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…It has been long held by many that COVID-19 was a blessing in 
disguise for funeral assurance companies who stood to record 
brisk business as many deaths were anticipated.  This is far from 
the truth.

A policy that is still in the waiting period

At the heart of a Vineyard Mortician lies the beautiful and 
bubbly lady.

We love to hear from you, so if you have an opinion about any of 
the topics you have read or others, feel free to contact the editor.
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For any successful business, developing and selling a good 
product or service is only half the battle.

At the heart of a Vineyard Mortician lies the beautiful and 
bubbly lady, a mother of two and grandmother of four, who has 
succeeded against all odds in a profession that has remained 
the subject of myths and stereo types.
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Looking back; 
the good, the bad & the ugly

BY the grace of the Lord God we 
meet again after an eventful and 
stormy 2020!

The second edition of our in-house magazine, 
Vineyard Times, is here.

We are glad that you fell in love with the first 
edition, which was published in July 2020.

We would like to take this opportunity to 
thank you profoundly for the constructive 
feedback that we received from you, the real 
owners of Vineyard Times.

Your valuable support and feedback has 
inspired us to deliver a more exciting product, 
with insightful articles about developments that 
are taking place in our organisation, and our 
sector in general.

Our undertaking to keep you up to speed 
with the times remains, and we promise to 
keep our promise to deliver cutting edge news 
and analysis as we move ahead together.

As I noted in my opening remarks, we glided 
through rough waters in 2020, as the world 
was ravaged by the COVID-19 pandemic, which 

started in China in December 
2019, before tearing through 

all continents, taking 
millions of lives and 

turning economies 
upside down.

Statistics show we 
are not out of the 
woods yet. 

In fact, the pandemic 
has made fresh inroads 
across many countries, 
and Zimbabwe is no 
exception.

We are in the eye 
of a storm, Covid-19 is 
real!

We must adhere 
to the measures that 

government has implemented in order to 
arrest the spread of the virus and play our part 
in saving humanity. 

However, we remain optimistic, faithful and 
hopeful that like any other problems that have 
bedevilled the world before, it will come to 
pass.

There is no reason not to positively anticipate 
the new beginning.

In as much as it has been a difficult year, 
building mutual and everlasting relationships 
with all stakeholders and honouring all claims 
through provision of professional and quality 
service has remained the hallmark of Vineyard 
Funeral Assurance. 

We stood firm and offered complete services 
when many of our peers felt it was risky to do 
so.

We salute our staff for remaining resolute 
and living up to our promise to deliver cutting 
edge services to you our esteemed clients 
throughout the year, despite the challenges 
that confronted us.

As part of our ongoing review of our 

operations and services, we came up with our 
Customer Service Charter, which we cover 
extensively in this edition.

It is yet another demonstration of our resolve 
to deliver as per promise, and reassure you that 
we will continue helping in bridging the gap 
between life and death.

For years, funeral related conversations have 
always been shrouded in mystery and often at 
times people are evasive yet death and funerals 
are realities of life.

Our open door and clear communications 
policy now buttressed by educative platforms 
such as Vineyard Times have cultivated well 
informed clients, exhibited by the positive 
appreciation people now have on the necessity 
of funeral policies.

In this edition, we also devoted space to 
some of our clients who give their testimonies 
on the services they received from us. 

We have another remarkable story to tell-
an insight into the ‘super women’ at Vineyard 
Funeral Assurance. 

We have women in our midst who have 
taken it upon themselves to play leading roles 
and conquer in the male dominated sectors as  
morticians and undertakers.

There are many more articles, which I believe 
you will find informative.

So, go ahead and read. 
Our sincere gratitude for your continuous 

support.

Happy reading!

Rumbie
• Rumbie is also Operations Manager at 

Vineyard Funeral Assurance
• She can be contacted at rumbidzai@

vineyardfuneral.co.zw

Editor’s note
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Riding out

THE beauty about walking with others is 
that when the going gets tough, you carry 
each other through.

You encourage each other to press on until you 
reach the finishing line.

Dear esteemed colleagues.
We want to take this opportunity to say thank 

you to all of you for everything you did for us in 
2020.

