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The PEBEC’s Mandate

To deliver Nigeria’s business
environment reform, with the dual
mandate to remove bureaucratic and
legislative constraints to doing
business and to improve the
perception about the ease of doing
business in Nigeria.



Composition of PEBEC

Chair, His Excellency, the Vice President

Secretary to the Government of the Federation

Head of Civil Service of the Federation

18 Honourable Ministers

Governor of the Central Bank of Nigeria

National Assembly representative

Judiciary representative

State Governments representative

Director General of The Presidential Enabling
Business Environment Council (PEBEC)

The PEBEC was
established in
July 2016.

Since inception
over 180 verifiable
reforms have been

Implemented.

The 3rd PEBEC
Cohort was

inaugurated in
November 2023
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Private

Sector
All other arms of Development
the Federal Partners &
Government - Diplomatic Corp
The National s of Civil society
Assembly, the geyeinment groups
Judiciary

36 State governments
and the Federal Capital
Territory (FCT), Local
Governments



PEBEC Workstreams

LEGISLATIVE AND
JUDICIAL REFORMS

PEBEC
WORKSTREAMS
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MYSTERY SERVICE QUALITY ASSESSMENT

-

The Presidential

comprehensive Mystery Service Quality Assessment of 70 Ministries, Departments, and

Enabling Business Environment Council

(PEBEC) spearheaded a

Agencies (MDAs) to drive enhanced efficiency and transparency in public service delivery.

This report presents the findings of the mystery assessment, focusing on three core areas
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Telephonic
Responsiveness

Focus Areas

.

Email Inquiry
Handling

/

Functionality of the Online
PEBEC-Compliant Feedback Portal

In-Person

Quality Assessment
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Telephonic Inquiries

e Each of the 71 MDAs was
contacted twice on different
weekdays during standard

business hours (9:00 a.m.—
4:00 p.m.)

* Calls involved specific
service-related inquiries to
assess:

* A standardized email was sent
from a personal account to the
official email addresses listed
on each MDA’s website.

* MDAs were ideally expected to
respond in 48hrs, but a two-
week window was given to
respond

Feedback Portal

* The presence and functionality
of a visible PEBEC-compliant
feedback portal (top right-hand
corner of the homepage) were
checked.

* The portal’s linkage to
Reportgov.ng was verified to
ensure timely resolution of
complaints. |

\
The mystery exercise was structured into four distinct segments, each designed to
evaluate different aspects of service quality.
. J
Qg o°
Email Inquiries Online PEBEC-Compliant In-Person

Quality Assessment

e Simulated real user
experience by going through
service processes end-to-end,
testing compliance with
published SLAs, response
time to additional query, and
overall service delivery.

PEBEC

PRESIDENTIAL ENABLING
BUSINESS ENVIRONMENT COUNCIL
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Results from Phone Inquiries

Telephonic Inquiries

NO ANSWER

EXCELLENT

Did not pick up

Prompt and clear responses.

» Adequate but needing more clarity

provided only the bare minimum of
information

gave a response that was factually
incorrect or misleading.



Model Answer

/\@ Excellent (6 MDAs)

Agency: National Information Technology Development Agency (NITDA)

Question Asked:
How can | register a fintech company with your organization to be eligible for bidding on
government contracts?

Response Provided:
“The IT Service Provider/Contractor registration is online. Before registration, you need to
have an active company website indicating that you carry out IT services. Additionally, your
company’s website and email domain should be under .ng to identify you as a Nigerian
company. Other relevant documents and requirements can be found on
https://iicp.nitda.gov.ng.”




Model Answer

%) Excellent (6 MDAs)

Agency: Nigerian Electricity Management Service Agency

Question Asked:
How can we get a new Transformer in my area

Response Provided:
The MDA advised me to contact my local distribution company for
assistance with obtaining a new transformer.




Model Answer

Excellent (6 MDASs)

Agency: Nigerian Electricity Regulatory Commission

Question Asked:
How can we get a new Transformer in my area

Response Provided:
The MDA advised me to first contact the distribution company in my area before
proceeding with any other steps.




Model Answer

Excellent (6 MDASs)

Agency: Federal Produce Inspection Service

Question Asked: | want to start an export business. | would like to know if there are
certificates | need from your department before exporting.

