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PART ONE – PREAMBLE 

I. Introduction to the Guide 

The creation of the Office of the Public Independent Conciliator 

on 24 December 2019 and its institutionalisation on 24 

December 2020 gives the attribution of protection and 

promotion of human rights in the relations between citizens and 

regional and local authorities. In carrying out this mission, the 

PIC amicably settles disputes between citizens and regional and 

local authorities. There is the need to bring or to elaborate a 

comprehensive guide that will help complaint treatment officers 

to better comprehend the nature of complaints and to give 

sustainable solutions to the disagreement.  

II. Objectives of the Guide 

i. This guide is to help Complaint Treatment Officers 

process and manage complaints in a consistent and 

uniform manner. 

ii. The guide provides directives as to the conduct of 

Complaint Treatment Officers and the task they are 

expected to perform at each stage of the complaint 

treatment process. 

iii. The guide seeks to guarantee a timely, efficient and 

effective resolution of complaints lodged at the Office 

of the Public Independent Conciliator. 

 

III. Scope of the Guide 
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This guide describes the internal administrative procedures for 

handling the complaints that are lodged with the office of the 

Public Independent Conciliator. The guide lays out the legal 

framework that establishes and regulates the functions and 

powers of the Public Independent Conciliator. Given the range 

and complexities of matters that give rise to a complaint or the 

diversity of sources of information that may come to the notice 

of the Public Independent Conciliator to warrant investigation, 

it is not possible, neither is it desirable, to lay down rigid rules 

to be applied in dealing with matters before the Public 

Independent Conciliator. Therefore, in handling complaints or 

information, complaint treatment officers will have to exercise 

some judgment and discretion throughout the process. 

The guide is not an exhaustive document. It will be updated 

and modified from time to time to correspond with changes in 

the legal framework, experience of the team of the Office of the 

Public Independent Conciliator, as well as developments in 

investigative trends. Nevertheless, a thorough knowledge of the 

content of the guide will enable Complaint Treatment Officers 

of the Office of the Public Independent Conciliator to discharge 

their duties with greater efficiency and uniformity.  

IV. Structure of the Guide 

The guide is structured in three (3) parts as follows: 

PART ONE – PREAMBLE 

I. Introduction to the Guide 

II. Objectives of the Guide 



Page 4 of 50 
 

III. Scope of the Guide 

IV. Structure of the Guide 

V. The Authority of the PIC to hear complaints and settle 

disputes  

VI. Scope of the PIC Complaints Mandate 

The material scope of complaints:  

Who can lodge a complaint? (Complainant): 

Admissibility of Complaints: 

VII. Peculiarities of the PIC Complaints Treatment Mandate 

VIII. Desired Qualities of the Complaint Treatment Officer 

PART TWO - COMPLAINT MANAGEMENT PROCEDURE  

I. Case Management Process: ARTICLE 14 of Decree No. 

2020/773 of 24 December 2020:  

II. Complaint Treatment Process 

 

1. Reception and Registration & Documentation: (Timeline: 

48 hours, maximum) 

2. Preliminary Examination (14 Days maximum) 

3. Complaint Examination Phase (Time frame: 21 days 

maximum) 

i. In-depth Examination of Issues (Desk Review) 

ii. Verification and Confirmation (carryout investigations 

and information gathering to determine the facts of the 

case) 

iii. Drafting of Conclusions 
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4. The Conciliatory Process (Time frame: 7 days maximum) 

i. Preparation:  

ii. Pre-briefing of Parties:  

iii. The Conciliatory Pledge:  

iv. Signing of the Conciliatory Agreement 

v. Addressing unresolved issues 

Monitoring and follow-up 

5. Case closure 

 

PART THREE: ANNEXURES 

i. Feedback Forms 

ii. Complaint Treatment Form 

iii. Complaint Action Form 

iv. Investigation Plan Template 

v. Complaint Treatment Action Plan Template 

 

IX. The Authority of the PIC to hear complaints and 

settle disputes  

Anchored on the principles of alternative dispute resolution, 

the Authority of the PIC to hear complaints and settle 

disputes is derived from: 

1. The 1996 Constitution of Cameroon (Law No. 96/06 of 

18 January 1996 to amend the Constitution of 2 June 

1972, amended and supplemented by Law No. 2008/001 

of 14 April 2008.); particularly Article 62(2); 
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“Without prejudice to the provisions of this Part, 

the law may take into consideration the 

specificities of certain Regions with regard to their 

organisation and functioning.” 

2. Law No 2019/024 of 19 Dec 2019, Creating the Office of 

the Public Independent Conciliator, notably Section 367 

(3) para 1-4 on the Status and Duties of the PIC  

The Public Independent Conciliator in the North-

West and South-West regions shall be responsible 

for: 

- examining and amicably settling disputes 

between users and regional and council 

administrations; 

- defending and protecting rights and freedoms 

with regard to the relationship between citizens 

and the region or the councils thereof; 

- designing and implementing measures to prevent 

and combat direct or indirect discrimination that 

may affect users of regional or council services; 

- ensuring that persons serving in the regional or 

council administration comply with their ethical 

obligations. 

 

Section 327; 

 (1) The North-West and South-West Regions 

shall have a Special Status in accordance with the 

provisions of Article 62 of the Constitution.  

(2) The Special Status referred to in Sub-section 

(1) above shall confer on the North-West and 
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South-West Regions, a specific organizational and 

operational regime, based on the historical, social 

and cultural values of these regions, with due 

respect for the primacy of the State and national 

unity and solidarity. 

