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INTERNAL REVENUE SERLVICE

SERVICE LEVEL AGREEMENT (SLA)

This Service Level Agreement (SLA) outlines the commitment of the Edo State Internal
Revenue Service (EIRS) to its taxpayers regarding the quality, speed, and delivery of its
COrE SErvices.

. Services Covered:
The EIRS commits to providing the following core services as per its mandate:

v Taxpayer Registration (Individuals and Non-Individuals)
v’ Taxpayer ldentification Number (TIN) Registration
v" Issuance of Tax Clearance Certificates (TCC)
v’ Processing of:
> Pay As You Earn (PAYE)
> Direct Assessment
> Withholding Tax (WHT)
> Stamp Duties
> Motor Vehicle Registration (MVR)
> Registration of Consumption Tax Establishments (CT)
v’ Resolution of Taxpayer's Objection to Assessment
v’ Convenient Payment Channels and Processing
v’ Tax Education & Sensitization
v' Handling Taxpayer Complaints and Inquiries
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2. Service Delivery Standards (Key Performance Indicators - KPls)

The EIRS shall adhere to the following time-bound service delivery standards:

S/N

Service

Target Turnaround Time

Standard/Metric |

I

Taxpayer Registration
(Individuals and Non-

Within 24 hours

Capturing of Individuals and
Non-Individuals into the tax

Processing

hours after the filing of

Individuals) database after submission of
all necessary *
documents/information. |
7 | Taxpayer Within 24 hours Completion and issuance of
|dentification Number Taxpayer |dentification
(TIN) Registration Number (TIN) upon submission
of all required
documentations.
3 | Tax Clearance Not later than 2 Weeks | Issuance of TCC from the date
Certificate (TCC) after receipt of of application, provided all tax
application. obligations are settled up-to-
date and all relevant
requirements are met.
4 | PAYE Processing Within two weeks after the | Issuance of tax assessment of
submission of duly the employees.
completed Tax form H3.
o | Direct Assessment | Filing Perind: Within 48 | Issuance of tax assessment

notice to the individual.

the Tax returns.

Outside Filing Perind: | Issuance of tax assessment
Best of Judgement (BodJ) | natice to the individual.
Assessment is raised

within 24 hours. |




B | WHT Processing Within 24 hours after Issuance of WHT credit note to
submission of evidence of | the taxpayer.

payment along with a
schedule of transactions |
| by the establishment.
7 | Stamp Duties Within 24 hours upon Stamping of dutiable
Processing presentation of all instrument.
necessary documents and
evidence of payment on

assessment raised.
8 | Motar Vehicle Within 24 hours upon |ssuance of valid motor
Registration/Renewal | presentation of all vehicle particulars.
(MVR) necessary documents and

evidence of payment on
assessment raised.

O | Consumption Tax (CT) | Within 24 hours upon ssuance of Payment receipt
presentation of all to the establishment.
necessary documents and
evidence of payment on
assessment raised.

|0 |Resolution of Within 30 days after |ssuance of Notice of
Taxpayers Objections | receipt of letter of Revised/Refusal to amend
to Assessment objection. Assessment.

Il | Convenient Payment | Real-Time Confirmation of payment
Channels and through electronic/designated
Payment processing channgls.

17 | Tax Education & Monthly Regular outreach programs,

\ \Sensitizatiun publications, or digital content
release.
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Els';nd;;g?ng)glayer Within 24 hours Initial acknowledgement of
Inquiries ] Eumgplaint/inquiry.
| Within 10 working days Resolution or substantial

| update provided on the

complaint/inquir ;,ﬁ__,,,,‘,;

(Resolution)

| —
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3. Service Availability
v’ Physical Offices: Available during official working hours

Manday to Friday), excluding public holidays.
£ §5% uptime, 24 hours @

v Online Portals/Payment Channels: Target availability 0
day, 7 days a week, excluding scheduled maintenance windows (which shall be

communicated in advance).

(e.g. 8:00 AM to 5:00 PM,

4. Taxpayer Respnnsihilities
To enable the EIRS to meet the standards set in this SLA, taxpayers are

v Provide accurate. compl
and communications.

v Timely submission of all requ

v Iltilize designated and approve

rates, fines, fees etc.) payments.
v Cooperate fully with EIRS officials during audit, inspection, or inguiry Processes.

expected to:

ote, and truthful information in all applications, returns.

ired documentation and tax returns.
d payment channels for all tax and non-tax (levies.

5. Escalation and Review
v Escalation Path: Taxpayers dissatisfied with the response to an inquiry Or Service
delivery should escalate their concerns through EIRS official email stated below.

v sowe Thi : i
SLA Reylew. This SLA will be reviewed annually or as regulatory changes
necessitate, to ensure continuous improvement in service delivery.
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B. Contact Information

Fo i " ot
r all services, complaints, and inquiries, taxpayers may contact the EIRS through the

following channels:

v Bhysical Address: (Revenue House, 80, New Lagos Road, New Benin. Benin City,

Edo State.)
v Dedicated Phane Line: (0813 087 O146)
v Email Address: (infoleirs.gov.ng)
v Online Portal: (eirs.gov.ng)

7. Commitment Statement:

The EIRS is committed to fostering & cul
transpargnt, efficient and taxpayer-friendly services as out

ture of voluntary compliance by delivering
lined in this agreement.
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