Response Provided:

Firstly, the Goods must be fumigated and you get the certificate of fumigation from the
National Authority, then when | am ready to export, | should call the number.




Model Answer

Excellent (6 MDASs)

Agency: Federal Ministry of Works

Question Asked:

| am trying to locate your office address. Could you please provide the

necessary details or direct me to the appropriate contact person(s) for
further inquiries?

Response Provided:
We are located at Ministry of Works Office, Mabushi, Abuja




Model Answer

Excellent (6 MDASs)

Agency: Service Compact (SERVICOM)

Question Asked:
Please how can | submit a complaint regarding an MDA's poor service
delivery?

Response Provided:
Visit the SERVICOM website to report any MDA's poor service delivery




Model Answer

2) Good (3 MDAS)

Agency: Federal Inland Revenue Service (FIRS)

Question Asked:
| am inquiring about how to generate a TIN nhumber.

Response Provided:

“First, register your enterprise with the Corporate Affairs Commission (CAC). Then bring
the registration documents along with a valid means of identification to any FIRS office.
You will fill out a form, after which your TIN will be processed and issued to you.”

Analysis:
TIN can actually be generated online without needing to physically visit any FIRS office.




Model Answer

&>\ Good (3 MDAs)

Agency: Nigerian Upstream Petroleum Regulatory Commission

Question Asked:

| would like to inquire on how | can confirm or check the validity/Status of my Offshore
Permit (OSP)Card.

Response Provided:
The MDA asked me to send an email to their official email address




Model Answer

;;/;1@ Good (3 MDAs)

Agency: National Agency for Food and Drug Administration and Control

Question Asked:
| produce shea butter and would like to schedule a factory inspection to enable me to
get a licence. Could you help me on the appropriate steps to take?

Response Provided:
The MDA asked me to visit their website and submit my application.




Agency: Federal Road Safety Corps (FRSC)

Question Asked:
What documents do | need to replace faded motor plate numbers? Could you

please provide details or direct me to the appropriate contact for further
inquiries?

Response Provided:
“Locate the VIO office or FRSC office close to you with your vehicle papers.”

Analysis:
The respondent should have specified which documents are required, the process
involved, and any associated costs.




Agency: Trademarks Registry

Question Asked:
| would like to inquire about how | can register a trademark for my new shea
butter product.

Response Provided:
The MDA asked me to visit their office to help with my registration

Analysis:

The respondent should have clearly specified the required documents, the
application process, and any applicable fees, especially as trademark applications
can now be submitted online




Model Answer

Incorrect (1 MDA)

Agency: Corporate Affairs Commission

Question Asked:
How do | file my annual returns? | just registered my business in January 2024

Response Provided:
“You need a lawyer or a registered accredited agent to help with this.”

Analysis:

For newly registered companies, annual returns are not required until 18 months after
Incorporation.




Model Answer

Incorrect (1 MDA)

Agency: Bureau for Public Procurement

Question Asked:

How can | register a fintech company with your organisation to be eligible for bidding
government contracts?

Response Provided:
Wrong contact details on the website.
The contact said he doesn’t work at BPP




Results from Email Inquiries

M | Email Inquiries

Non-
Responsive
(54 MDAs)

These agencies did not
acknowledge or respond to the
email after two weeks

This MDA gave an incomplete or
minimally helpful response to a
different inquiry. "

Excellent
(13 MDAs)

Incorrect

(1 MDA)

These MDAs gave Prompt
and clear responses.



Model Answer

Excellent (13 MDAs)

~

Agency: Oil & Gas Free Zones Authority

Question Asked:
| would like to inquire about the fee for conducting a corporate search on a free
Zzone enterprise.

Response Provided:
“Please see page B201 of the enclosed OGFZA Regulations, section 6(d) Registry
Search, for the fee, which is $200.”




Model Answer

bé Excellent (13 MDAs)

Agency: National Information Technology Development Agency

Question Asked:
How can | register a fintech company with your organisation to be eligible for
bidding government contracts?

Response Provided:

The IT Service Provider/Contractor registration is online. Before registration, you
need to have an active company website indicating that you carry out IT services.
Additionally, your company's website and mail should be under .ng domain to
identify you as a Nigerian company. Other relevant documents and requirements
can be found on https://iicp.nitda.gov.ng




Model Answer

M Excellent (13 MDAs)

Agency: Nigeria Immigration Service

Question Asked:
How many days will it take to get my passport after biometric capturing?