3. Decree No. 2020/773 of 24 December 2020 to lay down 

conditions for the discharge of the duties of the Public 

Independent Conciliator; 

ARTICLE 4: (1) The Public Independent 

Conciliator shall, in his Region of competence, be 

responsible for:  

- examining and amicably settling disputes 

between users and regional and council 

administrations; 

- defending and protecting rights and 

freedoms in the relationship between 

citizens and the Region or the councils of 

the Region; 

- designing and implementing measures to 

prevent and combat any direct or indirect 

discrimination against users of regional or 

council services; 

- ensuring that persons serving in the 

regional or council administration fulfil 

their ethical obligations; 

- conducting any investigation on the 

functioning of regional and council services, 
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at the request of 5 (five) parliamentarians 

or 5 (five) regional councillors; 

- preparing an annual report on the state of 

relations between citizens and regional and 

council services.  

(2) He may also propose statutory and regulatory 

amendments to the President of the Republic, 

with a view to improving the quality of regional 

and council services. 

ARTICLE 7: (1) Before assuming office, the Public 

Independent Conciliator shall take the oath before the 

competent Court of Appeal within 30 (thirty) days of his 

appointment.  

(2) The wording of the oath pronounced in English, shall 

be as follows: "I (full name) do solemnly swear that I will 

loyally and faithfully execute with probity, impartiality 

and independence the duties of Public Independent 

Conciliator entrusted to me, that I will uphold 

professional secrecy, and that I will fulfil in everything I 

do the obligations they impose on me". 

ARTICLE 9: (1) The Public Independent Conciliator shall 

be bound by professional secrecy and the obligation of 

confidentiality.  

(3) He shall not receive or seek instructions within the 

limits of his powers 

ARTICLE 14: (1) The Public Independent Conciliator shall 

examine the petition submitted to him within 60 (sixty) 
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days, make recommendations to guarantee respect for 

the rights and freedoms of the injured party and settle 

the dispute brought before him or prevent the 

recurrence thereof.  

(2) The petition may be examined through a review of 

documents. On-site investigations may also be 

conducted during the examination.  

(3) Where the recommendations referred to in 

paragraph (1) above are not implemented, the Public 

Independent Conciliator may order the regional or 

council administration or regional or council public 

institutions or groups of councils at issue, to take the 

necessary measures within a specified period of time. 

(4) In case of failure to comply with his order, the Public 

Independent Conciliator shall draft a special report, 

which shall be communicated to the accused and to the 

representative of the State in the regional or local 

authority concerned. The report and the response of the 

accused may be made public, as appropriate. 

ARTICLE 15: (1) The officials of the accused regional and 

council public administrations and institutions shall make 

available to the Public Independent Conciliator at his 

request, all the information or documents necessary for 

his investigations.  

(2) No piece of information or document requested shall 

be denied the Public Independent Conciliator on account 

of their secrecy or confidentiality, in compliance with the 

laws and regulations in force.  
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(3) All complaints shall be examined in accordance with 

the adversarial principle. 

ARTICLE 28: State services shall collaborate with the 

Public Independent Conciliator in the discharge of the 

duties assigned to him. 

4. International human rights and related instruments 

(mentioned in section 369). 

 

X. Scope of the PIC Complaints Mandate 

The material scope of complaints:  

- Law No. 2019/024, Sect 367;  

- Decree No 2020/773, Article 4 (1); Article 4(2):  

Who can lodge a complaint? (Complainant): 

- Law No. 2019/024, Sect 369 (1,2);  

- Decree No 2020/773, Article 11 (1,2) 

ARTICLE 11: (1) A complaint may be lodged with the 

Public Independent Conciliator by any natural or legal 

person who considers that his rights and freedoms have 

been infringed by the functioning of the regional or 

council administration or regional or council public 

institutions or groups of councils.  

(2) A complaint may also be lodged with the Public 

Independent Conciliator by any person who considers 

himself to be a victim of direct or indirect discrimination 
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prohibited by law or an international commitment to 

which Cameroon is a party.  

  

ARTICLE 12: (1) Referral to the Public Independent 

Conciliator shall be by way of a simple petition.  

(2) The petition referred to in paragraph (1) above shall 

bear the following information:  

- the full name, occupation and domicile of the 

petitioner; 

- the name of the accused administration or 

regional or council public service; 

- the statement of the facts that prompted the 

petition; 

- the arguments put forward; 

- where applicable, a list of exhibits tendered in 

support of the petition.  

ARTICLE 13: (1) Notwithstanding the provisions of 

Article 12 above, the Public Independent Conciliator may 

admit oral complaints directly. 

(2) In case of an oral complaint, the petitioner shall be 

heard with minutes taken down by the office of the 

Public Independent Conciliator.  

(3) In any event, the complaints referred to in 

paragraphs (1) and (2) above shall be recorded and 

transmitted by any means leaving a written trail.  

ARTICLE 14: (1) The Public Independent Conciliator shall 

examine the petition submitted to him within 60 (sixty) 
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days, make recommendations to guarantee respect for 

the rights and freedoms of the injured party and settle 

the dispute brought before him or prevent the 

recurrence thereof.  

(2) The petition may be examined through a review of 

documents. On-site investigations may also be 

conducted during the examination.  

