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This Service Level Agreement (SLA) is in �urtherance o� the provisions articulated in the
Establishment o� a Grievance Redress Mechanism �or Trade-Related Matters in Gombe
State, Executive Order No. 11 o� 2023, which outlines the operational �ramework �or the
establishment and management o� the Grievance Redress Mechanism (GRM) within
Gombe State. This SLA was prepared by the Gombe State Ministry o� Trade,
Investment and Tourism in collaboration with the Gombe State Internal Revenue
Service and the Gombe State Ministry o� Justice to strengthen coordination and
transparency in the handling o� grievances related to the interstate movement o� goods.

1. Introduction

Purpose

This SLA establishes a �ramework �or the Grievance Redress Mechanism (GRM)

aimed at �acilitating e��ective communication and resolution o� grievances related

to the interstate movement o� goods. It ensures that all stakeholders have access

to a �air and transparent process �or raising complaints.

2.Scope

This SLA applies to all processes related to the interstate movement o� goods

within the Ministry o� Trade, Investment and Tourism, in collaboration with

relevant agencies.

3.Policy �ramework

Commitment to Transparency: The State Government is committed to promoting

an e��icient, �air, and transparent trading environment. The establishment o� the

GRM is part o� this broader initiative to maintain smooth relations among

stakeholders, including traders, taxpayers, and MDAs.

Institutional Collaboration: The GRM shall operate through close coordination
between the Ministry o� Trade, Investment and Tourism, the Gombe State Internal
Revenue Service, and the Ministry o� Justice to ensure legal compliance, �iscal
responsibility, and �air en�orcement.

User-Centric Approach: The GRM is designed to prioritise the needs and

expectations o� businesses, �ostering trust and engagement through responsive

and accessible grievance redress mechanisms.

4.Ob�ectives

● Provide a standardised and transparent process �or stakeholders to raise
grievances.

● Ensure timely and e��ective resolution o� complaints to improve stakeholder
satis�action.

● Promote transparency and accountability in the handling o� grievances.



● Collect and analyse data on grievances to in�orm policy improvements.

● Strengthen institutional collaboration in addressing grievances related
to interstate trade barriers, illegal checkpoints, and unauthorised
payments.

5.GRM Contact In�ormation

● Hotline: A dedicated �unctional telephone line �or voice calls

and SMS communication will be available �or grievances.

● Email Address: A designated email address �or grievance submissions.

● Online Portal: An accessible online plat�orm �or submitting and tracking
grievances.

● In-person submission: Location details at the Ministry o� Trade, Investment
and Tourism and other designated o��ices o� the Internal Revenue Service
across ma�or border points.

6.Grievance Submission Procedure

All grievances related to the interstate movement o� goods—such as delays,
harassment at checkpoints, unauthorised charges, or documentation issues—shall
�ollow the submission process outlined below.

A. Complaint documentation: The �ollowing in�ormation must be

completed when submitting:

● Date o� complaint

● Complainant name

● Contact details: email and/or phone number.

● Vehicle number

● Type o� complaint

● Description o� complaint (harassment, unauthorised payments, and
other in-kind

● requests

● Attachment o� relevant evidence

● Amount lost

● Name o� the responsible party

● Date o� response to complaint

B. Response Documentation

● Name o� Complainant

● Contact details

● Date o� complaint

● Type o� complaint

● Status o� incident (open, ongoing investigation, resolved)

● Date o� response

● Redress mechanism employed

● Action o� redress



7.Response Time�rames

All collaborating agencies shall ensure timely coordination to meet the stipulated
timelines.

● Acknowledgement o� Complaint: Complaints will be acknowledged within 3
business days

o� receipt.

● Initial Investigation: The investigation will commence within 7 business days
o�

acknowledgment.

● Resolution Timeline:

● All complaints will be resolved within 30 business days �rom the date o�
receipt.

● Communication o� Resolution: Complainants will be in�ormed o�

the outcome and any actions taken within the speci�ied

time�rame.

8.Per�ormance Standards

Inter-agency per�ormance will be periodically reviewed to assess the e��ectiveness
o� collaboration between the Ministry o� Trade, Investment and Tourism, the
Internal Revenue Service, and the Ministry o� Justice in resolving grievances.

● Resolution Rate: A minimum o� 50% o� grievances will be

resolved within the stipulated time �rames.

