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[bookmark: _Toc213069638]LIST OF ACRONYMS  

CBOs			:		Community Based Organizations 
CSA			:		Civil Society Agency 
CSOs			:		Civil Society Organizations 
FBOs			:		Faith Based Organizations 
LIPA			:		Liberia Institute of Public Administration 
GC			:		Governance Commission 
NGOs			:		Non-Governmental Organizations 
MACs			:		Ministries, Agencies & Commissions 
SDC			:		Service Delivery Charter 
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[bookmark: _Toc213069639]FOREWARD
Dear Customers,
We are pleased to present to you the Service Delivery Charter (SDC) of the Governance Commission (GC) which serves as a guide to the public on the quantity, quality, and conditions of services that we provide. The Charter also provides information about your rights and the channels for which you can report and get redress when your rights are violated.   
With this Charter, we are making a commitment to providing our services at the highest possible standards and we will do our best to ensure its effective implementation. We welcome feedback from the public so that we can continuously improve on these standards and by extension, the quality of our services, for the betterment of the people of Liberia.
The GC recognizes that the delivery of quality services can only be achieved through a motivated professional workforce. We shall therefore, continue to invest in our staff capacity development on a regular basis. By outlining our commitment, we seek to match our quality of services to customers’ needs. The Commission therefore, looks forward to continuous support from the public as it embarks on implementing this Service Charter.   
[image: ]

Prof. Alaric K. Tokpa
Acting Chairman
Governance Commission
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[image: ]


Hon. Jallah C. Kesselly 
Executive Director
Governance Commission
  



[bookmark: _heading=h.h3m0jp7y7qoe][bookmark: _Toc213069641]Introduction 
The GC is tasked with promoting good governance, transparency, accountability, and integrity across public and private institutions. The Service Delivery Charter (SDC) expresses the Commission’s commitment to providing efficient, citizen-centered, and professional services.

The Charter defines the services offered, sets service standards, and establishes mechanisms for feedback and continuous improvement. It serves as a social contract between the Commission and all stakeholders, reflecting its dedication to integrity, responsiveness, and collaboration in building a transparent and accountable governance system that benefits all Liberians.

[bookmark: _heading=h.k146f7c68qy0][bookmark: _Toc213069642]Background
The GC is an institution of the Liberian Government that is mandated to promote good governance across the country. The Commission plays a central role in advising, designing, and formulating policies, institutional arrangements, and governance frameworks that strengthen democratic institutions, ensure accountability, and enhance public sector efficiency and integrity. As part of its mandate, the GC is also responsible for promoting integrity and ethical conduct at all levels of society within both public and private institutions. Through its policy interventions and reform initiatives, the Commission seeks to build a culture of transparency, participation, and inclusiveness in national development.

The SDC of the GC serves as a commitment charter between the Commission and the citizens of Liberia. It outlines the services provided by the Commission, the standards of those services, and the Commission’s responsibilities toward citizens and stakeholders. The Charter reflects the Commission’s dedication to continuous improvement in service quality and performance, ensuring that governance reforms translate into tangible benefits for all Liberians.

Furthermore, the SDC is designed to enhance accountability, responsiveness, and efficiency in the Commission’s operations, while empowering citizens to understand what they can expect from the Commission. It establishes a framework for mutual engagement between the GCand the people of Liberia, aimed at strengthening trust in public institutions and improving the overall quality of governance in the country.



[bookmark: _Toc213069643]Rationale
The Governance Commission’s SDC is developed to ensure the efficient and transparent delivery of quality services to all Liberians. It serves as a practical guide for optimizing limited resources while upholding accountability and performance excellence. The Charter clearly defines the Commission’s services, the standards that govern their delivery, and the criteria for accessing them. It also acts as a benchmark for measuring the Commission’s effectiveness in fulfilling its mandate and supporting the Government of Liberia’s national development goals.