You all helped us move ahead.  
The year 2020 will be remembered for the 

From the MD’s desk

the storms
…if you want to walk fast, walk alone; 
if you want to go far, walk with others

COVID-19 pandemic, which was unkind to 
mankind.

It continues to present us with huge 
challenges, and it doesn’t look like we will 
have a sober 2021, if the soaring numbers 
of infections are anything to go by.

We were also affected by these 
challenges.

But we made sure that our 
policyholders received excellent services 
as per our undertaking, despite the 
ravaging pandemic and much adversity.

We stood our ground and ensured 
we never let you down, our esteemed 
clients.

Of course, it has been a bumpy road.
But 2020 was not all doom and gloom. 
It may seem the year was all about 

COVID-19, but let us not forget the big and little 
successes that we made, which are worthy the 
celebration.

At the height of COVID-19, a lockdown was 
declared but the funeral services sector remained 
operating, as government declared it an essential 
service.

But it was scary to do so. 
Many fly by night funeral assurance operators 

disappeared, leaving their clients stranded.
But your all weather friend, Vineyard Funeral 

Assurance, remained buoyant. 
I want to recognise and appreciate the 

incredible efforts and dedication exhibited by 
Vineyard staff throughout the year.

Without doubt, most of them showed good 
commitment to Vineyard Funeral Assurance.

They were true ambassadors.
The success of our company is built on the 

efforts of our employees.
I want to thank them for the dedication, loyalty 

and commitment that each one of them showed.  
How reassuring it was to know that we 

can count on all of them regardless of what 
confronted us.

On behalf of Vineyard Funeral Assurance, 
please allow me to extend my genuine 
appreciation to each and every Vineyard 
employee for their valuable contribution to this 
organisation.

Working with a fired up workforce in 2020 was 
a pleasure!         

We soared above adversity, as I indicate below.
But I must say the list of achievements below 

is not exhaustive.
• We successfully launched our manufacturing 

division. This means we now control our 
supply chain. As a result, we have managed to 
deliver quality caskets to all our branches. 

Dome casket manufactured at our division



• We launched this magazine to educate our clients and stakeholders about developments of our 

company.  
• The company acquired five new hearses. We made this investment on the realisation that the 

period between death and burial represented the most important time between the dead and 
the living. How you look at that moment is the last image family and friends will have of you when 
you are gone for good and it has to be just right. Again, this investment is in pursuit of our desire 
to bring convenience to our clients. We are a company that is particular about quality and this 
will build confidence in the funeral service market. The hearses will be distributed to our branches 
accordingly. 

As we look ahead, all we can say is that we have 
a bright future as Vineyard Funeral Assurance. 

But our goals can only be achieved through 
team work and commitment to duty. 

I believe we can successfully achieve our 
collective desires.

As has become the norm in the new normal, 
we have to innovate or fade away.

We are not the type to fade away so we will 
take the innovation route.

Colleagues, let me also reiterate this African 

Prover; “If you want to walk fast, walk alone; if 
you want to go far, walk with others” 

I am aware that as individuals we can make a 
difference, but let us all walk together in the year 
2021.

I wish you and your families a VERY 
PRODUCTIVE AND HEALTHY NEW YEAR. 

MAY GOD BLESS YOU!
 ASANTE SANA, THANK YOU, SIYABONGA

Dr Solomon Chikanda
Managing Director

FREE 
DIGITAL 

COPY 
Good news to all 

Vineyard Funeral Assurance 
POLICY HOLDERS

 Once you update your policy, 
you will get 

your free digital copy...

Try it now 
visit your nearest Vineyard 

branch nationwide...
Or call us on +263 719 753 070

 +263 242 750766

 

Vineyard acquiress New fleet

Lady enjoying reading  Vineyard times



THE effects of COVID-19 have placed 
Zimbabwe, like many countries around 
the world, in a tight spot. Every aspect 

of business and social life has been affected, 
with humanity shaken and terrified as the 
pandemic makes fresh inroads again.

It has been difficult to predict how this 
scourge will end both in Zimbabwe and across 
the world.

But at Vineyard Funeral Assurance, living 
up to our promise and service charter, we are 
prepared to serve our market in the best way 
possible during this difficult period. In fact, 
it is during difficult periods like this that the 
markets are able to distinguish who the best 
actors are, while doing away with pretenders.