(3) Where the recommendations referred to in 

paragraph (1) above are not implemented, the Public 

Independent Conciliator may order the regional or 

council administration or regional or council public 

institutions or groups of councils at issue, to take the 

necessary measures within a specified period of time.  

(4) In case of failure to comply with his order, the Public 

Independent Conciliator shall draft a special report, 

which shall be communicated to the accused and to the 

representative of the State in the regional or local 

authority concerned. The report and the response of the 

accused may be made public, as appropriate. 

 

Admissibility of Complaints: 

- Law No 2019/024, Section 369 (3);  

The Public Independent Conciliator may intervene 

only where the following conditions are fulfilled: 

- the dispute must be between a natural or legal 

person or a public employee and a regional 

and council public service; 
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- the applicant must have filed a prior appeal 

with the body involved in the dispute; 

- no competent court must have ruled on the 

matter. 

- Decree No 2020/773, Article 11(3); 

(3) The Public Independent Conciliator may intervene 

only where the following conditions are met:  

- the dispute must be between a natural or legal person 

or a public employee and a regional or council service; 

- the petitioner must have filed a prior appeal with the 

body involved in the dispute; 

- no competent court must have ruled on the matter.  

(4) The Public Independent Conciliator may not 

intervene in disputes: 

- between private individuals and public services of 

the State and its branches in the North-West and 

South-West Regions, or between the said services 

and their branches; 

-  between the services of regional or council 

administrations; 

- between local elected officials; 

- between private individuals. 

 

XI. Uniqueness of the PIC Complaints Treatment 

Mandate: 

- Commitment to a win-win solution leaving parties 

satisfied despite the outcomes; 

- Pursuance of peace and promotion of social cohesion; 
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- Commitment to restoration of broken relationships, 

conviviality and enhancing healing; 

- Governance by good faith, objectivity and impartiality as 

contrary to that based on sound or convincing 

arguments; 

- Founded on empathy and understanding of the parties; 

- Driven by the parties rather than the mediator. The 

parties are in control of the process and the outcome and 

the Public Independent Conciliator serves solely as a 

facilitator; 

- Driven by the desire to attain a consensual and 

sustainable solution; 

- Guided by the Do No Harm principle, respect for 

confidentiality and privacy; 

- Last port of call for a solution; 

- The complainant is a desperate person waiting for quick 

attention. 

 

XII. Desired Qualities of the Complaint Treatment 

Officer 

Every complaint treatment officer should demonstrate the 

following desired qualities:  

- Commendable communication skills (speaking, 

writing and listening skills)  

- Understanding and empathetic, 

- Impartiality and objectivity and be committed to 

reach evidence-based conclusions, 

- Confidentiality and respect for privacy,  
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- Time management skills, 

- Good analytical skills, 

- Negotiation and mediation skills, 

- Provision of prompt updates and reports to hierarchy, 

- Level headed and capable of staying calm in unruly 

situations, 

- Be accountable to the parties, 

- Diligence in handling cases. 

 

 

 

 

 

 

 

 

 

 

 

 



Page 16 of 50 
 

 

PART TWO - COMPLAINT MANAGEMENT PROCEDURE 

 

 

 

 

 

 

 

 

 

III. Case Management Process: ARTICLE 14 of Decree 

No. 2020/773 of 24 December 2020:  

(1) The Public Independent Conciliator shall examine the 

petition submitted to him within 60 (sixty) days, make 

recommendations to guarantee respect for the rights and 

freedoms of the injured party and settle the dispute brought 

before him or prevent the recurrence thereof 
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ACTION: Complaint Treatment Officer shall draw an 

Action Plan detailing the Treatment Timeline that shall 

not exceed 60 days from the reception of the complaint 

to its closure. The Action Plan shall also identify the task, 

expected outcome and Key Performance Indicators. 

(2) The petition may be examined through a review of 

documents. On-site investigations may also be conducted 

during the examination. 

Documents Review: the process of systematically 

studying the entirety of the complaint and its 

attachments, making sense of it and shaping an opinion. 

On-Site Investigation: physically visiting a location to 

gather first-hand evidence and insights for analysing and 

addressing a specific issue or complaint.  

(3) issue injunctions or order parties at issue to take necessary 

measures to guarantee rights, settle disputes or prevent the 

recurrence of violations and discriminations within a specific 

time limit; 

(4) In case of non-compliance, a special report shall be drafted 

and communicated to the territorially competent Representative 

of the State and may be published.  

IV. Complaint Treatment Process 

 

6. Reception, Registration and Documentation: 

(Timeline: 48 hours, maximum) 

Reception (Timeline: 24 hours maximum) 
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- Complaints are received by the receptionist (regardless of 

compliance) and forwarded through the Secretary to the 

Public Independent Conciliator who initiates action by 

assigning the treatment to a Complaints Treatment 

Officer. 

 

Action:  

 The receptionist has to verify the completeness of the 

complaint by ascertaining certain pieces of information 

such as complainant’s identity and contact information. 

 If complete,  

- In case of oral complaints (in-person), same are recorded 

and forwarded to the Public Independent Conciliator for 

instructions and commencement of treatment. 

 

Action:  

 The Receptionist directs the Complainant to a Complaint 

Treatment Officer.  

 The Complaint Treatment Officer at hand reduces the 

complaint into written form. 

 The recorded complaint is Read and Approved by the 

complainant (either by signing or thumb-printing). 

 The receptionist affixes the “Received” stamp on the 

complaint so reduced into writing and serves a copy to 

the complainant. 