Through this SDC, the Commission commits to the following:
· Clearly define the services it provides to citizens;
· Set measurable service standards to ensure quality and efficiency; and
· Reaffirm its dedication to meeting the diverse governance needs of the Liberian people.
[bookmark: _heading=h.p2pa9udof0br][bookmark: _Toc213069644]Objectives
This SDC aims to strengthen trust between the Commission and the citizens by promoting transparency, accountability, and excellence in service delivery. Specifically, the Charter seeks to:
1. Foster a culture of efficiency, professionalism, and responsiveness in service delivery;
2. Clarify the roles, responsibilities, and expectations of both the Commission and service users;
3. Promote accountability, transparency, and ethical conduct in all operations;
4. Encourage continuous improvement through citizen feedback and performance reviews;
5. Build public confidence in the Commission’s integrity and commitment to good governance; and
6. Align service delivery with the Government of Liberia’s national development and governance goals.
[bookmark: _heading=h.1v2j1x8vdmt9][bookmark: _Toc213069645]Scope of Application
This SDC applies to all Mandate Areas, units, offices, and staff of the Governance Commission. It serves as a guiding framework to ensure consistent, transparent, and high-quality service delivery to every citizen. Specifically, the Charter covers: 
1. All Service Locations: The Commission currently operates from its central office on 3rd Street, Sinkor, Monrovia, with plans underway to establish regional offices to extend its presence to all counties across Liberia.
2. All Personnel: From senior management to staff involved in service delivery.
3. All Public Services: Encompassing every service offered under the Commission’s mandate, with defined standards and timelines.
4. All Service Users: Citizens, development partners, businesses, and organizations engaging with the Commission. 

By applying uniformly across all levels, this Charter ensures that every Liberian receives the same high standard of service anywhere, at any time.
[bookmark: _heading=h.pi4ohzizzdc2][bookmark: _Toc213069646]Who We Are
[bookmark: _heading=h.u1fd76meiuoq][bookmark: _heading=h.f9nnrw5nxizi]The GC is a key institution within the Government of Liberia, dedicated to providing essential services to the public. Our mission is to champion the social, economic and political development of Liberia by researching and consulting Liberians on issues affecting governance in Liberia and recommending policy and institutional reforms that are designed to constantly, consistently and sustainably seek to improve public service delivery, private sector performance and the living standards of all Liberians.

[bookmark: _Toc213069647]Vision Statement
The vision of the GC is a Liberia that attains rapid, sustainable socio-economic development through good governance principles and practices.

[bookmark: _Toc213069648]Core Values
· Effectiveness and Efficiency: Achieving desired objectives or outcomes at minimum cost with respect to human resources, equipment, materials and time.
· Participation and Inclusiveness: Embracing and involving all citizens in political, social and economic decision-making and developmental processes irrespective of region, ethnicity, gender and disability, as well as political, social and religious beliefs and orientations.
· Professionalism and Integrity: A knowledgeable and skilled workforce and honest work practices that cultivate the confidence and trust of the citizenry through good governance practices.
· Transparency and Accountability: Openness in decision-making and service delivery together with answerability to the citizenry or its representatives for actions, processes, results and resource management. Taking full responsibility for individual and institutional actions.
· Justice and Equality: Fairness and impartiality in service delivery. Parity and fairness of access to political, social and economic opportunities, resource allocation and development.
· Excellence in Service: Superiority and distinction in service.
[bookmark: _heading=h.8ftxjrmxxuwu][bookmark: _Toc213069649]Our Customers
The GC serves a diverse group of stakeholders who rely on its leadership, policy advice, and governance reforms to strengthen democracy, accountability, and institutional performance. In line with its mandate, GC key customers include:

[bookmark: _Toc213069650]Citizens of Liberia
Liberian citizens who are beneficiaries of improved governance systems, transparency, and accountability resulting from GC reform policies, civic engagement initiatives, and public education on good governance and integrity.

[bookmark: _Toc213069651]Government Institutions (Executive)
Ministries, Agencies, and Commissions (MACs) that collaborate with the GC for policy development, institutional reform, capacity building, and implementation of governance standards and frameworks.

