WHAT IS A COMPLAINT
A complaint can be deﬁned as a statement that an event or action is unsatisfactory or
unacceptable by a tax payer or other stakeholders. Basically, a complain is being made
when the tax payer is not getting the satisfactory service rendered by ESIRS.

WHY IS A COMPLAINT MANUAL NEEDED?
There may be a state in which the tax payer feels that the services provided by ESIRS are
substandard and not as expected.
Fully understanding the importance of giving a reasonable response to tax payer
displeasure, there should exist an eﬃcient and modest ways to resolve this displeasure.

HOW DOES A TAX PAYER COMPLAIN?
In ESIRS, a tax payer complains by writing to the respective director it may concern. If the
complain is not resolved within a month then the complaint can write directly to the
Chairman ESIRS.
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HOW WOULD COMPLAINTS BE RESOLVED?
As soon as the complaint is received a resolution process is been followed up. The
following actions should be taken to make sure complaints gets the resolution they need.
Acknowledge the written document.
Written documents looked into for better understanding.
Oﬀer an explanation with regards to what went wrong.
Modify corrections where necessary.
Make a decision and inform the complainant of the decision made.
If the complainant accepts the decision, the complaint would be terminated.
If not resolved the complaint would be forwarded to the Chairman ESIRS for best
decision for resolution.

THE COMPLAINT PROCESS
Initial complain
In writing

Tax payer is satisﬁed
Complaint terminated

Tax payer is not satisﬁed
Director oﬀers an explanation with
regards to what went wrong

Complainant contacted
Modify corrections
Make a decision
Information given to Tax Payer
Feedback.

Tax payer is satisﬁed
Complaint terminated
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Taxpayer not satisﬁed
Forward complain to Chairman ESIRS
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TAKING THE COMPLAINTS FURTHER

If at the end of the
complain, the resolution
is not satisfactory. The
tax payer is expected to
take the following
actions:
-The tax payer can write
an additional complain
-The tax payer can go
to court
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