Our view is that we are up there in the 
league of the best service providers. In March 
last year, Zimbabwe joined the world in 
adhering to the World Health Organization’s 
list of precautionary measures for combating 
the spread of the invasive virus. Government 
rolled out timely shutdowns of businesses and 
other organizations, except a few that were 
classified as ‘essential services’. Zimbabwe’s 
bold moves came only a few months after 
the COVID-19 outbreak in China in December 
2019, and as scientists worked around the 

makes us sad 
Each death 

clock to understand the nature of the invisible 
enemy.

It had also become clear that this time 
around, the world was squaring up against 
a more resilient virus compared to similar 
outbreaks before. The country slipped into a 
total lockdown that relegated everyone to their 
homes, with dire implications on prospects 
for economic development. Vineyard Funeral 
Assurance, like its peers in the funeral industry, 
has not been spared by the effects of the 
COVID-19. The closure of businesses, including 
those in the informal sector, was a huge blow 
to us. But we quickly put on our innovation 
caps to help us cope in a shrinking market 
and continue serving our clients as per our 
contractual obligations.

Our survival depends on premiums, whose 
inflows were affected as workers’ incomes were 
eroded by reduced business in companies, 
which were compounded by the grounding of 
informal sector operations. The International 
Monetary Fund estimates that the informal 
sector represents about 60 percent of the 
country’s gross domestic product. This just 
demonstrates how unplanned closures of this 
magnitude affects premium inflows. Without 
salaries, or incomes for informal sector 
players, there has been a rise in policy holders 

who struggle to pay their premiums, and 
policy cancellation rates have increased. Other 
policies have lapsed.

Naturally, scourges like this change the 
way a company or a sector operates. But we 
continue to pick up the pieces and help our 
clients, especially after authorities saw it fit 
to declare our sector an essential service. 
Nonetheless unlike other commodities in the 
market, one can only close a deal for a funeral 
product after face to face interactions with 
potential clients.

We cannot do this anymore. Yet people are 
still skeptical and evasive when it comes to 
death matters.

This requires our marketers to engage them 
face to face, take them through adequate 
explaining, before convincing them to sign up 
for a funeral policy.

As a result of these myriad of challenges, 
we can now safely demystify several 
misconceptions

about COVID – 19. The major one being, 
it has been long held by many that COVID 
- 19 was a blessing in disguise for funeral 
companies who stood to record brisk business 
as many deaths

were anticipated. This is far from the truth; 
each death makes us sad here at Vineyard 
Funeral Assurance and our peers.

We do not celebrate loss of life!
“The year 2020 will be remembered for 

the Covid-19 pandemic, which was unkind 
to mankind. It continues to present us with 
huge challenges, and it doesn’t look like we 
will have a sober 2021, if the soaring numbers 
of infections are anything to go by,” said 
Dr Chikanda, Vineyard Funeral Assurance 
Managing Director.

Our business is to prepare the living to their 
final resting place, and we want them to live 
in order to prepare for themselves and their 
loved ones. At Vineyard Funeral Assurance, 
we do not capitalize on people’s tragedies. In 
line with our goal to preserve life, we have 
made sure that Personal Protective Equipment 
remain crucial as a pre-positioning at our 
company in case of a sudden rapid increase 
of COVID-19 deaths where there will be a 
possibility of a run on claims.

The shortage of PPEs is yet another challenge 
for us, as we have to buy them even if they are

costly. We need to protect our front line 
workers - the morticians and undertakers, as 
well as making sure that the lives of our clients 
are preserved - Vineyard Funeral Assurance 
values life.

We are always saddened by the loss of life.
But for our clients and stakeholders, we end 

by saying vigilance is needed as we approach 
the next phase of the pandemic, which is 
proving to be more dangerous than the first.

…It has been long held by many that COVID-19 was a blessing in disguise for 
funeral assurance companies who stood to record brisk business as many 
deaths were anticipated.  This is far from the truth.

By The Editor
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1. Failure to provide proof of 
death

 The first step that a funeral assurance firm 
takes after receiving a death notification 
from a claimant is to verify if the policy is 
valid or not.