Response Provided:

We acknowledge the receipt of your mail and regret any inconveniences you may
be experiencing.

The timeline for reissue is 3weeks after capturing while for fresh application is 6
weeks after capturing if there is no issue.

Kindly visit: http://www.track.immigration.gov.ng to track the status of your
passport.




Model Answer

M + Excellent (13 MDAs)

Agency: Nigerian Content Development Management Board

Question Asked:

How do | enroll in the capacity-building program organised by NCDMB for the
benefit of Nigeria Content Operation.

Response Provided:

We acknowledge receipt of your request and a ticket (15061) has been created.

A support representative will be reviewing your request and will send you a
response within 2 business hours. To add additional comments, reply to this email.




Model Answer

Excellent (13 MDAs)

~

Agency: Nigerian Electricity Regulatory Commission

Question Asked:
How can | get a new transformer?

Response Provided:

Kindly note that it is the responsibility of Distribution companies to purchase,
supply, install and repair Transformers, poles and Cables.




Model Answer

Excellent (13 MDAs)

Agency: Nigerian Midstream and Downstream Petroleum Regulatory Authority

Question Asked:
| would like to inquire about how | can obtain a license or permit for midstream
and downstream activities.

Response Provided:

Kindly visit our MDOGISP portal at https://mdogisp.nmdpra.gov.ng/.



https://mdogisp.nmdpra.gov.ng/

Model Answer
M Excellent (13 MDAs)

Agency: Nigerian Upstream Petroleum Regulatory Commission

Question Asked:

| would like to inquire on how | can confirm or check the validity/Status of my
Offshore Permit (OSP)Card.

Response Provided:
Please note that the guidelines are on our website https://nmdpra.gov.ng/.

Register your company and follow the prompts to apply for a permit.
Please note that the guidelines are on our website https://nmdpra.gov.ng/.



https://nmdpra.gov.ng/
https://nmdpra.gov.ng/

Model Answer

M Excellent (13 MDAs)

Agency: Nigerian Maritime Administration and Safety Agency

Question Asked:

| would like to inquire about the process for applying for the Cabotage Vessel
Financing Fund.

Response Provided:

Dear Onyigal Chicker, We would like to acknowledge that we have received your
request and a ticket has been created.

A support representative will be reviewing your request and will send you a
personal response. (usually within 24 hours).




Model Answer

Excellent (13 MDAs)

Agency: Joint Tax Board

Question Asked:

| | would like to inquire about the process for registering for a Taxpayer
Identification Number (TIN).

Response Provided:
Kindly visit https://tin.jtb.gov.ng/ to register, thank you.



https://tin.jtb.gov.ng/

Model Answer

Excellent (13 MDAs)

Agency: National Collateral Registry

Question Asked:
| would like to inquire whether individuals can pool their assets and apply for a

loan collectively.

Response Provided:
The National Collateral Registry does not give out loans.




Model Answer

M + Excellent (13 MDAs)

Agency: Environmental Health Council of Nigeria

Question Asked:
| would like to inquire about the process for applying for an environmental permit
from the Environmental Council of Nigeria (ECN).

Response Provided:

Hello, Visit https://ehcon.gov.ng/registration-procedure-for-individuals/ for details
of the requirements for the Registration of Individual Practitioners or contact the
Head of Individual Registration Division on 234 806 747 2581 for further
assistance




Model Answer

Excellent (13 MDAs)

Agency: National Identity Management Commission

Question Asked:
How do | enrol for a NIN?

Response Provided:

Kindly visit our office with a valid government ID and your BVN (if you have one.)
for an enrolment and NIN issuance.




Model Answer

M Excellent (13 MDAs)

Agency: Galaxy Backbone Limited

Question Asked:

| would like to inquire about the process for registering for services with Galaxy
Backbone.

Response Provided:
Thank you for reaching out to Galaxy Backbone’s ServiceDesk.

We acknowledge receipt of your mail and will engage you soon for details or
revert with ticket number already logged.




M

Agency: Nigerian Electricity Management Service Agency

Question Asked:
How can | get a new transformer?

