TEMA METROPOLITAN ASSEMBLY

MEMORANDUM

TO: CO-ORDINATING DIRECTOR

FROM: HEAD, CLIENT SERVICE UNIT

DATE: 10" October, 2019

SUBJECT: SUBMISSION OF THIRD QUARTER 2019

Please find attached the Third Quarter report of the Client Service Unit for the year 2019 for your
perusal and action.

TRENE OPOKU
(HEAD)
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INTRODUCTION:

Customer Service Delivery is the provision of services to a buyer in such a way that the buyer’s
expectations can be met or exceeded while at the same time the business remains viable.

The commitment to providing value added service to internal and external customer including
attitude, knowledge, technical support and quality of service in a timely manner.

OBJECTIVES:

The unit is set to achieve maximum organizational productivity by providing services beyond
measure to our clients (both internal and external). The unit is also set to provide excellent

customer relations services to our clients.

To do this the unit has started with the provision of complaint or grievances forms, which has
details and contacts of clients to fill. The form will be sent to the officers responsible for

redress.

This move, we believe, will enable us relate more effectively with our clients and follow up to

see if the grievance has been solved or not.

COMPLAINTS RECEIVED:

1. BUSINESS OPERATING PERMITS:

Clients visits the unit to make enquiries into how to acquire business operating permits and

rates.

2. INDISCRIMINATE PARKING OF COMMERCIAL VEHICLES
Clients complained of indiscriminate parking of vehicles along the shoulders of roads
making it difficult for other road users to drive through. A complaint was also
received from a client of commercial drivers using the frontage of her property as a
parking space making it difficult for her to assess her property.

3. METRO GUARDS:
complaints of abuses of clients, both physical and verbal, by metro guards were received

from a client.




4, HEALTH CERTIFICATE
clients also complained of some food vendors selling without health certificate,

without permit and in an untidy environment.

SUMMARY

Almost all complaints received were referred to the appropriate office and

successfully resolved.

OBSERVATION:

It is observed that staff who deal directly with clients are not properly trained to handle clients,

which tend to affect revenue mobilization.

RECOMMENDATION:

The unit recommends a training on customer or client relations for the metro
guards and all staff who deal directly with clients, so that they can learn and

relate to clients appropriately and professionally.

The unit also recommends that management should give the unit adequate
support to carry out outreach programs or customer service clinics to create the

awareness of the unit and the services and projects of the Assembly

CONCLUSION;

Client services unit of every organization is the spine or the back bone of the organization since
they are the first point of call, therefore, the unit should be well equipped and giving all the

necessary support from management, heads and staff so that the unit can perform effectively.

(IRENEOPOKU)
HEAD OF UNIT
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CLIENT COMPLAINT FORM

J:

DETAILS OF COMPLAINTS:

NAME: /ﬁ//hff,%m ...... Mwmwﬂf SEX: /(/i

ADDRESS: ... . Sere o< o e

TEL NO oo erﬁcé’;‘%ai% .................... B B

EMAIL ADDRESS: ..ot oo e e
COMPLAINTS:
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NB: THIS FORM SHOULD RETURN TO THE CLIENT SERVICE UNIT AFTER ACTION IS TAKEN.
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DETAILS QF COMPLAINTS:

NAME: \_,
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COMPLAINTS:
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RECEIVING DEPARTMENT:
RECEIVING OFBFICE Rl itleretinne =], ..

NB: THIS FORM SHOULD RETURN TO THE CLIENT SERVICE UNIT AFTER ACTION IS TAKEN.
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NB: THIS FORM SHOULD RETURN TO THE CLIENT SERVICE UNIT AFTER ACTION IS TAKEN.
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