REPUBLIC OF LIBERIA

SERVICE DELIVERY CHARTER
FOR THE

CENTRAL BANK OF LIBERIA

February 18, 2025



Table of Contents

Table Of COMLENLS.....c.eouieiiuiietcirieeet ettt ettt ettt e st eae et ensesens et eneesenseneens 1
LIST OF ACRONYMS .....iiiteneeieteteuenteteststestestestessessassassessessessesessssssesessessensensensessensosssens 3
FOREWARI icoccumsmmismsmvsvssnsnssassssnsssssasion s o5sso o annesnsnsannsnsorsmmssienonsennsa sosnemessensia covsessn ssssmamcescs 4
ACKNOWLEDGEMEINT ,iuorusisessusunsmarisssssnnmtoms s s s s iisinisissss mammnssnge sasarsmnns 5
1 INTRODUCTION ......coiirummmriummeeammeressesssnesesssesssesssssesssessssessessssessssssssssnees S adbie 6
2 BaCKGIOUNA......oiiiiiiiiii ettt ettt ettt eseese e s e ere s e eseaeeneeneeaenens 6
3 RAHONALE ...ttt ettt ettt et et et et eeeneens 6
4 ODJECTIVES ..ueeetereiieiieierteett e ste et et e te et e s teesse e e sseseeseessesseesseeseess et e ensenseetsenseseseseessensesnsensenns 6
5 Scope Of APPIICALION «...uvuiiitiieiet ettt ettt eaeeae s eaeeee e ee e e eneas 7
6  TWHO W ARG cccsiicicisiisssansisscsisisnentansans snssnsossssasmssmssnssssmnassmsnssaa neasesmesas s s esssion besvomind 8
A 1 | O 9
6 U CHBI. oo o S e S A RS AT A Fh 5 9
O ServiCe GUATANTEE.........eeriiiiieieeieettesteetee et e et e e teete e s e esaeeseeeaeeeneeseeeseeeneeenseenseeneeenneens 10
10 Service Standards.........c.coucieiriiiiie e Iy
11 Feedback and Complaints MeChaniSm ...........c.ceueeueeviieieiieeeieeieeeeeeeeeeeeeeee e 12
12 Providing Feedback .........ccuciiiiiiiiiiiiiceeee ettt 12
13 Submitting @ COMPIAINT .....c.eiuiiiiiieiiiieiee ettt s e s 12
13.1.1 How to File 2 COMPIAINE. ..ociciisimssssinscs sitssansasssnssasernonsessmonsssnssnsesnesbasssssnas seanarns 12
1312 Complait Handling PrOSEERT o wmemssmsmsm e s s s s 12
14 ESCAlation PrOCESS. ... .oiueeiiiiiiieiieeieee ettt et ettt ettt e et e eteeaeeeaeeeneeennan 13
15 Confidentiality and Anti-Retaliation.........coceeeveeieeieeeieiicieceeeeeeee et 13
16 Where We A1e LOCAted ....cc.oouiiiiiiiiiiieeii ettt 13
17 OVEIVIEW OFf QUL SEIVICES. . eeiiiiieiiieieiiiieiieeeiie et e e te et e et e e e e eee s eneeeenseeeeaeeeeneeeenneeenes 15
18 List of Services, Eligibility Conditions, and Timelines By Department ................ 18-- 16 -
18.1.1  Research, Policy and Planning Department (RPPD) ........cccccccoeeeeucee 18-- 16 -
18.1.2  Financial Markets Department (FMD)........cc.cccooerrinnnenncnerceeneenn 18-- 21 -
18.1.3  Development Finance Section (DFS).....c.cocovcneiniinncunens R 18-- 26 -
1814  General Support Services Department (GSSD) .........cccccecuiieiccnnnnne 18--27 -
1

We are committed to providing quality services to both our internal and external customers by
meeting and exceeding their expectations and needs



18.1.5  Banking Department (BD) .......ccoooiueiimmrniccccins 18--28 -

181.6 Legal Department (LD] wsumumsmmsnmssmsomsussasmsnsinssasasuscssusassrnseverss 18--32 -
18.1.7 - Payment Systems Department (PSD)........ccccerermrennsiscscscusercncasensucnses 18--34 -
18.1.8 Finance Department (FD)......................... T T 18-- 38 -
18.1.10 Regulation and Supervision Department (RSD) .........ccccccocvuniiininenes 18--42 -
18.1.11 Insurance Department (ID)........cccccooiimmmminnieecieeecccene 18--55 -
18.1.12 Corporate Communications Section (CCS).....cccecvsmsismsssreecsseocssasesonses 18-- 62 -
19 YOUR RIGHTS & OBLIGATIONS AS A SERVICE USER........cconiniiiinenee 19-- 67 -
20 Your Rights as.a Setvice LISET ........cowmmmmsnonnessisssisisssinsmssmsssssassssssssassnsasnssesassrssiass 20-- 67 -
21 Your Obligations a8 a SErvice LISEE . cmmmsmmmsmummsamnsmrmsmmmmssssamasmsvissssasy 21-- 67 -
22 P- 101 24 2 SRR PP ——— 22-- 68 -
23 Sample Feedbatk FOIMIE cauwssmummmmssmsmsmmsmmns oo ooessssssorssmsmrss comss 23-- 68 -