 This is followed by a request for proof of 
death in order to guard against fraudulent 
claims. If a claimant fails to provide proof, 
problems may arise. Depending on the 
nature and place of death, proof may 
be presented in the form of a BD 11/12 
form, a burial order or death certificate, 
confirmation letter from a chief or village 
head where the death occurred and 
where the burial is likely to take place. If 
these details are not provided, a service 
provider may reject a claim.

Understanding why
your funeral claim may be rejected

2. A policy that is still in the 
waiting period

 The waiting period refers to the time that 
an insured or covered person must wait 
before some or all of their coverage comes 
into effect. The waiting period begins at 
the time of signing an application form 
for a funeral policy. The insured may not 
receive benefits for claims filed during 
the waiting period.  At Vineyard Funeral 
Assurance the waiting period is 30 days 
for the policy holder and their immediate 
family. This period extends to 180 days for 
dependents or extended family members.  
If an insured person dies within the waiting 
period, the claim may be declined, which 
means no benefits will be paid. 

3. Non- covered persons
 A beneficiary or covered person is the 

person you add on your funeral policy 
to receive death benefits. Only those 
covered or listed in the funeral policy are 
eligible to get funeral cover in the event 
of death. If the deceased is not listed as 
a beneficiary, Vineyard may decline the 
claim on the basis that the deceased was 
not covered. Benefits are only meant for 
covered person. You cannot exchange 
persons when non covered relatives die. 
Changing beneficiaries is accepted only on 
condition that both persons are still alive. 
In this case, the new person to be added 
will also go through a waiting period. No 
benefit is payable to any person (s) whose 
name doesn’t appear on the policy.

IF there is something that is certain, it is 
death.
But when one dies, the implications on 
family members are adverse, which makes 
it important for people to plan before they 
pass on.
One way of planning is taking a funeral policy.
Policy holders can testify that signing up for 
funeral assurance has been their best ever 
decision.

The expectation, however, is that when a 
policyholder makes a funeral claim, it should 
be honoured.
Nothing is heartbreaking as failing to access 
requisite services from a funeral assurance 
firm after paying premiums for years, only to 
falter at the last minute. 
In many instances, we have heard cases 
of policies being rejected at a point when 
clients expect service.

Vineyard’s contractual obligation is to honour 
policyholders’ claims and to ensure that in 
the end, they are given decent burials.
However, it is critical to educate each other 
that there are instances when claims are 
rejected. Understanding such mistakes can 
help in preventing them in future.
Below are the reasons why a claim may be 
rejected;

By Rumbidzai Chikarango

...To be continued to page 20 
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Edition Crush
Our Female mortician
AT the heart of a Vineyard mortician lies the beautiful and bubbly lady, a mother of two and grandmother of four, who 
has succeeded against all odds in a profession that has remained the subject of myths and stereo types. Growing up, 
just like any other child, her ambition was to become a soldier. Born and bred in Harare, Vetrina Lufeyo (VL) attended 
Gillinham Primary School before proceeding to Dzivaresekwa High School. Vineyard Times (VT) caught up with the lady 
who is popularly known as Gogo Vee to understand what drives her. Below are excerpts from the discussion;

VT: Many thanks Gogo Vee for affording us this 
opportunity. Maybe to begin with your age

VL: I am 51-years-old. I was born on the 5th of 
April 1969.

VT: You are now in the middle ages. When did 
you join Vineyard Funeral Assurance?

VL: I joined Vineyard Funeral Assurance in 
2010. Previously I was working at some local 
funeral assurance company as a mortician and 
consultant from 2001 to 2005. Prior to joining 
the funeral industry in 2000, I was once a 
receptionist with a local company.

VT: What inspired you to be a mortician?

VL: Growing up, I wanted to be a soldier. 
I didn’t even know about mortician. I was, 
however, inspired by Amai Tom who worked 
as an undertaker/driver for Moonlight Funeral 
Assurance. Years back, she came driving a hearse 

with the body of our neighbour in Dzivaresekwa 
who had passed on. Honestly I must admit, I was 
really attracted and inspired with the work she 
did and asked for her contacts so that I could 
find out more about her profession. Ever since 
then, I never looked back and I stand proud of 
my profession as a mortician.

