COMPLAINANT’s GUIDE
I. INTRODUCTION

The Office of the Public Independent Conciliator was
created by Law No0.2019/024 of 24 December 2019 on
the General Code of Regional and Local Authorities.
Decree No0.2020/773 of 24 December 2020 laid down
the conditions for the discharge of the duties of Public
Independent Conciliator (PIC) in the North-West and
South-West regions. The PIC is mandated, among
other things, to amicably settle disputes or issues
arising from the relationship between regional and
council services (service providers) and citizens
(service users). To facilitate this role and enhance
accessibility and transparency, the PIC of the North
West Region has developed this Complainant’s Guide.
This Guide is intended to help service users (citizens)
better understand the PIC's conflict resolution role and
to guide complainants on what type of complaints to
submit to the PIC, how to file a complaint, and what

to expect after submitting a complaint.



II. OBJECTIVES OF THE GUIDE
This Guide is aimed at:

A. enabling citizens (complainants) to understand the
nature of complaints that can be brought to the
Office of the Public Independent Conciliator.

B. Providing clarification on who can complain to the
Office of the Public Independent Conciliator.

C. providing a clear understanding of how a complaint
is submitted to the PIC and what happens
thereafter to resolve the issue or to provide an
effective, peaceful and amicable solution to the
matter.

III. SCOPE OF THE GUIDE

This Guide is designed to enhance the understanding
of the population of the North-West Region (citizens)
on the complaint management procedure of the Office
of the Public Independent Conciliator. The Guide
elaborates on the legal framework that establishes the
missions, particularly that of settling disputes
amicably, admissibility, and inadmissibility of
complaints lodged at the Office of the Public

Independent Conciliator.



Given the increasing number of complaints arising
from the relations between regional and local councils
(duty bearers), this Guide seeks to explain how citizens
can identify violations of their rights by councils, how
to report these violations to the PIC, and the process
of restitution of these rights by the PIC. It further lays
down the rights and obligations of parties in a dispute
brought before the PIC and the obligations of the PIC
in carrying out its role as a pacificator (peace maker)

between citizens and the regional and council services.

It is worth noting that this Guide will be updated and
modified to correspond to any changes in the legal
framework with regards to the missions and mandate
of the PIC and the complaint management procedure
at the Office of the PIC. A proper understanding of this
Guide by citizens of the North-West Region will avoid
or reduce the submission of frivolous disputes,
facilitate the resolution of issues, foster peace and
conviviality in the relationship between the population

and the regional and local councils.



PART ONE

I. THE MISSIONS OF THE PUBLIC
INDEPENDENT CONCILIATOR.

Following Section 367 of Law No0.2019/024 of 19
December 2019 on the General Code for Regional and
Local Authorities and Article 4(1 and 2) of Decree
No.2020/773 of 24 December 2020 to lay down
conditions for the discharge of the duties of Public
Independent Conciliator in the North-West and South-
West Regions, the Public Independent Conciliator
shall, in their Regions 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, at the request
of 5 (five) parliamentarians or 5 (five) regional
councilors;

- Preparing an annual report on the state of
relations between citizens and regional and
council services.

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.

II. WHO CAN LODGE/SUBMIT A
COMPLAINT TO THE PUBLIC
INDEPENDENT CONCILIATOR?

A complaint may be lodged with the Public
Independent Conciliator by:

e Any natural person (an individual who possesses
inherent legal rights) or,

e Legal person (entities created by law like
enterprises, corporations, partnerships that are
granted legal rights and responsibilities) who
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consider or think that their rights and freedoms
have been violated or infringed by the
functioning of the regional or council
administration, or regional or council public
institutions, or groups of councils.

Any person who considers himself/herself to be a
victim (someone who has been hurt or has suffered)
of direct or indirect discrimination by regional and local
authorities.

e Direct discrimination means treating someone
less favorably because of a protected
characteristic like age, disability, race, religion
and sex; and

e Indirect discrimination means setting policies,
rules, or procedures that apply to everyone but,
in their application disfavors categories of
persons protected by law or an international
commitment to which Cameroon is a party.

III. WHAT ARE THE CONDITIONS TO BE
FULFILLED WHEN SUBMITTING A
COMPLAINT TO THE PUBLIC
INDEPENDENT CONCILIATOR?

The Public Independent Conciliator may intervene
only where the following conditions are met:



- The dispute must be between an individual
(natural person) or an organization (legal
person) or a public employee and a regional
or council service;

- The complainant (petitioner) must have filed
a prior appeal with the body (regional or local
council) involved in the dispute before taking
it to the Public Independent Conciliator. That
is to say, the complainant must have already
complained to the relevant authority and they
have failed to reach a satisfactory settlement
with the accused party, which shall be
demonstrated by the accused party's
unwillingness to afford further remedy in the
matter.