Response Provided:
“Please go to the distribution company covering your State.”

Analysis:

The agency did not clarify any procedure or direct contact for acquiring a new
transformer, placing the research burden on the inquirer.




Model Answer

Bad (1 MDA)

Agency: Nigerian Postal Service

Question Asked:
| am calling to inquire about the process for registering a Courier Company
License.

Response Provided:
The response from the agency was vague and did not offer any further guidance
or useful information to assist the client.




Model Answer
M INCORRECT

\\__,./"

Agency: Nigeria Gas Company

Question Asked:
| would like to inquire about the process for applying for gas supply from the
Nigerian Gas Company (NGC)..

Response Provided:
The message wasn't delivered to nnpcngcgroup@gmail.com because the address
couldn't be found, or is unable to receive mail.




Model Answer

INCORRECT

Agency: Service Compact (SERVICOM)

Question Asked:

Please how can | submit a complaint regarding an MDA's poor service
delivery?

Response Provided:

Your message couldn't be delivered to info@servicom.gov.ng. Their inbox
is full




Results from Online PEBEC-Compliant Feedback Portal
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This segment evaluated whether MDAs displayed a functional PEBEC-compliant complaint and
feedback portal (usually at the top right-hand corner of their website), linking to Reportgov.ng
for prompt complaint resolution.

Findings

Assessed MDAs :

36 MDAs had active websites that
could be checked for a feedback
portal.

MDAs featured of a visible link but
they were non-functional upon
testing.

Functional Links:
26 MDAs featured a visible and
functional link to Reportgov.ng

8 MDAs had no link at all
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Quality Assessment

CORPORATE AFFAIRS COMMISSION (CAC)

Total Test Cases: 3

Services Assessed:
* Availability Search
* Company Registration

Findings:
Service Published SLA Observed Performance Compliance
Availability Search 4 working hours Took between 24 hours and 3 days Not Met
Name Registration (No 24 working hours Completed in 24 hours Met

Query)




Corporate Affairs Commission (CAC)

Observations

There were inconsistencies in how
some optional fields were handled
by approving officers. In one case
skipping the optional field was
qgueried.

The use of "24 working hours"
timeline is misleading, as it can
translate to up to 3 calendar days,
depending on the workday length.

Observations

The name availability process
appears inaccurate e.g., “ADEPTIFY”
was not found in the public search
portal but was rejected due to
similarity with “ADENTIFY,” despite
the former being unregistered.

Each query took an additional
24hours to resolve after response,
causing further delay.




Quality Assessment

FEDERAL ROAD SAFETY COMMISSION (FRSC)

Total Test Cases: 2

Services Assessed:
e Drivers License

Findings:

Service Published SLA Observed Performance Compliance
First-Time Application 60 days Ongoing TBD
Renewal 60 days Ongoing TBD




Federal Road Safety Commission (FRSC)

The current SLA
of 60 days for
renewing a
driver’s license

is lengthy. We
recommend a
review and
reduction of this
timeline in line
with global best
practice.

Although the
online application
process is generally
smooth, there was
an instance where
the portal
redirected to an
unpaid domain,
indicating a need
for improved
website
maintenance

Observations

Aside from the
initial email
confirmation,
there were no
further status
updates or
progress
notifications
throughout the
process.

Despite selecting
the option to opt
out of recapture
during renewal,
applicants were
still required to
undergo
recapture
making the
process is not
fully automated.

Recommend
introducing a
capture/
recapture
booking system
to improve
scheduling
efficiency and
reduce waiting
time.




Quality Assessment

Nigeria Immigration Service (NIS)

Total Test Cases: 3

Services Assessed:
* First-Time Passport Issuance
 Passport Renewal

Findings:

Service Published SLA Observed Performance Compliance
First-Time Passport 6 weeks Ongoing TBD
Passport Renewal 3 weeks Exceeded SLA Not Met




Nigeria Immigration Service (NIS)

Observations

All three applicants experienced
rent-seeking behavior by immigration
officers, who demanded bribes due
to "unconfirmed payments," with
threats to withhold capture.

The application and payment
processes were efficient, with
appointment dates available within
four days of form submission.