 The receptionist then transmits the original copy of the 

complaint through the Secretary to the Public 

Independent Conciliator in the form of a 

correspondence. 
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- Regarding complaints lodged by phone calls from 

complainants in remote communities, the following 

obtains: 

 

Action:  

 The staff who receives the phone call reduces the 

complaint into written form. 

 The recorded complaint is Read and Approved by the 

Complainant and the staff signs with the name/initials of 

the complainant. 

 The receptionist affixes the “Received” stamp on the 

complaint so reduced into writing and serves a copy to 

the complainant where possible. 

 The receptionist then transmits the original copy of the 

complaint through the Secretary to the Public 

Independent Conciliator in the form of a 

correspondence. 

 

- Regarding electronic complaints (through these website 

links, WhatsApp, Facebook, Instagram, YouTube, TikTok, 

email…), such are simply printed and submitted to the 

Public Independent Conciliator for instructions and 

commencement of treatment. 

 

Action: 

 The receiver screenshots and/or prints the complaint and 

submits to the receptionist who affixes the received 

stamp and transmits to the Public Independent 

Conciliator through the Secretary. 
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- Regarding denunciations/whistleblower complaints: 

 

Action: 

 They shall be treated as above depending on the form 

or depending on the channel of complaining. 

 

Key considerations:  

 Maintain a welcoming, courteous and non-intimidating 

environment. 

 In a situation where the complainant has an 

impairment/disability, the Complaint Treatment Officer 

shall ensure that the complainant receives appropriate 

assistance to enable them navigate the complaint 

handling/treatment procedure. 

 It should not be assumed that, merely by reason of the 

fact that a person has a disability, he or she is incapable 

of lodging and pursing a complaint. Depending on the 

nature and severity of the disability, assistance in the 

form of a scribe, notetaker, sign language interpreter 

etc may be required. If it is necessary, such assistance 

shall be provided by the Office of the Public 

Independent Conciliator to enable the person to make 

the complaint.  

 

Registration and Documentation: (24 hours maximum) 

Following the quoting of the complaint by the Public 

Independent Conciliator to the Complaint Treatment 

Officer(s), 



Page 21 of 50 
 

Action: 

 The secretary of the Public Independent Conciliator 

takes the complaint to the Registrar of Complaints for 

Registration (The Complaints’ Register is lodged in the 

Protection Unit). 

 After registration, the Registrar of Complaints proceeds 

to establish a folder/file containing the complaint and all 

accompanying documents. 

 The Secretary then receives the file and transmits same 

to the designated Complaints Treatment Officer for 

treatment. 

 The Complaint Treatment Officer proceeds with the 

completion of the Complaint Information Form carrying 

the identity of the parties (complainant /victim and 

perpetrator/council), the title/caption of the complaint 

and the treatment officer. 

 The Complaint Treatment Officer then establishes a 

Complaint Action / Treatment Form to tract the 

treatment. 

Key considerations:  

 Respect the 24-hour deadline for the registration of 

complaints. 

 

7. Preliminary Examination (14 Days maximum) 

Preliminary examination is to determine the eligibility of 

complaints.  

- The designated Complaint Treatment Officer begins 

preliminary examination or analysis of complaint and 
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submits preliminary opinion (including on admissibility) or 

suggestions/recommended action(s) to the Public 

Independent Conciliator in accordance with Article 11 of 

Decree No. 2020/773 of 24 December 2020.  

Action: 

The Complaint Treatment Officer: 

 Examines the particulars of the complaint. 

 Identifies any gaps in the information provided and 

requests additional details from the complainant to 

clarify his/her understanding of the matter. 

 Analyses the particulars of the complaint for the 

purpose of determining the issues. 

  Ascertains the admissibility of the complaint based on 

objective criteria that includes: 

 the dispute must be between a natural or legal 

person or a public employee and a regional or 

council service; 

 the petitioner must have filed a prior appeal with 

the body involved in the dispute; 

 no competent court must have ruled on the matter. 

 The Complaint Treatment Officer shall bear in mind that 

complaints that fall in the categories below shall be 

declared inadmissible: 

 between private individuals and public services of 

the State and its branches in the North-West and 

South-West Regions, or between the said services 

and their branches; 

 between the services of regional or council 

administrations; 
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 between local elected officials; 

 between private individuals. 

- At this phase, the Complaint Treatment Officer may 

request complementary information from or audition the 

complainant to fill the gaps identified in the information 

provided. 

- Satisfied that he/she has sufficient information to determine 

the eligibility and admissibility of the complaint, the 

Complaint Treatment Officer shall prepare the Summary of 

Issues comprising: 

 The Statement of the Issues,  

 Claims of the Complainant (the Relief Sought),  

 Opinion/Analysis of the Complaint Treatment Officer, 

 Proposed Course of Action. 

- The Complaint Treatment Officer shall proceed to brief the 

Public Independent Conciliator, by memo, presenting his 

opinion as to the admissibility or inadmissibility of the 

complaint. 

- Where the complaint does not meet any of the objective 

criteria above, it is declared inadmissible and the memo shall 

request for the closure or referral of the treatment of the 

complaint. 

- The memo shall be accompanied by a draft motivated letter 

of acknowledgment and notification to the complainant of 

the inadmissibility of their complaint. 

