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Executive Summary

In November 2024, the Grievance Redress Panel (GRP) received seven (7) complaints from
traders across Adamawa State. All complaints were related to unauthorized payments,
harassment, or enforcement misconduct by revenue officials at markets, motor parks, and tax
stations.

e 100% of complaints were acknowledged within 24 hours.

e All seven were resolved within the 30-day timeframe stipulated in Clause llI(d) of the
Executive Order.

e Three officers faced disciplinary actions: one suspended, two reprimanded.
o Total refunds and compensation paid: &28,000.
e Resolution rate improved to an average of 7 working days per case.

The GRP continues to strengthen trust between traders and MDAs by ensuring prompt, fair, and
lawful redress.

Complaints Received and Redress Actions Taken (November 2024)

S/N | Date Complaint Location of Nature of Investigation Redress Action Resolution
Received | Type Complaint Complaint Outcome Taken Date
Officer demanded - Full refund of
#5,000 “weekly Confirmed via #5,000 processed
Jimeta Main | contribution” not field - Officer issued final
Nov 2, Market, listed in official verification; no | warningand Nov 6,
1 2024 Petty Trader | Yola tariff. such fee exists. | reassigned 2024
Audit revealed
Multiple agencies duplication - Refund of %7,000
collecting fees for between issued
Market Mubi same sanitation Environmental | - Inter-MDA meeting
Nov 6, Association Central service; total Agency and held to harmonize Nov 12,
2 2024 Rep Market charge doubled. MCT. charges 2024
- Vehicle released
Vehicle impounded | Payment immediately
over unpaid confirmed - Officer suspended
signage fee despite | online; for 7 days
Nov 9, Transport Girei Motor | valid e-receipt impoundment | - Apology letter Nov 14,
3 2024 Operator Park shown. was unlawful. issued 2024




- Officer
reprimanded
Threatened with - Public advisory
closure unless Verified: e- issued against such
additional payment threats
Numan "processing fee" completed; no | - Complainant
Nov 13, Central was paid after full outstanding awarded %2,000 Nov 18,
4 2024 Shop Owner | Market renewal payment. | liability. compensation 2024
Harassment and - Property returned
verbal abuse after | Witness - Officer mandated
refusing to pay statements and | to attend ethics
cash on spot; audio clip training
Nov 17, | Artisan Lamurde officer seized confirmed - Written apology Nov 22,
5 2024 (Tailor) Market measuring tape. misconduct. delivered 2024
Charged for "new
business Database check | - Refund of #10,000
registration” confirmed processed
Hong Road | despite existing TIN | business was - Staff retraining
Nov 21, Market, and prior already initiated at Nov 26,
6 2024 SME Owner | Yola registration. registered. registration desk 2024
- Full amount
(44,000) refunded
with additional
Investigated #4,000 as
Tax collector took with local compensation
money directly vigilante; - Officer dismissed
from her bag when | incident from field duty
Nov 27, Market Shelleng she hesitated to admitted by pending disciplinary | Nov 30,
7 2024 Woman Market pay. officer. hearing 2024

Key Performance Indicators (KPlIs)

Indicator Result

Total Complaints Received 7

% Acknowledged Within 24 Hours 100%

% Resolved Within 30 Days 100%
Average Resolution Time 7 working days

Number of Officers Sanctioned

3 (1 suspended, 1 dismissed, 1 reprimanded)

Refunds Issued

#26,000

Compensation Paid

6,000




Observations & Recommendations
e Unauthorized and duplicate charges remain common at decentralized collection points.

¢ Some frontline officers still lack adequate orientation on digital receipts and approved
fee schedules.

e Increased use of e-receipts and mobile reporting indicates growing public awareness of
the GRM.

e Proposal: Launch Quarterly Joint Sensitization Forum between MDAs and trader
associations.

e Recommendation: Develop a real-time inter-agency verification system to prevent
double taxation.

Conclusion

The resolution of all seven complaints within the statutory 30-day window reaffirms the
effectiveness of the Grievance Redress Panel established under Executive Order No. 5 of 2023.
The swift action taken in cases of abuse and illegal collections demonstrates the State’s
commitment to protecting traders and promoting a transparent, harassment-free trading
environment.

We remain vigilant and responsive to the needs of Adamawa’s business community.



