
 

MINISTRY OF BUSINES TRADE AND COOPERATIVES 

7th Floor, Block C, Secretariat Building, Sapele Road, Benin 

City. Edo State, Nigeria 

SERVICE LEVEL AGREEMENT (SLA) 

 

Edo State Ministry of Business, Trades and Cooperatives (MBTC) 

1. Introduction 

This Service Level Agreement (SLA) establishes the framework for the Grievance 

Redress Mechanism (GRM) on issues arising from interstate movements of goods 

within and through Edo State. It defines the responsibilities, service standards, 

and commitments of the Edo State Ministry of Business, Trades and Cooperatives 

(MBTC) and outlines procedures for addressing complaints, disputes, and 

operational bottlenecks that may occur during the transportation, inspection, or 

trade facilitation processes. 

2. Purpose 

Thepurpose of this SLA is to: 
- Ensure efficient, transparent, and timely resolution of grievances related to the 
interstate movement of goods. 
- Promote trade facilitation and ease of doing business within Edo State. 
- Establish clear accountability and response timelines for all actors involved in 
the grievance process. 
- Strengthen coordination between public agencies, private sector operators, and 
trade associations. 

3. Scope 

This SLA covers all complaints and grievances related to the movement of goods 

across state boundaries through Edo State. It includes matters relating to road 

checkpoints, documentation, delays, extortion, harassment, seizure, or unlawful 

detention of goods. 

4. Parties to the Agreement 

Primary Party: 

Edo State Ministry of Business, Trades and Cooperatives (MBTC) 

 

 



Stakeholder Parties: 

- State Internal Revenue Service (EIRS) 

- Ministry of Transportation 

- State Security Agencies (Police, NSCDC, etc.) 

- Nigerian Customs Service (where applicable) 

- Road Transport Unions 

- Traders’ Associations and Cooperatives 

- Logistics/Haulage Companies 

5. Service Commitments 

MBTC agrees to: 

1. Establish and maintain an accessible Grievance Redress Mechanism (GRM) 

desk (physical and online). 

2. Acknowledge receipt of grievances within 24 hours of submission. 

3. Conduct preliminary assessment and refer grievances to relevant agencies 

within 48 hours. 

4. Provide resolution feedback to complainants within 7 working days. 

5. Maintain confidentiality and protect complainants from retaliation. 

6. Publish quarterly reports summarizing types of complaints and resolutions 

achieved. 

7. Facilitate stakeholder coordination meetings to review systemic issues 

quarterly. 

6. Grievance Submission Channels 

Complaints can be lodged through any of the following: 
- GRM Desk Office at MBTC Headquarters, Benin City 
- Email: techscopempcs@gmail.com 
- Hotline: +2348102505536 
- Suggestion/Complaint Boxes at checkpoints or trade facilitation centers 

7. Service Standards 

Service Activity Performance 

Indicator 

Service Standard / 

Target 

Acknowledgement of 

grievance 

Time taken to 

acknowledge complaint 

Within 24 hours 

Preliminary assessment Grievance reviewed and 

assigned to responsible 

officer 

Within 48 hours 



Investigation and 

resolution 

Valid complaint resolved Within 7–14 working 

days 

Escalation of unresolved 

grievances 

Complaints escalated to 

senior management or 

inter-agency committee 

After 14 working days 

Feedback and closure Complainant notified of 

resolution outcome 

Within 3 working days of 

decision 

Record keeping and 

reporting 

Data logged and 

summarized in quarterly 

report 

Ongoing 

8. Roles and Responsibilities 

MBTC (Lead Agency): 

- Coordinate grievance handling and ensure adherence to this SLA. 

- Serve as the secretariat of the Interstate Trade Facilitation Committee (ITFC). 

- Liaise with security and regulatory agencies to ensure fair trade practices. 

 

Stakeholder Agencies: 

- Respond promptly to grievances referred by MBTC. 

- Provide factual information to support investigations. 

- Take corrective measures within agreed timelines. 

 

Transporters/Traders/Cooperatives: 

- Report genuine complaints with supporting evidence. 

- Abide by trade and transport regulations. 

- Cooperate in providing clarifications during investigations. 

9. Monitoring and Evaluation 

The GRM Unit of MBTC shall maintain a Grievance Logbook and digital database. 

Monthly performance tracking shall assess compliance with SLA timelines. 

Quarterly review meetings with stakeholders will evaluate trends, systemic 

issues, and recommend policy actions. Annual performance reports shall be 

presented to the State Executive Council and made available to the public. 

10. Confidentiality and Data Protection 

All personal or business information submitted through the GRM will be handled 

confidentially and used solely for resolution purposes. MBTC commits to 



protecting complainants’ data in line with the Nigeria Data Protection Act (NDPA, 

2023). 

11. Review and Amendment 

This SLA shall be reviewed annually or as required to reflect changes in policy, 

legislation, or operational realities affecting the interstate movement of goods. 

12. Duration 

This Agreement becomes effective on the date of signature and remains valid for 

one (1) year, renewable upon mutual consent. 

 

 

Efeomo Enoma Mrs. 
Director of Cooperatives 
For: Permanent Secretary, MBT&C 
30th December, 2024 
 