- With the accord of the Public Independent Conciliator, the 

complainant is notified of the inadmissibility of their 

complaint and either provided advice, orientation or referral 

to the competent institution as the case might be.  
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- Where the complaint meets the objective criteria for 

admissibility stated above, the Complaint Treatment Officer 

shall in their memo pronounce the admissibility of the 

complaint and recommend the necessary action the Public 

Independent Conciliator should take to address the situation. 

- The memo shall be accompanied by a draft letter of 

notification to the respondent (regional or council authority) 

which shall be requested to provide a response to the 

allegations in accordance with the adversarial principle 

(Article 15(3) Decree No 2020/773).  

- With the accord of the Public Independent Conciliator, the 

Complaint Treatment Officer shall proceed to the 

examination phase of the complaint treatment. 

Key considerations:  

 In the event where written complaints contain vexatious 

statements or vulgar language, the complaint treatment 

officer should invite the complainant to revise the 

complaint into a more acceptable and non-provocative 

language after which the new version of the complaint 

should be attached to the old complaint to maintain the 

same registration number. 

 

8. Complaint Examination Phase (Time frame: 21 days 

maximum) 

This phase consists of the Complaint Treatment Officer carrying 

out an in-depth study of the issues raised in the complaint for 

the purpose of understanding the facts-in-issue. 
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iv. In-depth Examination of Issues (Desk Review) 

The complaint and response of the respondent and all 

justificative documents are given an in-depth study by the 

Complaint Treatment Officer for the purpose of understanding 

the issues.  

Action: 

The Complaint Treatment Officer: 

  Reviews the relevant instrument or text to clarify the legal 

underpinnings. This may require further auditioning of 

parties for the determination of claims. 

 Revisits the issues for the purpose of establishing the 

applicable law. 

 Analyses the legal consequences of the violation 

therefrom.  

Satisfied with his/her understanding of the issues and able to 

ascertain the existence of a violation or/and wrongdoing, the 

Complaint Treatment Officer shall proceed to the drafting of 

conclusions in a motivated memo for the esteemed attention of 

the Public Independent Conciliator. 

 

v. Verification and Confirmation (carryout 

investigations and information gathering to 

determine the facts of the complaint) 

- The issues raised may necessitate further field 

verification or investigations to confirm or dismiss the 

allegations.  

Action: 
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 Develop an investigation plan consisting objectives, 

activities, timelines, resources, and evidence source. 

 Collect the evidence through the following activities on the 

ground: 

 Collect material evidence, records, pictures, audio 

recordings, and correspondences. 

 Conduct interviews with stakeholders: witnesses, council 

authorities and others as shall be so determined. 

 On-site inspection. 

 Analyse the pieces of evidence and findings and prepare an 

investigation report. 

Key considerations: 

- Do no harm in all you do. 

- The Complaint Treatment Officer must consider their safety 

as well as the safety and security of the complainant, 

witnesses and all those providing information. 

- Respect for confidentiality and impartiality (the Complaint 

Treatment Officer must separate themselves from the 

matter). 

- Ensure high professional standards and ethics. 

- Ensure transparency and reasonable access to information 

to all parties. 

- Ask open-ended questions. 

 

 

vi. Drafting of Conclusions 

- Satisfied that he/she has properly examined the issues, the 

Complaint Treatment Officer shall prepare a report bearing 

the conclusion of the issues. 



Page 27 of 50 
 

- The Complaint Treatment Officer shall, by way of memo, 

brief the Public Independent Conciliator on the findings of 

the examination and make recommendations on the 

appropriate course of action to resolve the matter.  

Action: 

 The Complaint Treatment Officer shall draft a report 

concluding the examination of the matter wherein he/she 

shall mention if there are grounds for conciliation or not. 

Where there are grounds for conciliation, the complaint shall 

proceed to the conciliatory stage. Where there are no 

grounds for conciliation, the Complaint Treatment Officer 

shall mention in the report in which he/she shall recommend 

the closure or referral of the matter. 

 The Complaint Treatment Officer shall inform the parties of 

the outcome of the examination by way of a letter and in 

case of conciliation shall invite them to a conciliatory 

session. 

Key consideration: 

- After analysis of the facts of the complaint, the Complaint 

Treatment Officer shall establish whether or not a violation 

or wrongdoing has been done. 

 

9. The Conciliatory Process (Time frame: 7 days maximum) 

Satisfied with its understanding of the problem and the 

expectation of the parties, the Public Independent Conciliator 

continuous with further auditioning in search for point of 

agreement (common grounds) for conciliation. At this point, the 
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role of the Public Independent Conciliator is dominantly 

facilitating, helping the parties to make moves that would 

converge towards an amicable settlement.  

 

 

vi. Preparation:  

Acting at the discretion of the Public Independent Conciliator, 

the Complaint Treatment Officer may continue with further 

auditioning in search for points of agreement (common 

grounds) for conciliation.  

Action: 

 Reviewing the matter, the Complaint Treatment Officer 

shall establish common grounds (point of convergence) 

for conciliation. 

 In case of no clear common grounds, the Complaint 

Treatment Officer shall facilitate joint auditioning with the 

objective of causing parties to make concessions. 

 Where common grounds have been arrived at, the 

conciliation is built on the points of convergence. 

 The Complaint Treatment Officer prepares a draft 

Conciliatory Agreement. 

 

vii. Pre-briefing of Parties:  

The process commences with a reminder of the parties of their 

rights and obligations and the values and code of conduct of 

the PIC with emphasis on the principles of confidentiality, 
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objectivity and impartiality, respect of privacy and do no harm. 

The parties are prepared for an independent and Impartial 

conclusion. 

