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Challenge
SERVICE FAILURE;
Anywhere!
Anytime!
Today!
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S E R V I C E C O M PA C T W I T H A L L N I G E R I A N S

W

e, the President, the Vice President, the
Ministers, Secretary to the Government of
the Federation, Special Advisers,
Presidential Aides and Permanent Secretaries of
the Government of the Federal Republic of Nigeria
!

!

Having par ticipated in The Special
Presidential Retreat on Service Delivery in
Nigeria at the State Banquet Hall, State
House Abuja, 19th 21st March 2004.

and to health services, and to live in
conditions of peace, tolerance and respect
for human dignity;
!

!

And having discussed analysed and
considered the contents and
recommendations of the special report
“Delivering Service in Nigeria: A Roadmap':
!

!

!

!

Reaffirming our commitment to the
Millennium Development goals and the Kuru
Declaration in which we subscribed to the
New National Ideology, which is to build a
truly great African democratic country,
politically united, integrated and stable,
economically prosperous, socially organised,
with equal oppor tunity for all, and
responsibility from all;
Recalling, the Code of Ethics for Ministers,
and Special Advisers and Presidential Aides
to which we have committed ourselves;
Mindful of the needs and the rights of all
Nigerians to enjoy social and economic
advancement, to have access to education

Convinced that an informed citizenry, award
of its rights and asserting them confidently, is
a vital underpinning to national unity, stability
and integrity;
Aware of the enormous challenges of
leadership in a country whose institutions
have been seriously undermined over the
years, consequently leading to poor
standard of service delivery;
Renewing our commitment, both individually
and collectively, to the service of our country
in the conviction that it is the solemn duty of
each of us to use his or best endeavours to
build a nation that is peaceful, respects
fundamental human rights, is administered
honestly in the best interests of all Nigerians,
and governed under the Rule of Law;

…HEREBY ENTER INTO THE FOLLOWING SOLEMN
COMPACT WITH ALL NIGERIANS:
1.0 We dedicate ourselves to providing the basic
services to which each citizen is entitled in a timely,
fair, honest, effective and transparent manner.
2.0 To this end, our Ministries, Parastatals and
Agencies will prepare and publish not later than the
FIRST DAY OF JULY 2004, SERVICOM Charters

which (in addition to any other information that
may help to meet the needs of the citizens who use
their services) will:
(a) Provide quality services designed around the
requirements of their customers and served
by trained staff sensitive to the needs of their
clients;

(h) Periodically conduct and publish surveys of
citizens to determine levels of customer
satisfaction and the extent to which particular
Ministries and Agencies are seen as
honouring their SERVICOM commitments;
and

(b) Set out entitlements of the citizens with whom
they interact clearly and in ways they can
readily understand;

(i) From time to time, to review the commitments
contained in their SERVICOM Charters and to
revise them in the light of experience and
further developments.

(c) List the fees payable (if any) and prohibit the
asking for and the making of any additional
payments;
(D) Commit to the provision of services
(including the processing of applications and
the answering of correspondence) with
realistic set time frames;
(E) Maintain “suggestion boxes” in public places
to facilitate the making of suggestions for
improvements in levels of service;
(f) Provide details of agencies and government
officials to whom complaints about any
failures to provide such services (or any
demands for bribes) should be addressed;
(g) Publish these details in conspicuous places
accessible to the public in all buildings where
the agencies provide their services and on
the Internet;

2.02 To ensure that these commitments to the
people of Nigeria are faithfully performed, a
Service Delivery (SERVICOM) Office will be
established within the Presidency. This office will:
(a) co-ordinate the efforts to formulate and
implement SERVICOM Charters
(b) regularly monitor and report to His
Excellency, the President, on the progress
made by each of the Ministries and Agencies
in performing their obligations under this
Charter;
(C) carry out independent surveys of the
services provided to citizens by the Ministries
and Agencies, their adequacy and their
timeliness and of customer satisfaction, and
will widely publicise the results to keep
citizens fully informed.

2.01 For their part, Ministers will:
(a) ensure that policies and resource proposals
presented for approval to the Federal Executive
Council should:
I. include credible proposals for delivery that
can be monitored i.e.:
- indicate performance-based scope of
impact on the front-line service delivery;
- indicate result-oriented timescale for
delivery
ii.

be based on evidence of the needs of the
population:

iii.

demonstrate evidence of the involvement of
stakeholders in development of policy and
feedback performance;

(b) maintain effective liaison with relevant
agencies of all tiers of government
concerned with service delivery so that
SERVICOM Principles are upheld throughout
the Nigerian society;
(c) establish SERVICOM Units within Ministries
with the responsibility of operationalising
SERVICOM Principles;
(d) that all those for whom they are responsible
will fully cooperate with the Service Delivery
(SERVICOM) Office.
3.0 This compact, together with the
Vision/Mission Statements of all Ministries, will be

published widely and displayed in all government
offices to which members of the public have
access. Members of the public will be invited to
inform the Service Delivery (SERVICOM) Office of
observed failures to provide timely services.
4.0 CITIZENS' OBLIGATIONS: The success of this
Compact is predicated upon the observance of
their civic duties by our citizens. Accordingly, we
call upon each and every citizen to play his or her
own part by honouring Constitutional and social
obligations, respect the rights and legitimate
interests of others, assist Government in
appropriate ways, and contribute to the well being
and progress of their respective communities by
imbibing the enduring values and virtues of African
tradition.
5.0 We further assert our belief that our country
can only realise its full potential when citizens start
to receive prompt and efficient services from the
State and this we are determined to achieve.
DONE AT ABUJA ON THE 21ST DAY OF MARCH 2004
The Compact was unanimously adopted by the
President, the Vice President, Ministers, Secretary
to the Government of the Federation, Head of
Service of the Federation, Special Advisers,
Presidential Aides, and Permanent Secretaries of
the Federal Republic of Nigeria in Abuja, 21st Day
of March 2004.
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