After payment, applicants were
required to reconfirm payment
before capture; however, payment
status remained unconfirmed even
after one week in all three cases.

On all three occasions, officers
harassed applicants at the point of
biometric capture

One applicant was harassed and
pressured to pay 85,000 before her
photograph was taken.

Officers offered to fast-track passport
issuance for 820,000, promising
delivery within 24 hours.




Quality Assessment

Nigerian Export Promotion Council (NEPC)

Total Test Cases: 3

Services Assessed:
* Export Certification Issuance

Findings:

Service Destination Published SLA

SLA Compliance

Export Certification 24 hours All issued within 24 hours

Met




Nigerian Export Promotion Council (NEPC)

Observations

=% All three applications for export certification were
24 -processed and issued within the 24-hour SLA,

- HOURS ~
L \

demonstrating strong adherence to timelines.

The requirement for a sealed board resolution

should be reconsidered, as Section 98 of the
Companies and Allied Matters Act (CAMA) makes
the use of a common seal optional.

—
111}




Quality Assessment

Nigerian Postal Service (NIPOST)

Total Test Cases: 3

Services Assessed:
* Speed post Delivery (Within FCT and to Lagos)

Findings:
Service Destination Published SLA SLA Compliance
EMS Speedpost FCT — Central Area 24 hours Met
EMS Speedpost FCT — Lugbe 24 hours Not Met
EMS Speedpost Lagos 24 hours Not Met




Nigerian Postal Service (NIPOST)

Observations

The published SLA for Speedpost is 24
hours, but only the delivery to Central

Area met this target.

At the post office, the staff provided different

timelines to the published SLA: 48 hours for Lugbe
and 5—7 days for Lagos. This is inconsistent with

published service delivery timelines.




Mystery Quality Assessment Summary

Business Compliance (NSITF, ITF, PENCOM)

Compliance Clearance from Nigeria Social Insurance Trust Fund (NSITF), Industrial Training Fund (ITF) and
National Pension Commission (PENCOM) are critical prerequisites for businesses seeking registration with
the Bureau of Public Procurement (BPP) to enable them bid for contracts with the Federal Government.

Findings:

Service Minimum Employee Exemption Available Service

Threshold

Nigeria Social Insurance Trust Fund 3 emplovees NG Nigeria Social Insurance Trust Fund
(NSITF) PIoY (NSITF)

Industrial Training Fund (ITF) 5 employees No Industrial Training Fund (ITF)
National Pension Commission 7 emblovees No National Pension Commission
(PENCOM) PIoy (PENCOM)




Business Compliance (NSITF, ITF, PENCOM)

The compliance certificates
issued by NSITF, ITF, and
PENCOM are mandatory

for BPP registration, but
small businesses that do
not meet the employee
thresholds are currently not
accommodated.

Observations

There are no exemption
certificates for new or
micro businesses below the

required thresholds of 3 for
NSITF, 5 for ITF, and 7 for
PENCOM. This poses an
entry barrier to public
procurement.

We recommend the
introduction of exemption
certificates for companies

within their first year of

registration and for those
that do not meet the
employee threshold, to
promote inclusiveness and
fairness in compliance
processes.




Report Gov Compliance

Active website, Link to reportgov.ng
on website, active registered users
on our new PEBEC Portal.

Service Level Agreement

Assess adherence to service
standards and agreements

o

Mystery Shopping Reports Report Gov Complaints

resolution

Evaluate MDAs based on ®--- S
customer satisfaction, service ! Assess the number and nature of
delivery, and employee behavior. I complaints filed against each MDA,
I

response time, resolution time and
ratio of resolved complaints

Inter MDA Collaboration
Evaluate the level of
collaboration and engagement
with dependent MDA:s.

---L---

Submission of Monthly
Report

Evaluate the completeness and
accuracy of submitted reports.

vy
/) N\
-------+-------

Timeliness in Submitting

Stakeholder Engagement
Report

Participation

Measure attendance and
participation in meetings and
engagements with private
sector stakeholders.