Action: 

The Complaint Treatment Officer:  

 Reminds the parties of their rights and obligations. 

 Informs parties of the values and code of conduct of the 

Public Independent Conciliator with emphasis on the 

principles of confidentiality, objectivity and impartiality, 

respect of privacy and do no harm. 

 Sets the ground rules to ensure the smooth running of 

the proceedings.  

 Manages the parties’ expectations by a reminder of the 

purpose of amicable settlement of disputes which is a 

win-win process. 

 Draws up the Conciliatory Pledge and prepares parties for 

its signature. 

Key Consideration: 

 The Complaint Treatment Officer shall show good faith 

and be independent and impartial in their conclusions 

grounded on facts and their conscience.  

 

viii. The Conciliatory Pledge:  

The Conciliatory process opens with the signing of a Conciliatory 

Pledge where both parties agree to voluntarily engage in an 

amicable settlement of their dispute under the authority of the 
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Public Independent Conciliator and to willingly abide by the 

outcome of the process. 

Actions: 

 The Complaint Treatment Officer reads the Conciliatory 

Pledge to the parties. 

 The parties are invited to sign the Conciliatory Pledge, 

agreeing to voluntarily engage in an amicable 

settlement of their dispute under the authority of the 

Public Independent Conciliator and to willingly abide by 

the outcome of the process. 

Conciliatory Session: 

The conciliation is built on the points of agreement (common 

grounds).  

Action: 

The Complaint Treatment Officer (facilitator):  

 Reviews the issues with the parties with special attention 

to the points of convergence or partial conciliation.  

 Conducts and guides the conciliation process towards a 

fair and realistic solution. 

 Produces a report of the conciliatory session summarising 

the common grounds of the agreement and the 

unresolved issues, if any, which are reserved for a latter 

discussion. 

 Drafts the Conciliatory Agreement based on the common 

grounds of the conciliation. The Conciliatory Agreement 

shall constitute three main parts namely the introduction 

(parties and summary of issues), the body (resolutions, 
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unresolved issues and implementation plan) and the 

signatures. 

Where part or some of the issues are pending resolution, this 

shall also be mentioned in the Concluding Agreement.  

 

Key considerations: 

- The Complaint Treatment Officer creates a golden bridge to 

allow the respondent come out of the process without 

diluting its authority and maintaining its respect. 

- All resolved matters must end with a Conciliatory Agreement 

and a Closure Report. 

- The role of the Complaint Treatment Officer during the 

Complaint Treatment Process is that of facilitation – helping 

the parties to make moves that would converge towards an 

amicable settlement. 

- The conciliation is built on the points of agreement. The 

issues are reviewed with special attention on the points of 

convergence. The Facilitator conducts and guides the 

conciliation process towards a fair and realistic solution.  

- At the end of the process, the PIC issues a conclusion 

summarising the common grounds of the agreement and 

the unresolved issues if any which are reserved for a later 

discussion. 

 

ix. Signing of the Conciliatory Agreement 

The concluded Conciliatory Agreement is signed in a solemn 

ceremony by the parties under the esteemed supervision of the 

Public Independent Conciliator or anyone sitting in for him/her. 
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Action: 

 In preparation for the signing, the parties are served draft 

copies of the Conciliatory Agreement to read, 

correct/amend and approve the terms. 

 The Public Independent Conciliator makes his keynote 

remarks. 

 The Complaint Treatment Officer reads out the terms of the 

Conciliatory Agreement for the approval of the parties. 

 The parties then commit themselves to the implementation 

of the Conciliatory Agreement by signature before the PIC 

and to act upon to bring an end to the dispute under 

examination.  

 The agreement, signed exclusively at the office of the PIC 

in a solemn occasion, is formally endorsed by the PIC. 

 

Key considerations: 

 The common grounds are contained in a concluding 

agreement referred to as the Conciliatory Agreement, which 

the parties shall accept as fair and realistic.  

 

x. Addressing unresolved issues (if any) 

1. The conciliatory process shall continue with the 

examination of the unresolved matters until those issues 

have been satisfactorily resolved. This may require taking 

actions that include re-evaluation of the dynamics observed 

during the initial process, reasons for the failure to reach 

common grounds on the unresolved issues and further 

information gathering where necessary. 
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10. Monitoring and follow-up 

- The Conciliatory Agreement shall carry a monitoring 

clause which should spell out that the PIC shall monitor 

and ensure implementation of the agreement.  

- A senior staff (Research Officer) shall be designated to 

monitor the implementation of the Conciliatory 

Agreement. 

The monitoring and evaluation of the implementation of 

remedial actions begins with the signing of the 

Conciliatory Agreement, or the issuing of 

recommendations, orders or injunctions by the PIC. The 

Complaints Treatment Officer or anyone so designated 

is charged with the monitoring of the execution of the 

agreement. Guided by a Monitoring and Evaluation Plan,  

They shall:  

 Regularly collect information on status of 

execution and respect of deadlines, 

 Analyse information, 

 Periodically review status of execution, 

 Follow up execution and remind-parties of their 

commitments wherever deadlines are not 

respected, 

 Report on the execution and propose new actions 

were understandably, the prescribed actions could 

not be executed. 

 Report to the Public Independent Conciliator on all 

issues relating to the implementation.  