[bookmark: _Toc213069652]Legislature and Judiciary
Key branches of government that depend on GC research, policy advice, and recommendations to strengthen laws, oversight mechanisms, and judicial accountability.

[bookmark: _Toc213069653]Civil Society Organizations (CSOs) and Community-Based Organizations (CBOs)
Partners that work with the GC to promote citizen participation, transparency, and advocacy for inclusive governance and social accountability.

[bookmark: _Toc213069654]Private Sector 
Entities (Business Associations/Businesses) that engage with GC through policy consultations, governance reforms, and initiatives promoting ethical business practices and a fair regulatory environment.




[bookmark: _Toc213069655]Development Partners and International Organizations
Bilateral and multilateral partners, NGOs, and international agencies that support governance reforms, institutional strengthening, and capacity development through collaboration with the GC.

[bookmark: _Toc213069656]Academic and Research Institutions
Universities and think tanks that work with the GC on governance research, policy analysis, and knowledge sharing to inform evidence-based decision-making.
[bookmark: _heading=h.r28673fnhlio][bookmark: _Toc213069657]Our Commitment to You
The GC is committed to promoting good governance, integrity, accountability, and citizen participation across all sectors of national life. In fulfilling its mandate, the Commission pledges to deliver services that are professional, transparent, inclusive, and results-driven.

[bookmark: _Toc213069658]Service Guarantee
In line with our mission to strengthen governance and improve public service delivery, we guarantee to:
· Listen and Engage Constructively
Actively consult with citizens, government institutions, and stakeholders to ensure that our policies and reforms reflect the needs and priorities of the Liberian people.
· Provide Professional and Ethical Service
Uphold the highest standards of integrity, fairness, and professionalism in all engagements, ensuring that our actions inspire public trust and confidence.
· Deliver Evidence-Based and Timely Policy Advice
Develop and share well-researched, practical, and timely policy recommendations that support national governance reforms and institutional strengthening.
· Promote Transparency and Accountability
Conduct all Commission activities openly and responsibly, providing clear information on processes, decisions, and results to enhance public confidence.
· Safeguard Confidentiality and Integrity
Protect the confidentiality of all information shared with the Commission and use it solely for legitimate governance and policy purposes.
· Encourage Citizen Participation
Create and maintain platforms for citizen dialogue, feedback, and collaboration in governance reform and policy development.

Through these commitments, the GCreaffirms its dedication to serving the Liberian people with integrity, professionalism, and accountability, ensuring that governance reforms truly enhance the quality of life for all.
[bookmark: _Toc213069659]Service Standards
The GC is committed to maintaining the highest standards of professionalism, transparency, and accountability in delivering its services. As an institution mandated to promote good governance, institutional reform, and integrity, our service standards are designed to ensure that every engagement with stakeholders, partners, and citizens reflects efficiency, respect, and integrity.

[bookmark: _Toc213069660]Timeliness and Responsiveness
The GC values prompt and effective communication. We commit to responding to public and institutional inquiries within reasonable timeframes acknowledging all correspondence and complaints promptly, providing regular updates, and ensuring that feedback and policy advice are delivered in a timely and efficient manner. In all our engagements, we strive to meet agreed deadlines and maintain open channels of communication with all stakeholders.

[bookmark: _Toc213069661]Professionalism and Ethical Conduct
We pledge to uphold professionalism and ethical behavior in all interactions. Our staff will treat every individual citizen, government partner, or organization with respect, fairness, and impartiality. We will ensure that information shared is clear, accurate, and evidence-based, avoiding technical language that may limit understanding. All GC personnel are expected to act with integrity and accountability, in line with our core values and national ethics standards.

[bookmark: _Toc213069662]Accessibility and Inclusivity
The GC ensures that its services and governance information are accessible to all segments of society. We are committed to inclusivity by providing equal access to information and opportunities for participation, including persons with disabilities, women, youth, and marginalized groups. The GC will use multiple communication channels such as public consultations, media platforms, and community outreach to ensure that governance reforms and initiatives are widely understood and accessible to all Liberians.