- No competent court must have decided on
the matter.

IV. WHAT TYPES OF COMPLAINTS MAY THE
PUBLIC INDEPENDENT CONCILIATOR
NOT HANDLE?

According to article 11(4) of Decree No. 2020/773 of
24% December 2020 to lay down the conditions for the
discharge of the duties of Public Independent



Conciliator, 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.

Interpreting the decree stated hereinabove, it can be
reasoned that the Public Independent Conciliator may
not intervene in:

Matters not related to the functioning of regional
or council authorities or their relationship with
citizens, for example, marital issues

Issues about rights, freedoms, and
discrimination not related to regional or local
council functioning

Matters receiving the attention of another
institution, matters following a court process, or
those that have already been settled by a court
judgment.

Matters between the administrative services or
state public services, particularly:
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deconcentrated services (Governor's Office,
Senior Divisional Offices, or Divisional Offices,
Regional, Divisional Delegations or Sub-
divisional inspectorates), etc.

e Public establishments and enterprises created or
managed directly by the State.

e Family/matrimonial matters,

e Chieftaincy matters,

e Issues of administrative (in)justice in general,

e Interpersonal issues,

e Issues of witchcraft,

e Issues between local elected officials (e.g.,
between mayors).

Looking at the description of the nature of complaints
filed at the Office of the Public Independent
Conciliator, it can be further explained that the Public
Independent Conciliator may not entertain:

» Complaints that are frivolous, vexatious, and or
without merit. Complaints filed before the Public
Independent Conciliator should be about acts
and omissions of regional and local authorities
that result in violations, abuses of rights and
freedoms of citizens by regional and council
services.



» Complaints involving matters beyond the

V.

jurisdiction of the Public Independent
Conciliator. The jurisdiction of the Public
Independent Conciliator of the North West
Region is limited to the North West Region.
Therefore, complaints filed before the Public
Independent Conciliator of the North West
Region should and must concern regional or
council services of the North West Region.
Complaints that lack sufficient evidence or
documentation. As in any other case filed before
the court and tribunals, he who alleges must
prove. This simply means the burden of proof in
complaints filed before the Public Independent
Conciliator lies with the complainant. Therefore,
the complainant is required to provide clear facts
and sufficient evidence to support his claims.

HOW CAN A COMPLAINT BE SUBMITTED
TO THE OFFICE OF THE PUBLIC
INDEPENDENT CONCILIATOR?

According to article 12 (1) of Decree No 2020/773,
complaints referred to the Office of the Public
Independent Conciliator shall take the following
format:
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A simple petition (no fiscal or communal
stamp required);

The language of the complaint is not abusive;
The petitioner shall not be anonymous (without
any name acknowledged) and must sign. That
is, the complainant should be identified with a
copy of their identification document (National
Identity Card, International passport, etc.)

The petition shall bear the following information:

the full name, occupation, and domicile (place of
residence) of the petitioner;

the name of the accused administration or
regional, or council public service;

the statement of the facts that prompted the
petition (what is the problem or issue);

The arguments put forward (explanation of the
issues raised);

Where applicable, a list of exhibits (documents,
pictures, videos, etc.) is attached in support of
the petition and the expected remedies;

The complaint should be addressed to the PIC;
The complaint file should be submitted in two
copies (an original and a photocopy)

The complaint should be concise and clearly
state the accusations and the remedy sought by
the complainant.
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Notwithstanding, Article 13(1) holds that the Public
Independent Conciliator may admit oral and/or
electronic complaints. In case of an oral complaint, the
petitioner shall be heard with minutes taken down by
a Complaint Treatment Officer of the Office of the
Public Independent Conciliator. In any event, the
complaints referred to above shall be recorded and
transmitted by any means, leaving a written trail. That
is, the written complaint must be signed or thumb-
printed by the complainant.

To submit a complaint to the Office of the Public
Independent Conciliator, the following steps should be
followed:

e Check Eligibility: Ensure the complaint falls
within the mandate of the Public Independent
Conciliator, and this includes issues related to
regional and council administration in the North-
West Region of Cameroon.

e Gather Evidence/Documents: Collect
relevant documents and evidence to support
your complaint. These documents and evidence
includes and are not limited to receipts, letters,
and/or records.

e Write a Clear Complaint: The complainant
should state the facts of the issue clearly and
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concisely, including all dates, events, and
relevant details.