 

11. Case closure 
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- Where conciliatory efforts have gone beyond the 

mandatory timeframe and the results are unfruitful due 

to established bad faith or lack of sincere collaboration 

on the part of any party, the Public Independent 

Conciliator shall, based on an objective assessment, 

either conclude on non-conciliation and draw-up a report 

to that effect, or invoke and act upon the provisions of 

Article 14 of Decree No. 2020/773 of 24 December 2020.  

- The case is closed where all the issues have been 

satisfactorily and conclusively resolved as mentioned 

thereof in the Conciliatory Agreement. 
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PART THREE: ANNEXURES 
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I. Complaints Information Form 
File No: 

 

Received 

Date:  

The following may be declared 

inadmissible by the PIC:  

 Complaints between private individuals 

and public services of the State and its 

branches in the North-West, or between 

the said services and their branches; 

 Complaints between the services of 

regional or council administrations; 

 Complaints between local elected 

officials;  

 Complaints between private individuals. 

The following may be declared 

admissible by the PIC:  

 the dispute must be between a 

natural or legal person or a public 

employee and a regional and 

council public service; 

 the applicant must have filed a 

prior appeal with the body involved 

in the dispute; 

 no competent court must have ruled 

on the matter. 

 

COMPLAINANTS PERSONAL INFORMATION 

Names  

Sex   Age:  

Phone  Email:  

Profession  

Address  

Locality/ 

Division  
 

VICTIM’S PERSONAL INFORMATION 

Names  

Sex   Age:  

Phone  Email:  

Profession  

Address  

Locality/ 

Division  
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ACCUSED‘S PARTY INFORMATION (REGIONAL / LOCAL COUNCIL 

AUTHORITY) 

Identity   

Address  

Phone  Email  

Locality / 

Division  
 

SUMMARY OF ISSUES 
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Treated by:  Code:  
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Summary of 

Complaint: 
___________________________________________________________________________ 
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Status of 

admissibility: 

 
Reviewed 

by:  
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Date:  Signature:  

LIST ATTACHMENTS / ANNEXES:   

1…………………………………………………………………………………………………………………………………

………………………………………………… 

2…………………………………………………………………………………………………………………………………

…………………………………………......... 

(Use the back of the page to list additional documents) 

II. Complaints Action and Follow-up Form 

Date  Action  Competent 

Authority 

Person 

Responsible  
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III. Complaints Investigation Plan (Template) 

1. . Establish Objectives 

- Define the purpose of the investigation: 

- Identify the root cause of the complaint. 

- Resolve the issue to the complainant’s satisfaction. 

- Prevent recurrence of similar complaints in the future. 

 

2. Develop a Clear Investigation Process 

 

a. Assign Responsibility: 

- Designate a complaints investigator or a team. 

- Ensure they have the necessary skills (e.g., objectivity, 

analytical thinking, and communication). 

 

b. Acknowledge the Complaint: 

- Confirm receipt of the complaint with the complainant. 

- Provide a timeline for the investigation process. 

 

c. Document the Complaint: 

-  Record all relevant details, such as: 

-  Date and time of the complaint. 

-  Complainant's information. 

-  Specific details about the issue raised. 

 

d. Collect Evidence: 

- Gather all necessary information, such as: 
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- Material and human evidence, 

- Oral, written, photo and video evidence 

- Related policies, processes, or legal frameworks, 

- Conduct interviews and group discussions, 

- Statements from involved parties. 

 

3. Evaluate and Analyze Evidence 

- Outline and examine the facts and identify the root cause: 

- Was there a process failure, human error, or external factor? 

- Does the complaint highlight a broader issue? 

 

4. Determine Corrective Actions 

- Develop a resolution strategy based on the findings: 

- Address the complainant's specific issue. 

- Implement changes to prevent future occurrences (e.g., 

revised policies, improved training, or enhanced processes). 

 

5. Communicate Findings and Resolution 

- Share investigation results with the complainant: 

- Explain the findings in a clear and empathetic manner. 

- Detail the corrective actions taken or planned. 

- Provide an opportunity for the complainant to ask follow-up 

questions. 

 

6. Follow Up 

- Check back with the complainant to confirm satisfaction with 

the resolution. 

- Document their feedback and identify areas for improvement 

in the complaints-handling process. 
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7. Monitor and Report 

- Track trends in complaints and investigations over time: 

- Are there recurring issues that require systemic changes? 

- Generate reports for management to inform decision-making. 

 

Key Considerations for Successful Complaint Investigations 

- Plan in advance what you want to do. What do you want to 

do (verify, confirm allegations, etc.), what type of information 

do want and what sources do you want to consult etc. 

- Carry along all forms of gadget for information gathering 

(pen, paper, recorders, cameras etc.) 

- Maintain impartiality and confidentiality throughout the 

process. Exercise the highest level of discretion. 

- Balance your information by diversifying your sources, 

- Consider the security and safety of your informants, victims, 

witnesses, others, 

- Ensure timelines are adhered to and keep the complainant 

informed. 

- Do not analyze evidence collected on the field, 

- Do not reject any evidence without proper analysis. 

- Keep your evidence after your investigations until you are 

certain you may not need them again. 
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IV.Complaints Treatment Action Plan for 

Complaints Treatment officers 

 

Objective 

To ensure the effective and transparent resolution of complaints 

between regional and council authorities and users or beneficiary 

population to promote accountability, fairness, and trust among 

stakeholders. 

 

Steps in Detail: 

S/N Steps Tasks Expected outcome KPIs Means of 

Verification 

1. Complaint 

Reception and 

Registration 

Accept complaints 

through multiple 

channels (e.g., 

online portal, 

email, walk-in 

services).   