2
We are committed to providing quality services to both our internal and external customers by
meeting and exceeding their expectations and needs



LIST OF ACRONYMS

[list out all acronyms used in this document in alphabetical order. Some examples have been
provided] ' '

BD Banking Department
CBL Central Bank of Liberia
GOL Government of Liberia
SDC Service Delivery Charter
HRMD Human Resource Management Department
PSD Payment Systems Department
DFS Development Finance Section
LD Legal Department
FMD Financial Markets Department
GSSD General Support Services Department
FD Finance Department
RPPD Research, Policy & Planning Department
RSD Regulation and Supervision
RI Retail Investors
I Institutional Investors
SDC Service Delivery Charter
EMT Executive Management Team
EG Executive Governor
DGO Deputy Governor for Operations
DGEP Deputy Governor for Economic Policy
NGO Non Govermental Organization
CSO Civil Society Organization
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FOREWARD

Dear Customers,

We are pleased to present the Service Delivery Charter (SDC) of the Central Bank of Liberia
(CBL) for the medium term 2025-2027. The SDC serves as a guide to the public, outlining the
quantity, quality, and conditions of services we provide. It also informs you of your rights and the
channels available for reporting concerns and getting feedback.

Through this Charter, we reaffirm our commitment to delivering services at the highest possible
standards. We will make every effort to ensure its effective implementation and continuously strive
to enhance service quality. Your feedback is invaluable in helping to us to improve these
standards, ultimately the broader economy.

Recognizing that quality service delivery is only possible with a motivated and professional
workforce, the CBL remains committed to investing in staff development and training on a
consistent basis. By clearly defining our commitments, we aim to match our service quality with
the needs of those we serve.

We appreciate your continued support as we embark on the implementation of this Service
Delivery Charter and look forward to serving you better.

amol
Executive Governor
Central Bank of Liberia
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1 INTRODUCTION

2 Background

The CBL serves as the monetary arm of the Government of Liberia (GOL), with primary mandate
to achieve and maintain price stability in the Liberian economy. Additionally, the CBL is
responsible for fostering and maintaining a stable financial system while supporting the
government’s broader economic policy objectives, in keeping with its monetary policy mandate.

This Service Delivery Charter (SDC) represents a social contract, commitment and agreement
between the CBL and citizens of Liberia. It outlines the CBL’s services and responsibilities,
ensuring continuously improvements in performance and services quality. The Charter is designed
to enhance and fast-track service delivery, ultimately contributing to the better of the economy.

Furthermore, the SDC empowers service beneficiaries by providing clear expectations regarding
the CBL’s commitments and serves as a foundation for engagement between the CBL and the
public, fostering transparency, accountability, and efficiency in service delivery.

3 Rationale

This SDC seeks to guide the delivery of quality services to the economy, ensure efficient utilization
of limited resources and enhance timely monetary and financial services provision in the economy.
The Charter outlines the CBL’s service offering, the eligibility criteria for accessing them and
serves as a benchmark for assessing the CBL’s performance in alignment with its mandate.

The SDC enables the CBL to:

e Define the services offered by the Bank to the economy

e Outline the service standards that underpin the services offered

e Take inventory of its commitments in addressing both general and specific financial and
monetary policy needs of the economy.

4 Objectives

The general objective of this SDC is to establish clear service commitments and enhance the
relationship between the CBL and economic agents in the domestic economy. This Charter serves
as a guiding framework for delivering high-quality, accessible, and responsive services.

~ Specifically, the objectives are to:

1. Enhance Service Delivery Culture: Foster a culture of high standards and responsiveness
within the CBL, ensuring that that the services of the Bank are delivered effectively, efficiently,
and professionally.

..2. Clarify Roles and Responsibilities: Define the responsibilities of both the CBL and service
users, helping to set clear expectations and promoting accountability on both sides.
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3. Promote Accountability and Transparency: Strengthen accountability by openly stating
service standards of the Bank, timelines, and processes, and by providing mechanisms for
feedback and redress when standards are not met.

4. Encourage Continuous Improvement: Establish a foundation for ongoing improvements to
service quality, informed by feedback of economic agents and periodic reviews of the Bank’s
performance.

5. Strengthen Public Confidence: Build and maintain public confidence in the CBL by
demonstrating commitment to service excellence and addressing public needs with integrity
and fairness.

6. Support National Development Goals: Align the Bank’s monetary policy with the broader
goals for national development of the domestic economy.