Submit Your Complaint: Anyone can either
submit their complaint in person at the reception
of the office of the Public Independent
Conciliator, or the office's address: P.O Box 4203
Bamenda, Up-Station, or via phone call through
the office telephone numbers: (+237) 243 295
642 and (+237) 620 318 882, or through email:
info@opic-cam.org or via website www.opic-

cam.orqg.
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PART TWO

COMPLAINT TREATMENT PROCESS

I. WHAT HAPPENS WHEN A COMPLAINT
IS RECEIVED AT THE OFFICE OF THE
PIC?

When a complaint is filed in the Office of the Public
Independent Conciliator, the institution shall examine
the petition within sixty (60) days, make
recommendations to guarantee respect for the rights
and freedoms of the injured party, and settle the
disputes brought before it or prevent the recurrence
of the dispute. The procedure for treatment typically
involves the following:

A. Reception, Registration, and
Documentation: (Timeline: 48 hours,
maximum)

I Reception (Timeline: 24 hours

maximum)

1.Complaints are received by the receptionist
(regardless of whether it is within the mandate of
the PIC or not) and forwarded through the
secretary to the PIC, who initiates action by
assigning the complaint for treatment to any
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Complaint Treatment Officer of the Office of the
Public Independent Conciliator.

2.In case of oral complaints (in-person), they are
recorded and forwarded to the PIC for instructions
and commencement of treatment.

3.Regarding complaints lodged by phone calls, the
following obtains:

e The staff who receives the phone call
reduces the complaint to writing.

e The recorded complaint is read and
approved by the complainant. The
complainant is entitled to a copy of the
said complaint reduced to writing.

e The receptionist affixes the “Received”
stamp on the complaint and transmits
the original copy of the complaint to the
PIC in the form of a correspondence.

4.Regarding electronic complaints (through PIC
Website links, WhatsApp, Facebook, Instagram,
YouTube, X (Twitter), Email address, etc.), such
complaints are simply printed and submitted to
the PIC for instructions and commencement of
treatment.
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5. Denunciations/whistle-blower complaints shall be
treated as above, depending on the form or
channel via which they have been filed.

Registration and Documentation: (24
hours maximum)

When the complaint has been quoted to a Complaint
Treatment Officer(s) by the Public Independent
Conciliator,

The PIC's secretary takes the complaint to the
Registrar of Complaints for Registration.

The registrar establishes a folder/file
containing the complaint and all accompanying
documents and sends it to the designated
Complaint Treatment Officer for treatment.

. Preliminary Examination (14 Days

maximum)

Preliminary examination simply refers to
determining the eligibility of the complaint.
The designated Complaint Treatment Officer
begins preliminary examination or analysis of
the complaint.

submits a preliminary opinion (including
admissibility) or suggestions/ recommended
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action(s) to the PIC following Article 11 of the
2020 Decree.

e 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 their understanding of the matter.

e He analyses the particulars of the complaint to
determine the issues and ascertains the
admissibility of the complaint (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).  Complaints  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 shall be
declared inadmissible.

e The Complaint Treatment Officer may request
complementary information from or interview
the complainant to fill the gaps identified in the
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information provided. Satisfied that he/she has
sufficient information to determine the eligibility
of the complaint, the Complaint Treatment
Officer shall prepare the Summary of Issues and
present it to the Public Independent Conciliator.
The Summary of issues contains the Statement
of the Issues, claims of the Complainant (the
expected remedy), opinion/analysis of the
Complaint Treatment Officer, and proposed
course of action.

The Complaint Treatment Officer shall proceed
to brief the PIC, by memo (explanatory note),
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 (explanatory note)
shall request the closure of the treatment of the
complaint.

The memo (explanatory note) shall be
accompanied by a draft letter of
acknowledgment and notification to the
complainant of the inadmissibility of their
complaint.

With the agreement of the PIC, the complainant
is notified of the inadmissibility of their complaint
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and is either provided advice, orientation, or
referral to the competent institution, as the case
might be.

Where the complaint meets the objective criteria
for admissibility stated above, the Complaint
Treatment Officer shall, in their memo
(explanatory note), pronounce the admissibility
of the complaint and recommend the necessary
action the PIC should take to address the
situation.

The memo (explanatory note) shall be
accompanied by a draft letter of notification to
the respondent (regional or council authority),
which shall be requested to respond to the
allegations following the adversarial principle as
stated in Article 15(3) Decree No 2020/773 of 24
Dec 2020.