VT: Take us through the process of preparing 
the body, which is a mortician’s job

VL: Once we (Funeral Assurance Company) are 
notified of the death of a person, we remove 
the body from the place of death after body 
identification by any of their relatives. This 
could be from home, hospital, accident scene 
and so on. We take the body to our mortuary for 
storage while relatives sort out the paperwork 
like getting a burial order and paying medical 
bills. We are always guided by the wishes of the 
deceased. 

We communicate with relatives for guidance 

on how they would want us to prepare the 
body. This could be shaving hair or beards 
and doing makeup, especially for ladies. Once 
relatives are done with paper work, they tell us 
about their burial plans and when they want to 
collect the body. The next stage will be body 
washing, dressing and partial embalming for 
local burials. Repatriations or expatriations 
require full embalming. We then request for 
clothes and shoes of the deceased. It could 
be their favourite clothes, church uniforms or 
traditional garments. 

The body is then placed in the casket or 
coffin. Before taking the body out to the chapel 
for everyone to see, we ask close relatives to 
come and check the body again and confirm 
if we have prepared it to their liking. Once 
confirmed, the casket is then taken to the 
chapel for a church service and body viewing by 
the rest of relatives. It is then taken home ahead 

Interview:
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of burial.

VT: What would you say is the most exciting 
thing about your job?

VL: I have a rare privilege of getting the last 
opportunity to prepare our dearly departed so 
that they go to their maker well smartly dressed. 
It is not everyone who gets that chance except 
for the mortician because as you all know, 
once someone dies, everyone doesn’t want to 
associate with them. 

VT: What are some of the challenges you 
encounter carrying out your duties?

VL: My greatest challenge, or should I say, 
difficulty is dealing with children of between 
0-16 years. These are innocent souls. Knowing 
they have been robbed of life at a tender age, as 
a mother too, gets me emotionally hurt. 

The other challenge is dealing with 
decomposed bodies or bodies of persons who 
have been involved in accidents and the bodies 
have deformed faces. It means you have to 
cleanse the body and sew them to make sure 
you restore back the faces to their normalcy so 
that every relative, especially those of nervous 
dispossession, will still be able to pay their last 
respect during body viewing without fear that 
the face is deformed. 

The other challenge is the risk associated 
with dealing with bodies of deadly contagious 
diseases like cholera, typhoid and the currently 
Covid-19. Just like any other person, as 
morticians we also fear for our lives regardless 
of the love we have for our profession. However, 
we find comfort in knowing that our employers 

go all out to protect us by providing Personal 
Protective Equipment’s (PPEs) for use when 
conducting our daily duties.

VT: Is there gender balance in this profession?

VL: Far from it. Female representation is still 
very low largely due to fear of working with 
dead bodies and at times lack of knowledge. 
Our male counterparts are still dominating 
the field. It is my hope that soon many ladies 
will also come on board. There is still a lot to 
be done to deal with stigma and stereo types 
associated with being a female mortician. 

VT: What would you say is the greatest 
strength/skill required of a mortician?

VL:  Being a mortician requires a good heart 
and patience. Remember you are dealing with 
bereaved families and many at times they are 
fragile having lost their loved one. They need 
someone who understands them and take 
them through the whole process till they lay to 
rest their loved ones. Hence that can only be 
possible if the mortician is patient enough with 
them. 

VT: What would you say is your greatest 
achievement so far?

VL:  Some years back, I had a body of a lady 
who had been involved in an accident and her 
face was seriously deformed. I managed to 
reform the face through stitching and makeup 
application. The relatives were in awe after the 
washing and dressing was done. They couldn’t 
believe their eyes and they really appreciated 
the work I had done. I was very happy knowing I 

had managed to put smiles on faces 
that were mourning – literary for a 
moment they stopped crying and 
were all smiling.