- Verify the 

completeness and 

eligibility of the 

complaint.   

- Record 

complaint details 

in a tracking 

system and assign 

a unique case 

number.   

- All complaints are 

formally 

acknowledged and 

tracked. 

- Complainants 

receive 

confirmation of 

receipt and a 

timeline for next 

steps. 

 

- Average time 

taken to 

acknowledge a 

complaint. 

- Percentage of 

complaints 

accurately 

registered in the 

system.   

 

- Receipt 

acknowledgments 

issued to 

complainants.   

- Case logs and 

tracking reports. 
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2. Initial 

Assessment and 

Categorization 

- Conduct 

preliminary 

evaluation to 

determine the 

nature and 

severity of the 

complaint. 

- Categorize 

complaints (e.g., 

procedural errors, 

delays, rights 

violations). 

- Identify 

jurisdiction and 

ensure eligibility.   

 

- Complaints are 

correctly 

categorized for 

tailored 

treatment.   

- Ineligible 

complaints are 

redirected 

appropriately.   

 

- Percentage of 

complaints 

categorized within 

a specified 

timeframe.   

- Rate of cases 

falling outside the 

jurisdiction 

redirected 

effectively.   

 

- Categorization 

logs and 

assessment 

records.   

- Jurisdiction 

determination 

reports. 

 

3.  Investigation 

Planning 

- Define the scope 

and objectives of 

the investigation 

based on the 

complaint 

specifics.   

- Identify sources 

of evidence, 

including 

documents, 

statements, and 

official records.   

- Assign roles and 

responsibilities to 

- Investigation plan 

is well-structured 

and evidence-

focused.   

- Staff resources 

are appropriately 

allocated.   

 

- Percentage of 

investigation plans 

completed within 

initial timeline.   

- Accuracy and 

comprehensiveness 

of investigation 

planning.   

 

- Approved 

investigation 

plans.   

- Team member 

assignments and 

task lists. 
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the investigation 

team.   

 

4. Conducting 

Investigation 

- Collect and 

analyse evidence 

from all relevant 

sources (e.g., 

interviews, official 

records, 

whistleblowers).   

- Request 

clarifications or 

responses from 

the accused party.   

- Document 

findings and 

prepare an 

interim report.   

 

- Comprehensive 

investigation with 

accurate, unbiased 

findings.   

- Increased 

transparency in 

evidence 

collection.   

 

- Percentage of 

investigations 

completed within 

predefined 

deadlines.   

- Number of 

verified pieces of 

evidence collected 

per case.   

 

- Investigation 

reports and 

evidence log.   

- Records of 

communications 

with involved 

parties. 

- include field 

notes. 

 

 

5. Mediation and 

Resolution 

Facilitation 

- Arrange a 

mediation session 

between the 

complainant and 

the respondent 

party.   

- Facilitate 

constructive 

dialogue to 

identify agreeable 

solutions.   

- Formalize 

resolution agreed 

- Disputes are 

resolved amicably 

and fairly.   

- Complainants 

and respondents 

have mutual 

understanding and 

agreement.   

 

- Percentage of 

cases resolved 

through mediation.   

- Rate of 

complainants 

satisfied with 

resolution 

agreements.   

 

- Signed 

conciliatory 

agreement.   

- Mediation 

session reports. 
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in the conciliatory 

agreement (e.g., 

compensation, 

reparation).   

 

6. Implementation 

Monitoring 

- Ensure agreed 

actions are 

implemented by 

the respondent 

party (e.g., 

payment of 

compensation).   

- Keep 

complainants 

informed about 

progress.   

- Address any 

implementation 

delays or disputes 

promptly.   

 

- Actions specified 

in conciliatory 

agreements are 

fully implemented.   

- Complainants 

feel supported 

throughout the 

implementation 

phase.   

 

- Percentage of 

resolutions fully 

implemented 

within agreed 

timelines.   

- Frequency of 

follow-up 

communication 

with complainants.   

 

- Completion 

reports and 

receipts from the 

respondent.   

- Regular updates 

to complainants. 

 

7. Feedback and 

Evaluation 

- Request 

feedback from the 

complainant 

about their 

experience with 

the process.   

- Evaluate 

satisfaction levels 

and identify areas 

for improvement.   

- Enhanced trust 

and confidence in 

PIC services.   

- Insights for 

continuous 

improvement in 

complaint 

management.   

 

- Percentage of 

complainants 

providing feedback.   

- Rate of positive 

feedback received 

on satisfaction 

surveys.   

 

- Completed 

feedback forms 

and surveys.   

- Post-resolution 

evaluation 

reports. 
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- Use feedback to 

refine complaint 

handling 

procedures.   

 

8. Documentation 

and Reporting 

- Compile detailed 

records of the 

complaint, 

investigation, and 

resolution process.   

- Analyse trends and 

recurring issues 

from complaint 

data.   

- Prepare internal 

reports to inform 

systemic 

improvements and 

preventive 

measures. 

 

- Comprehensive 

records to support 

accountability and 

learning.   

- Trend analysis 

informs 

recommendations 

for policy 

adjustments.   

 

- Percentage of 

complaint cases 

with complete 

documentation.   

- Number of 

systemic 

improvements 

implemented 

based on trend 

analysis.   

 

 

 

 

 

 

 

- Case files and 

trend reports.   

- Policy or process 

change 

documentation. 

 

 