With the agreement of the PIC, the Complaint
Treatment Officer shall proceed to the
examination phase of the complaint treatment.
It should be noted that in the event where
written complaints  contain vexatious
statements or vulgar language, the complaint
treatment officer shall invite the complainant
to revise the complaint into a more acceptable
and non-abusive language, after which the
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new version of the complaint should be
attached to the old complaint to maintain the
same registration number.
. 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
better understanding. The complaint and
response of the respondent and all documents
attached are given an in-depth study by the
Complaint Treatment Officer.

If the issues raised require further field
verification or investigations to confirm or
dismiss the allegations, the Complaint Treatment
Officer develops an investigation plan consisting
of objectives, activities, timelines, resources,
and evidence sources. He collects material
evidence, records, pictures, audio recordings,
and correspondences, conducts interviews with
stakeholders: witnesses, council authorities, and
others as shall be determined, and on-site
inspection.

The Complaint Treatment Officer then analyses
the pieces of evidence and findings and prepares

an investigation report.
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e Satisfied that he/she has properly examined the
issues, the Complaint Treatment Officer shall
prepare a report bearing the conclusion of the
issues.

e The Complaint Treatment Officer shall brief the
PIC on the findings of the examination and make
recommendations on the appropriate course of
action to resolve the matter.

II. RIGHTS AND OBLIGATIONS OF THE
PARTIES

The conciliation process at the Office of the Public
Independent Conciliator relies on the active
participation and good faith of both the complainant
and respondent (regional and local council
authorities). Each party is entitled (privileged) to
specific rights and bound by corresponding obligations
to ensure a fair, impartial, and effective conciliation
process. The following outlines these rights and duties,
which must be respected throughout all stages of the
procedure.
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A. Rights of the Complainant

When complaining to the Office of the Public
Independent Conciliator, a complainant has the
following privileges, notably the right to:

submit a complaint free, void of any stamp
duties or payment of fees;

lodge a complaint with the PIC for acts or
omissions constituting a deprivation of rights
and freedoms, unethical conduct,
maladministration, and acts of discrimination by
a decentralized authority;

receive acknowledgment of receipt of their
complaint;

be heard and to examine the opposing party;
procedural fairness and timely evaluation of the
complaint;

confidentiality and respect for privacy
(protection of personal information);
voluntarily participate in the conciliation
process, as well as the right to withdraw or
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discontinue participation at any time during the
said conciliation;

consent in the disclosure or publication of
personal information, documents, or evidence
related to the dispute;

Immunity from legal pursuits for information
provided to facilitate the resolution of a dispute.
be informed of the progress and outcome of the
complaint;

Refuse a proposed settlement or agreement.
Obligations of the Complainant

In the same light, when complaining to the Office of
the Public Independent Conciliator, a complainant is
expected to:

submit accurate and truthful information;

make available all necessary documents to prove
claims;

make a prior appeal (must have tried to resolve
the issue and failed to reach a satisfactory
settlement) to the respondent before
complaining to the Office;

ensure that the complaint is not before any law
court or has no court ruling on the matter;
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C.

cooperate fully during the complaint treatment
process, respect the opposing party, and abide
by the rules regulating the conciliatory process;
abide by the conciliatory pledge and fully comply
with the mutually agreed terms of the
conciliation in all good faith to the conclusion of
the conciliatory agreement.

engage respectfully and constructively with the
process;

notify the PIC in writing of the decision to
withdraw and the reason thereof;

attend scheduled meetings or conciliatory
sessions when invited.

Rights of the Respondent

When a complaint is lodged at the Office of the Public
Independent Conciliator against a respondent, the
respondent can expect to:

be informed of complaints lodged against
them;

be provided with all documents attached to the
complaint;

present their side of the issue;

participate in the conciliation process;

be treated fairly under the process.
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D. Obligations of the Respondent

In line with resolving a dispute lodged against a
respondent at the Office of the Public Independent
Conciliator, the respondent is expected to:

cooperate with the PIC's investigations and
conciliation process;

make available all documents and information
requested by the Compliant Treatment Officer;
and no piece of information shall be denied the
PIC on account of their confidentiality, in
compliance with the laws and regulations in
force;

respond in a timely and transparent manner;
agree to an independent and impartial decision
of the PIC;

comply and exhaustively implement conciliatory
agreements.

The concluding agreement and the PIC’s
decisions taken within its powers shall not be
subject to an appeal before any instance.
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E. Obligation of the Office of The PIC

The PIC reserves the right to terminate the conciliatory
process at any time if the efforts to reach an amicable
settlement are not successful or are being obstructed.
However, the PIC has the obligation to:

e impartiality, confidentiality, respect for privacy,
and to adopt the “do no harm” principle,

e respect the rights of the parties in the dispute,

e employ the adversarial principle,

e not receive or seek instructions within the limits
of his power.