[bookmark: _Toc213069663]Continuous Learning and Improvement
As a governance reform-driven institution, the GC continually evaluates and improves its services to align with evolving governance needs and citizen expectations. We will regularly review our performance, assess the impact of our programs, and integrate stakeholder feedback into our operations and policy recommendations. Through training, research, and innovation, we will strengthen institutional capacity and enhance the quality-of-service delivery across all governance areas.

In upholding these standards, the GC reaffirms its dedication to transparent, responsive, and citizen-centered service delivery. We encourage all stakeholders to hold us accountable to these standards and to actively participate in shaping a more effective and ethical governance system for Liberia.
[bookmark: _heading=h.wbne285fhrrt][bookmark: _Toc213069664]Feedback and Complaints Mechanism
The GC values the views and experiences of all stakeholders and is committed to addressing feedback and concerns promptly, fairly, and transparently. Our feedback and complaints mechanism provides every citizen with the opportunity to express opinions, raise issues, and contribute to improving the quality of our services. We welcome both commendations and constructive suggestions, as they are essential to strengthening our service delivery and accountability.
[bookmark: _heading=h.4fqp936cv8fe]
[bookmark: _Toc213069665]Providing Feedback
We encourage all citizens, partners, and stakeholders to share their experiences with the GC whether positive or negative so we can better understand your needs and continuously enhance our services. Feedback can be provided through any of the following channels:

[bookmark: _Toc213069666]In Person
Visit our Customer Service Desk at the GC Office, 3rd Street, Sinkor, Monrovia, Liberia. Our staff will be available to receive and document your feedback or complaint directly.

[bookmark: _Toc213069667]Online
Complete our online feedback form available at www.governancecommission.org to conveniently submit your comments, suggestions, or experiences at any time.



[bookmark: _Toc213069668]Email
Send your feedback to  info@governancecommission.org. We will acknowledge receipt of your message within 48 hours and provide a response or update as necessary.

[bookmark: _Toc213069669]Suggestion Boxes
Submit written comments anonymously through the suggestion boxes located at GC main office on 3rd Street, Sinkor, Monrovia.
[bookmark: _heading=h.b6cxi6xra26f][bookmark: _Toc213069670]Submitting a Complaint
If our services do not meet your expectations or if you encounter any issues, please feel free to file a complaint. We are committed to addressing all complaints with urgency and transparency.
[bookmark: _heading=h.k4dff4vv5473]
[bookmark: _Toc213069671]How to File a Complaint
By Phone: Call us at +231886499201/+0887291468 to speak directly with a representative who will document your complaint and assist you with next steps.
· Written Complaint: Submit a written complaint by mail or at our service counters, addressed to info@governancecommission.org
· Complaint Form: Access and fill out our online complaint form on our website at www.governancecommission.org. 

[bookmark: _heading=h.mwnip17c8i5f][bookmark: _Toc213069672]Complaint Handling Process
1. Acknowledgment: We will acknowledge receipt of your complaint within 48 hours.
2. Investigation: Your complaint will be assigned to the relevant department for investigation. We will contact you if additional information is needed.
3. Resolution: We aim to resolve complaints within 21 days. If a resolution requires more time, we will provide you with regular updates.
4. Follow-up: After resolution, we may follow up with you to ensure satisfaction and receive any additional feedback.

[bookmark: _heading=h.v5cejcqe39j6][bookmark: _Toc213069673]Escalation Process
If you are not satisfied with the initial resolution, you may request an escalation to higher authorities within the Governance Commission. We are committed to addressing escalated complaints with diligence to ensure a fair outcome.


[bookmark: _heading=h.xfzv0cg5k0fb][bookmark: _Toc213069674]Confidentiality and Anti-Retaliation
We handle all complaints and feedback with confidentiality and respect. Your feedback will not affect your access to services or result in any form of retaliation. We are committed to creating a safe environment for citizens to voice their concerns.

This feedback and complaints mechanism enables us to hear from you, respond effectively, and improve our services continuously. We value your input and are dedicated to providing the best possible service to the public.
[bookmark: _Toc213069675]Where we are Located
Below is the main location, contact information, and operating hours where our services can be accessed.
  