VT: Your last words

VL: I would like to 
say just like any other 
profession, there is 
nothing to fear 
about being a 
m o r t i c i a n . 
D e a d 
b o d i e s 
are not 
s c a r y 
at all, 
t h e y 
a r e j u s t 
like us only that they 
will be sleeping and 
can’t talk or move like we 
all do. The profession 
is fun and worthy 
going for. I always tell 
this to students on 
attachment for the 
mortician course. I 
would be very happy 
if many ladies take 
up this exciting 
career so that we 
level the gender 
representation in 
the field.
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Vineyard 2020 End Of Year Awards

Outstanding perfomance - Admin 
Harare

Outstanding perfomance - 
Marketing Harare

Outstanding perfomance - 
Manufacturing Harare

Outstanding perfomance - 
Manufacturing Harare

Most disciplined employee Award winners group photo Vineyard family group photoPeople’s choice award

Longest serving employee Longest serving employee

Outstanding perfomance - 
Marketing Harare

Outstanding perfomance - Services 
Masvingo

Outstanding perfomance - Services 
Harare

Outstanding perfomance - Admin 
Bindura

Outstanding perfomance - Admin 
Harare

Outstanding perfomance - Admin 
Harare
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The following are our guiding principles:

1. PROMPTNESS
 We will improve or hasten our speed of response in 

handling enquiries from customers, either through 
telephone, email, social media platforms or walk-
ins by ensuring:

• Self -service (online and on-the go service 
platform),

 Vineyard aims to move along with technology 
and provide online services for our customers 
to make a self- service an easy and efficient 
option. Such means include a mobile 
application, website online services, mobile 
payments platforms etc.

Telephone
• We maintain 24/7 lines of communication that are 

always open for easier, quicker and convenience of 
our customers to deal with us.

• the telephone will not ring more than three times 
before being answered

• When answering the telephone, Vineyard staff 
will identify themselves by clearly stating their first 
name and section/department.

• The staff member who answers the call will aim to 
answer the enquiry there and then. If the enquiry 
cannot be answered straight away, the call will be 
transferred to the right person or we will take the 
client’s details and ask someone to contact them

• When returning the client’s calls, staff will clearly 
state their first name, their department and their 
reason for calling

Email
• Vineyard aims to respond to all emails received 

by our Customer Service/Call Centre within three 
working hours unless the client receives an ‘out of 
office’ notification to his/her email advising that 
the staff member is unavailable. The notification 
will include contact details for urgent enquiries and 
a date when the staff member will be available to 
reply

• For complex matters that takes more than a day 
to be resolved, we will acknowledge receipt of the 
clients’ email and advise the client what action we 
are taking, and when a reply can be expected.

Social media platforms
• We aim to respond to posts within two working 

hours and 

when 

o f f l i n e 
will give an automated away message 
with an inclusion of available alternative means 
of communication- most probably a telephone 
number.

• We will respond quickly and publicly to any 
customer that uses Facebook to lodge a complaint 
about our company and the products or services 
we provide. However, we will not get into 
specifics about the issue but rather encourage 
the customer to provide us with her/his contact 
number, ask them to email us directly or take the 
communication private to Facebook, Twitter or 
Instagram inbox.

Walk-ins clients
• Visitors at the Reception to be served within five 

minutes

2. ACCOUNTABILITY 
• All our products and services comply with relevant 

laws and regulations Insurance Act chapter 24:07. 
and laws of the regulator Insurance and Pensions 
Commission (IPEC)

• Vineyard staff members are obliged to explain and 
help a customer understand the funeral policy 

benefits or services that they are interested in, 
how they work and the risks involved. 

3. RESPECT
• Vineyard will aim to treat 

its customers with respect, courtesy 
and friendliness, being receptive to 

customer feedback
• Respect means that we will 
accept our clients for who they are, 
their beliefs and guidance and will 
let them guide us when conducting 
funeral wakes/ services of their 
loved ones 

4. FAIRNESS 
• We will act fairly and 

reasonably towards our customers in a 
consistent and ethical manner. 

• We will, as far as possible, not discriminate 
against age or gender and will make available 
products and services on the same terms as for 
other customers. 

5.  PRIVACY 
• We will jealously guard and treat all our customers’ 

personal information as private and confidential 
and ensure the safety and security of the usage 
of such. The information will not be revealed 
unless otherwise authorised by the client or when 
required by law to do so. 

6. TRANSPARENCY 
• We will provide our customers with clear, relevant 

and timely information to help them make 
an informed decision about our products and 
services. All Terms and Conditions to be clearly 
stated before the customer is made to sign for our 
product or service such as age limit, lapse period, 
waiting period, number of people to be covered, 
benefits for each policy plan, maturity period etc.