III. WHAT IS A CONCILIATORY PROCESS?

The conciliatory process is a voluntary and confidential
method used by the Office of the Public Independent
Conciliator to resolve disputes amicably between a
complainant and a local or regional authority (the
respondent). It involves open dialogue, mutual
understanding, and the desire to attain a mutually
acceptable solution, all facilitated by a Complaint
Treatment Officer at the Office of the Public
Independent Conciliator. The conciliatory process has
as its aim to:
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allow both parties to discuss the issue at hand
calmly and respectfully;
explore common grounds and mutually
acceptable solutions without resorting to legal
proceedings or court action.
A. WHAT HAPPENS DURING THE
PROCESS?

Parties are invited to present their concerns and
expectations.

Parties are reminded of their rights and
obligations, values, and code of conduct of the
PIC with emphasis on the principles of
confidentiality, objectivity, impartiality, and do
no harm.

Parties sign a conciliatory pledge where both
agree to voluntarily engage in an amicable
settlement of their dispute under the authority
of the Public Independent Conciliator and to
abide by the outcome of the process willingly.
The Complaint Treatment Officer may ask
questions, clarify issues, facilitate negotiations,
and suggest ways to resolve the dispute.

Where parties arrive at a mutually acceptable
solution for part or the entire matter, they shall
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sign a conciliatory agreement which shall carry
the terms agreed on.

« All communication within the process are
confidential, unless both parties agree
otherwise.

B. HOW IS A CONCILIATORY
AGREEMENT IMPLEMENTED AND
SUPERVISED?

When parties arrive at a mutually acceptable
solution, it is documented in writing in a conciliatory
agreement, which constitutes three main parts: the
introduction (parties and summary of issues), the
body (resolutions, unresolved issues, and
implementation plan), and space for the signatures
of the parties and the Public Independent
Conciliator. Parties shall each receive an original
copy of the conciliatory agreement. The parties, by
signing, commit themselves in good faith to the
implementation of the conciliatory agreement.
Implementation can be done monthly, quarterly, bi-
annually, or whatever preferred method by the
parties.

The Office of the Public Independent Conciliator
shall ensure the implementation of the conciliatory
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agreement. A senior staff (Research Officer) or a
Complaint Treatment Officer at the Office shall be
designated to supervise the implementation of the
conciliatory agreement.

They shall:

Regularly collect information and periodically
review the status of execution of the conciliatory
agreement;

Follow up execution and remind parties of their
commitments wherever deadlines are not
respected;

Report on the execution of the conciliatory
agreement and propose new actions to the
parties were understandably, as the prescribed
actions could not be executed.

The entire treatment procedure can be summarized

thus:

Registration: The complaint is registered and
acknowledged.

Review: The Office reviews the complaint to
determine if it falls within its mandate.
Investigation: If accepted, an investigation
may be conducted to gather more information.
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Vi.

Mediation: The Office facilitates a dialogue
between the complainant and the relevant
authority to reach a mutually acceptable
solution.

Resolution: The Office may provide a
resolution, recommendation, or guidance on
next steps.

Follow-up: The Office shall follow up to ensure
that the solution agreed upon is implemented.

IV. WHAT ARE THE CONSEQUENCES OF

NON-COMPLIANCE?

In case of non-compliance with the complaint
treatment process, either through the non-response to
invitations, refusal to sign the conciliatory pledge, or
conciliatory agreement without valid justification, and
non-implementation of the conciliatory agreement, the
PIC shall proceed to:

A.

For the Complainant:

Close the complaint file and inform the
complainant of such closure.

. For the Authority (Regional and Local

Councils)

The PIC shall ensure persistent engagement by
serving a reminder invitation emphasizing legal
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obligations (serve them through bailiffs with
proof of service), including through a phone call
or direct visits.

Issue a letter of observation to the recalcitrant
mayor underlining the implications.

Document instances of refusal and share
findings with the supervisory authority, notifying
the latter about non-compliance.

Publish a non-compliance report naming,
blaming, and shaming the regional or council
authority concerned.

Share cases with the media (without
compromising privacy) to highlight systematic
issues.

If refusal breaches regulations, the complainant
will be encouraged to consider court action.
Escalate the matter by seizing the assistance of
other competent state agencies/authorities,
including the Minister of Decentralization and
Local Development (MINDDEVEL), to enforce
compliance.

Name non-compliant councils /Mayors in the PIC
Annual Report.
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