Assess the timeliness of report
submissions
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Appendix

Nigerian Postal Service

Nigeria Gas Compan
& bany Nigerian Shippers' Council

Nigeria Police Force _ . .
Office of the Head of Service of the Federation

Nigerian Agricultural Insurance Corporation . .
Patent and Design Registry

Nigerian Airspace Management Agency _
Secretary to the Government of the Federation

Nigeria Civil Aviation Authorit
© Y Securities and Exchange Commission

Nigerian Communications Commission _
Service Compact (SERVICOM)

Nigerian Copyright Commission - o
Standards Organization of Nigeria

Nigerian Investment Promotion Council

Nigeria Immigration Service
Nigerian Ports Authority

Nigerian Content Development Management Board



Appendix

No Response

National Identity Management Commission

) | W)

National Inland Waterways Authority
National Insurance Commission

National Intelligence Agency

" National Pension Commission

Nigeria Agricultural Quarantine Service

< Nigeria Customs Service

4’@ Nigeria Export Promotion Council

Joint Tax Board

National Collateral Registry

Federal Ministry of Environment

Federal Ministry of Foreign Affairs

Federal Ministry of Information and Culture
Federal Ministry of interior

Federal Ministry of Justice

Federal Ministry of Power

Federal Ministry of Transportation



Appendix

‘ Telephonic Inquiries

No Response

@ Nigerian Maritime Administration and Safety Agency

offfeas : , o Bank of Industry
wweey Qi & Gas Free Zone Authority

% Central Bank of Nigeria
l'.'g

.7 ¢ Bureau for Public Procurement
Nigerian Export-Import Bank .
A!i Trademarks Registry

Galaxy Backbone Limited .  Nigerian Midstream and Downstream Petroleum
A&t Regulatory Authority
Industrial Training Fund

Paval
&
© Department of State Services

Ministry of Budget and National Planning T
/7 National Agency for Food and Drug Administration C"; EFCC - Special Control Unit for Money Laundering
=2 and Control

L) iy Environmental Health Council of Nigeria
Ii?é}l National Drug Law Enforcement Agency

-~ National Environmental Standards and Regulations Federal Airports Authority of Nigeria

"  Enf A iti i
ntorcement Agency = Federal Competition and Consumer Protection

FccPe  Commission



Appendix

B¢ | Email Inquiries

No Response

Nigeria Gas Company

Nigeria Police Force

Nigerian Agricultural Insurance Corporation
Nigerian Airspace Management Agency
Nigeria Civil Aviation Authority

Nigerian Communications Commission
Nigerian Copyright Commission

Nigerian Investment Promotion Council

Nigerian Ports Authority

Nigerian Postal Service

Nigerian Shippers' Council

Office of the Head of Service of the Federation
Patent and Design Registry

Secretary to the Government of the Federation
Securities and Exchange Commission

Service Compact (SERVICOM)

Standards Organization of Nigeria

Nigeria Immigration Service



Appendix

e | Email Inquiries

No Response

_ _ o Joint Tax Board
National Identity Management Commission

_ . National Collateral Registry
National Inland Waterways Authority

, . Federal Ministry of Environment
National Insurance Commission

: _ Federal Ministry of Foreign Affairs
National Intelligence Agency

, _ . Federal Ministry of Information and Culture
National Pension Commission

L . _ , Federal Ministry of interior
Nigeria Agricultural Quarantine Service

L , Federal Ministry of Justice
Nigeria Customs Service

Federal Ministry of Power

Nigeria Export Promotion Council

Federal Ministry of Transportation



Appendix

2 | Email Inquiries

S —

No Response

@ Nigerian Maritime Administration and Safety Agency

offfeas : , o Bank of Industry
wweey Qi & Gas Free Zone Authority

% Central Bank of Nigeria
l'.'g

.7 ¢ Bureau for Public Procurement
Nigerian Export-Import Bank .
A!i Trademarks Registry

Galaxy Backbone Limited .  Nigerian Midstream and Downstream Petroleum
A&t Regulatory Authority
Industrial Training Fund

Paval
&
© Department of State Services

Ministry of Budget and National Planning T
7 National Agency for Food and Drug Administration C"; EFCC - Special Control Unit for Money Laundering
=2 and Control

L) iy Environmental Health Council of Nigeria
Ii?é}l National Drug Law Enforcement Agency

-~ National Environmental Standards and Regulations Federal Airports Authority of Nigeria

"  Enf A iti i
ntorcement Agency = Federal Competition and Consumer Protection

FccPe  Commission