● Reporting Requirements: The �ollowing metrics will be tracked and
documented:

o Total number o� complaints received.

o Number o� complaints resolved.

o Number o� complaints unresolved.

o Nature o� complaints and corrective actions taken.

● Quality o� Service: Surveys will be conducted periodically

to assess stakeholder satis�action with the grievance

resolution process.

9.Complaint De�initions

● Interstate Movement-Related Grievance: A grievance is de�ined

as any complaint or concern raised by transporters, traders, or

logistics operators regarding deviations �rom approved

procedures governing the interstate movement o� goods. This

includes harassment, unauthorised �ees, delays at border points,

or non-issuance o� valid receipts by o��icials.

10. Communication to the complainant



At the time o� acknowledgement, the complainant needs to be provided

with the �ollowing in�ormation:

o Grievance number to �acilitate monitoring and reminders by

complainants.

o Expected time o� redress

o I� not addressed within the expected time�rame, the complainant will

take the necessary action.

I� the grievance is not redressed within the expected time, the

complainant should be provided with the �ollowing in�ormation by the

person responsible �or receiving the manual/postal grievances:

o In�ormation on reasons �or delay. Updated expected time o� redress

o I� not addressed within the expected time, action is to be taken by the

complainant

At the time o� �inal redress, the complainant will be provided with the

�ollowing in�ormation by the o��ice responsible �or redress o� the

grievances:

o Action taken �or redress.

o I� not satis�ied with the redress, avenues �or pursuing the matter �urther.

11. Redress o� Grievance

● Grievance Acknowledgement: Upon receipt o� the grievance, an

acknowledgement will be sent to the complainant within 3 days,

con�irming receipt and outlining the next steps.

I� the grievance is �ound ineligible, the complainant will be in�ormed, along with the
reasons.

12. Investigation

o For eligible grievances, a thorough investigation will be

conducted by the GRP. The complainant may be

contacted �or �urther in�ormation.

o The investigation process will take 30 days.

13. Resolution

o Once the investigation is completed, a decision will be

made and communicated to the complainant within 30

days.

o The grievance will be closed i� the complainant is satis�ied with the

resolution.



o I� the complainant is unsatis�ied, they may appeal the

decision (see appeals process).

● Appeals Process

o I� the complainant is dissatis�ied with the resolution,

they may appeal to the Chie� Executive within 3 days

o� the decision.

o The appeal will be reviewed, and a �inal decision will be made within 14

days.

14. Monitoring and Reporting

● Quarterly Reporting: The GRM management team will

provide quarterly reports highlighting the �ollowing:

o The number o� grievances received and resolved.

o Trends in complaints to identi�y areas �or improvement.

o Feedback received �rom stakeholders regarding the grievance process.

● All grievances will be tracked in a Grievance Log, including

details o� the grievance, actions taken, and �inal resolution.

A guideline �ormat is shown below:
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● Grievances are viewed as �ree inputs to understand the expectations o�

service recipients better and initiate systemic re�orms to meet those

expectations.

● The Ministry, there�ore, should be able to identi�y why certain types o�

grievances appear more �requently than others. A �ormat �or root

cause analysis o� grievance areas is as �ollows:
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The Ministry will submit a Quarterly Report in this regard with suggestions �or

modi�ication in policy initiatives, delivery system, and organisational structure �or

the consideration/directions o� the Permanent Secretary.

Annual Review: An annual review o� the SLA will be conducted to assess its

e��ectiveness and make necessary ad�ustments.

15. Continuous Improvement

● Feedback Mechanism: Implement a system �or collecting �eedback �rom

complainants and stakeholders to improve the GRM.

● Training and Capacity Building: Regular training sessions will be conducted

�or sta�� involved in the GRM to enhance their skills in grievance and

customer service.

● Joint Review Meetings: Quarterly inter-agency meetings will be convened

to evaluate progress, address recurring issues, and agree on corrective

measures.

16. Conclusion

● This SLA aims to provide a structured and transparent approach to

grievance redress, ensuring that stakeholders' concerns are addressed

promptly and e��ectively. It also rein�orces inter-agency collaboration as a

�oundation �or sustainable, transparent, and e��icient interstate trade

�acilitation in Gombe State.

Signed:
Permanent Secretary

Ministry o� Trade, Industry & Tourism
In collaboration with:

Executive Chairman, Gombe State Internal Revenue Service
Permanent Secretary, Ministry o� Justice

January 20, 2024