For all your enquiries, concerns or comments- 

Address: 
158 Harare Street, Harare

Tel: 0242-750766
0719753070/ 0772721962

FOR any successful business, developing and selling a good product or service is only half the battle. Providing your customers with good customer 
support is just as important. It is our pleasure to present to you this Customer Service Charter that sets out Vineyard Funeral Assurance’s commitment 
to delivering a top-notch standard of customer service to all our stakeholders. It outlines the type and guiding principles of service we aim to achieve, 
how to contact us and give us feedback, particularly if we fall short of the very high standards we have set ourselves and how you can assist us to better 
serve you. Feedback contacts are stated at the end of this Charter

Vineyard Introduces 
Customer Service Charter 





A decent burial is of great importance to 
everyone. Losing a loved one is one of 
the most devastating events a person 

can endure, and the last thing they should 
have to worry about during the immediate 
grieving process, is the high cost of a funeral. 
This is why a sound funeral cover is needed 
in order to afford our dearly departed a 
decent burial.

When it comes to life after death, there are 
a few things we often forget to ask ourselves, 
such as who will pay for the funeral and who 
will support us while we mourn? A Funeral 
cover is a policy that allows you to ensure the 
cost of your own, or a loved one’s funeral is 
covered. When the time comes to say your 
final goodbyes, not having extra financial 
pressure allows you to focus on your grief 
instead of worrying about how you are going 
to pay for the funeral.

Let’s take a look at biblical references for 
decent burials.

The importance
of decent burials
Ecclessiastes 6:3 reads: “A man may have a 

hundred children and live many years; yet no 
matter how long he lives, if he cannot enjoy 
his prosperity and does not receive proper 
burial, I say that a stillborn child is better off 
than he.”

In the Bible, Abraham was revered as the 
founding father of faith and above all “father 
of all nations”. In his death, he had to get the 
most of decent burials.

Lessons from his life and death show the 
importance of a life well lived and the need 
for a proper resting place for the body.

The Bible speaks on several occasions on 
the need for decent burials and the story 
of Abraham is one of many that skips no 
attention.

In Genesis 25:8-10, we are told of a great 
story of Abraham when he died.

“Then Abraham breathed his last and died 
at a very good old age, an old man and full 
of years, and he was gathered to his people. 

His sons Isaac and Ishmael buried him in the 
cave of Machpelah near Mamre, in the field 
of Ephron son of Zohar the Hittite, 10; the 
field Abraham had bought from the Hittites. 
There Abraham was buried with his wife 
Sarah.”

In Joshua 24:32, we are told that Jacob 
bought a piece of land in Shechem where 
Joseph was buried. 

The long and short of it is that burials are 
prepared for one to get a decent send-off 
and it is good we learn this from the word 
of God.

No matter how powerful you were or how 
wealthy you were, if you don’t get proper 
burial, you are nothing.

When Joseph died in Egypt, (Genesis 
50:26), he was embalmed and placed in a 
coffin and later buried at Shechem.

These biblical experiences only lead to one 
thing - that the final resting place must be 
prepared for, it pleases the Creator.
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1 “I could not believe it that they 
were going to assist me at one 
go since I was still a new policy 
member, barely even three years 

old. But four hearses and caskets were 
provided to my amusement. Thank you 
Vineyard team”. Aaron Makusha from 
Domboshava

Makusha, who joined Vineyard Funeral 
Assurance in 2016, disaster struck in two 
consecutive years that saw him losing five 
of his family members. In 2017, Makusha 
lost his father in Buhera and almost 
immediately, he was assisted in burying 
him, giving him a befitting send off that 
left him shocked and pleasantly surprised. 
He was to lose four of his relatives in 
2018 in a car accident on their way to the 
village. Again, Vineyard Funeral Assurance 
immediately stepped in.

2 “The driver/undertaker was very 
professional and friendly. The 
service we got was of high class 
and ended up forgetting we were 

in mourning and celebrated the life well-
lived of my father all because Vineyard 
took care of all other challenges. I joined 
under the Believers plan, which is a church-
based group policy at our church. I do not 

hesitate to encourage all those without 
funeral policies to join Vineyard.’’ Theresa 
Matingo
For Matingo, when her father died in 
2017, she had a standard policy with basic 
benefits. But she says to her amusement, 
the service was top-notch “as if it was an 
executive policy.”