	CENTRAL OFFICE
	PHYSICAL LOCATION
	CONTACT PHONE
	CONTACT EMAIL
	PHONE NUMBER FOR EMERGENCY CALL

	
	
	
	
	

	Monrovia 
	3rd Street, Sinkor 
	+231887291468
	info@governancecommission.org/ goodgovernanceliberia@gmail.com 
	+231775190287

	
	
	
	
	


[bookmark: _heading=h.p99fk4f4rl47][bookmark: _Toc213069676]Overview of our Services
This section highlights the five primary services offered under the Commission’s key Mandate Areas. In addition to these core services, there are several supporting services integrated within each area. Details such as eligibility criteria, service timelines, and departmental contact information are also provided.

1. Promote Good Governance 
· Advice, design, and formulate appropriate policies, institutional arrangements, and frameworks required for achieving good governance; 
· Promote integrity at all levels of society and within every public and private institution;
· Conduct annual integrity surveys and support the implementation of the Code of Conduct; and 
· Conduct policy dialogues and lead the National Integrity Forum. 

2. Drive Public Sector Reforms 
· Enhance efficiency and transparency in public institutions; 
· Do mandate and function reviews of Ministries, Agencies and Commissions (MACs) and recommend reforms measures; and
· Lead Public sector modernization with CSA and LIPA. 

3. Promote Civic Education and Foster National Unity
· Promote shared national identity programs and resolve social, cultural, economic, and political issues that hinder unity; and 
· Coordinate with NGOs, FBOs, and CSOs to strengthen civic education programs. 

4. Ensure Equality of Opportunities
· Lead the National Decentralization Program and local government development; and  
· Advocate for equality in line with the Liberian Constitution and support constitutional and legal reforms. 

2. Monitor and Evaluate Programs 
· Assess government programs, conduct research on governance, and publish findings to guide policy-making;
· Evaluate national public policies and program impact; and 
· Produce and publish Annual Governance Reports. 

[bookmark: _heading=h.w7upgh1ojifz]


[bookmark: _Toc213069677]List of Services, Eligibility Conditions, and Timelines by Department  
	CODE
	Services provided to the general public

	Eligibility and conditions
	Cost of service
	Time it takes to get service
	Responsible Department

	Name of staff in charge and work-email
	Name of supervisor and work-email
	Feedback channels

	1.1
	Promote Good Governance

	1.1
	Advise on, design, and formulate policies
	

Our services are available to all Liberian citizens, residents and non-residents, institutions, organizations, and development partners.
  
  
  
	Free
	Based on Intervention
	National Integrity System Mandate Area 
	Netugba Wesseh
netugbawesseh@yahoo.com

	Hon. Matthew Kollie   
	Suggestion Box, Phone call & email

	1.2
	Develop frameworks to promote good governance
	
	
	
	
	
	
	

	1.3
	Promote integrity and ethical standards at all levels of society and across public and private institutions
	
	
	
	
	
	
	

	1.4
	Conduct annual national integrity surveys and support the implementation and enforcement of the codes of conduct
	
	
	
	
	
	
	

	1.5
	Convene policy dialogues and lead the National Integrity Forum to foster transparency and accountability
	
	
	
	
	
	
	

	1.6
	Organize policy dialogues to examine, address, and strengthen policy issues
	
	
	
	
	
	
	

	2.0
	Drive Public Sector Reforms

	2.1
	Conduct mandate and functional reviews of Ministries, Agencies, and Commissions (MACs) and recommend institutional reforms
	
Our services are available to all Liberian citizens, residents and non-residents, institutions, organizations, and development partners.
  
