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S/n
Name of 

complainant
Phone number Email 

Type of 
complaint

Brief description of 
issue

Date of 
complaint

SLA timeline 
for 

resolution 
(Days)

Department 
(MDA) 

working on 
case

Status of incident
Date of 

resolution
Solvency mechanism 

used
Action of 
redress

Within SLA 
Timeline 
(Yes/No)

Remarks

Fatima Ali 8123456789
FatimaAli@yaho

o.com
Illegal 
billing

Overcharging  of 
business permit 

renewal
9-May-2025 30

Commerce 
Dept.

Resolved 22-May-2025
Investigate paymentsand 

refund excess charges

Refund of 
excess 

payments Yes

Delay caused 
inconvenience

Musa Ibrahim 9012349876
MusaTrade@g

mail.com
Harassment

Market officers 
harassed traders over 

stall levies
22-May-2025 30

Commerce 
Dept.

Resolved 28-May-2025
Conduct a thorough 

inquiry into the 
allegations

Desiplinary 
action

Yes

Relieved



Performance tracking

Total number of complaints 2
Resolved within SLA timeline 2
Number outside SLA timeline 0
Percentage of complaints resolved within timeline 100%