3 ‘‘I can never thank Vineyard 
enough for the great job they did 
when I lost my mother in law in 
2017. She was buried in Mutare. 

It was a difficult moment as everyone 
looked up to me as the elder son in law. 
The reaction time was prompt; it did not 
take much time to get the much needed 
assistance and my in-laws were happy 
with the service. Semukuwasha ndakafara 
zvikuru ndakadadisa nekukwanisa kuviga 
Ambuya vangu.  I got a dome casket, 
mourners transport, food allowance 
and hearse transport that carried the 
deceased’s body. I joined Vineyard under 
company stop-order facility. Andrew 
Matandi

4 ‘‘I haven’t had any challenges 
yet with Vineyard since the time 
of joining. They walk the talk 
and make sure you get value for 

THE TESTIMONIALS CORNER 
HEART - warming feedback from our clients encourages us to go an extra mile to show them that they will 

never walk alone. Below are comments from some of our esteemed clients about our service.

money and quality service. My premiums 
are deducted by my employer and remitted 
to Vineyard under their group scheme 
for corporates. Its been seven years now 
since I joined and I lost my wife in 2018 
and got the much needed assistance from 
Vineyard. It’s not easy to lose a spouse and 
at the same time having to run around to 
plan for the funeral wake. Vineyard spared 
me the burden and came to my aid and 
allowed me to mourn the loss of my wife 
without thinking of other funeral related 
problems.’’ Israel Gwavava

5 ‘‘We got mourners’ transport, 
hearse and food allowance. We 
buried our member at Mbudzi 
cemetery here in Harare and 

everything went well on time as expected. 
We are proud to always encourage other 
people to join Vineyard.’ Trymore Kanhema

Kanhema lost a colleague from their burial 
society. Vineyard helped them get all 
benefits under their group scheme.

For comments, please send to the editor 
of the Vineyard times on:

Email: rumbidzai@vineyardtimes.co.zw
or 

Whatsup: +263 77 532 4929
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period upon payment of all the arrears or 
these may be deducted from the proceeds 
of the claim. Grace periods upon which 
benefits shall continue are as follows:

• Five years but less than seven years    3 
months

• 7 years but less than 9 years                  6 
months

• 9 years but less 10 years                         9 
months

• 10 years but less than 12 years              12 
months

5. Inaccurate information 
 Inaccurate information whether as 

a result of innocent or fraudulent 
misrepresentation may also lead to a 
policy claim being declined. It is very 
important that policyholders verify and 
ensure all information provided when 
signing for a policy is true and accurate.  
Key information includes accurate names 

and surnames. These must be provided 
as they are on identity cards or birth 
certificates. Other important information 
includes date of births, national identity 
numbers and others.  Vineyard may 
lawfully decline a claim if the name of 
the deceased is different from that which 
is listed in the policy. It can also reject 
a claim if the dates of birth or identity 
card numbers differ.  In the event of a 
claimant changing their surname after 
getting married, it is encouraged to visit 
our offices for updating. Should death 
occur before these changes are made, a 
claimant may be asked to prove that it is 
one and the same person.

4. Non-payment of premiums 
 A funeral policy is active only if premiums 

are paid on time. When that is not 
happening, a policy may lapse. A lapsed 
policy is a result of nonpayment of 
premiums on due dates, even after the 
grace period. This results in a temporary 
suspension of benefits until a policy 
holder’s arrears are cleared and they have 
completed another waiting period, which 
is usually three months. Policyholders are 
encouraged to make sure their payments 
are up to date. This is important because 
nobody knows the date and time when 
death strikes. Vineyard has a grace period 
of non -payment in special circumstances. 
Provided, however that if a policy holder 
has had this policy for at least five (5) 
years, the cover on all persons entitled to 
benefits shall continue for an additional 

Vineyard’s 
contractual 
obligation 

is to honour 
policyholders’ 
claims and to 

ensure that in the 
end, they are given 

decent burials.

...From page 8
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