  
  
	Free
	Based on Intervention 
	Public Sector Reform Mandate Area 
	Danroy Dixon danroydixon@gmail.com  
	Comm. Sianeh S. Juah ssiakia@yahoo.com    
	Suggestion Box, Phone call & email 

	2.2
	Conduct public sector analyses to enhance the efficiency, effectiveness, and organizational arrangements of public sector institutions
	
	
	
	
	
	
	

	2.3
	Coordinate and lead public sector modernization reforms under the tripartite arrangement with the Civil Service Agency (CSA) and the Liberia Institute of Public Administration (LIPA)
	
	
	
	
	
	
	

	3.0
	Promote Civic Education and Foster National Unity

	3.1
	Promote shared national identity initiatives and address social, cultural, economic, and political challenges that undermine national unity.
	

Our services are available to all Liberian citizens, residents and non-residents, institutions, organizations, and development partners.

	Free
	Based on Intervention 
	Civic Engagement, National Identity and Visioning Mandate Area
	Cecelia Flomo [image: ]
cecelia_n_flomo@yahoo.com 

	Comm. Cytirus K. Kerbay 
cytiruskerbay@yahoo.com   
	Suggestion Box, Phone call & email

	3.2
	Coordinate and collaborate with Non-Governmental Organizations (NGOs), Faith-Based Organizations (FBOs), and Civil Society Organizations (CSOs) to strengthen civic education and citizen participation
	
	
	
	
	
	
	

	4.0
	Ensure Equality of Opportunities

	4.1
	Coordinate the national decentralization agenda and support local government development.
	

Our services are available to all Liberian citizens, residents and non-residents, institutions, organizations, and development partners.  
  
	Free
	Based on Intervention 

	Political & Legal Reform Mandate Area 
	Actebeouson Nyema 
tanyema17@gmail.com 
	Comm. Alaric Tokpa
alarictokpa@aol.com 
	Suggestion Box, Phone call & email

	4.3
	Advocate and support constitutional, legal, and institutional reforms to strengthen democratic governance and the rule of law.
	
	
	
	
	
	
	

	
5.0
	
Monitor & Evaluate GoL Programs

	5.1
	Assess government programs and initiatives through monitoring and evaluation frameworks
	

Our services are available to all Liberian citizens, residents and non-residents, institutions, organizations, and development partners.  
  
	Free
	Based on Intervention 

	Monitoring, Evaluation, Research and Publication Mandate Area 
	McNiel Mani Wilson 
wilsonmcneilmani@gmail.com 
	Comm. Stanley Kparkillen 
skparkillen14@yahoo.com 
	Suggestion Box, Phone call & email

	5.2
	Conduct governance-related research and generate evidence-based policy recommendations
	
	
	
	
	
	
	

	5.3
	Monitor the implementation and impact of national public policies and programs
	
	
	
	
	
	
	

	5.4
	Produce and publish Annual Governance Reports and other policy and research publications to inform decision-making
	
	
	
	
	
	
	



[bookmark: _Toc213069678]Customer Rights and Responsibilities as a Service User

[bookmark: _Toc213069679]Customers’ Rights
As a user of our services, you are entitled to the following:
· Right to Quality Service: Receive prompt, efficient, and courteous assistance at all times.
Right to Information: Obtain clear and accurate details about available services, their requirements, and processing timelines.
· Right to Privacy: Have your personal data treated with confidentiality and protected in line with data protection regulations.
· Right to Redress: Submit complaints and expect timely, appropriate responses aimed at resolving any concerns.

[bookmark: _Toc213069680]Customers’ Responsibilities
To enable us serve you effectively, we ask that you:
· Provide Accurate Information: Ensure all information and documents submitted are truthful, complete, and up to date.
· Follow Service Procedures: Adhere to established processes and guidelines to help ensure efficient service delivery.
· [bookmark: _heading=h.b9vbj31tgrgd]Maintain Courtesy: Interact with staff respectfully and patiently, as we remain dedicated to assisting you.
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Republic of Liberia
GC
3rd Street, Sinkor – Monrovia 
CUSTOMER SERVICE FEEDBACK FORM

We value your feedback and are committed to improving our services. Please use this form to share your experience with us. Your comments help us serve you better.

	Name:

	

	Date of Service:
	

	Service Department:
	

	Feedback/Comments:
	

	Suggestions for Improvement:
	

	Contact Information (optional for follow-up):
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