7. Combat Corruption and Promote Ethical Standards: Reinforce ethical standards in the
CBL’s service delivery, uphold standards for credible monetary policy and regulation of the
financial sector, and promote fair and equitable implementation of the Bank’s mandate.

This SDC serves as a framework to achieve these objectives, ensuring that the CBL operates with
transparency, reliability, and strong focus on monetary policy and financial sector-driven service
delivery. ' '

5 Scope of Application

This SDC applies to all departments, offices, and staff members of the CBL. It serves asa guiding
framework for ensuring that all personnel consistently deliver high-quality financial and monetary
services to the economy in alignment with the standards and commitments outlined in this
document.

Specifically, this Charter covers:
1. All Service Locations:

o This includes the central office, regional cash hubs, and any sub-national offices
providing services on behalf of the CBL.

2. All Service Personnel:

o The SDC applies to all staff, from frontline service providers to senior management,
who interact with the public or contribute to service delivery.

3. All Public Services Provided by the Institution:

o Each service offered by the CBL falls under the standards and commitments
described in this Charter. It defines expected service levels, timelines, and customer
care practices for all public-facing services.
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4. Interactions with All Service Users:

o The Charter governs the Bank's interactions with all economic agents, including
citizens, businesses, and organizations that seek or utilize services from the CBL.

This Charter establishes a unified approach to service delivery across all levels and locations of
the CBL, ensuring that every economic agent receives the same high standard of service, regardless
of location or point of contact.

6 Who We Are

The CBL is a key institution within the Government of Liberia, dedicated to providing essential
monetary and financial services to the economy. Our mission is to promote an efficient and
resilient monetary and financial system that supports a stable macroeconomic environment
conducive for inclusive economic growth, and the sustainable development of Liberia.

The CBL has functional independence, operational autonomy, power and exclusive authority to:

8
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formulate and implement monetary policy;

issue Liberian dollar banknotes and coins subject to legislative approval as enshrined in
article 34d(i) of the constitution. Legislative approval shall, however, be given once every
two years to reduce the level of publicity around the printing and issuance of Liberian dollars
and give the bank more independence; '

administer the currency laws and regulate the supply of Liberian Dollar;

determine an appropriate foreign exchange regime;

formulate and implement the exchange rate policy;

act as fiscal agent for the Government;

administer and enforces the New Financial Institutions Act of 1999 or its successor
legislation.

license, regulate, monitor and supervise and resolve bank and non-bank financial
institutions, as well as other specialized-deposit taking institutions;

collect and produce statistics relative to its functions;

hold and manage the foreign exchange reserves of Liberia, including gold;

advise the Government on financial and economic matters;

conduct foreign exchange operations;

promote a safe, sound, and efficient payment system and provide supervision over payment
service providers as further specified in relevant laws and regulations;

adopt and implement the regulatory framework for securities exchange as further specified
in relevant laws and regulations;

adopt and implement the regulatory framework for insurance companies as further specified
in relevant laws and regulations, in so far, the CBL is the regulator for insurance companies.

formulate and coordinate macro-prudential policy and supervision; and

collaborate with the relevant agencies of government responsible for enforcing anti-money
laundering, counter financing of terrorism and proliferation of weapons of mass destruction
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laws with regard to bank and non-bank financial institutions as well as non-bank financial
services institutions.

The Vision of the CBL is to become a Central Bank of Excellence leveraging technological
innovation to promote macroeconomic and financial stability.

The Mission of the CBL is to promote an efficient and resilient financial system that supports a
stable monetary environment conducive for investment and sustainable development of Liberia.

7 Values

Our core values are:

o Integrity: Exhibiting honesty and upholding integrity in the discharge of our mandate
with strong oversight and zero tolerance for questionable dealings;

o Fairness: Treating everyone impartially, offering unbiased and consistent assistance,
and ensuring equal access to resources and tools;

o Innovation: Promoting creativity in all we do, applying unorthodox strategies to bring
effective solutions to current and future economic challenges;

o Transparency: openness in all dealings, interactions, and decision-making. The
implication of transparency is that all CBL’s actions are scrupulous enough to withstand
public scrutiny and engender confidence;

o Teamwork: Getting employees to cooperate, using individual’s innovation and
creativity, and providing constructive feedback, despite any personal disagreement
between individuals. Embracing a diversity of views and talents to promote productivity
and efficiency;

o Inclusiveness: Focusing on values that empower open-mindedness, promoting healthy
conflict, valuing new perspectives, and avoiding judgmental attitudes. Cultivating a
culture that fosters an environment with values and respects to all individuals; and

o Efficiency: Optimizing the many processes and systems within the CBL to maximize
productivity, while also minimizing costs and reducing errors in its service delivery.

8 Our Clients

The CBL is committed to serving a wide range of economic agents who rely on our services for
various needs. Our Clients include:
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1. Commercial Banks in Liberia

o All commercial banks, regardless of ownership, who seek services provided by the
CBL.

2. Residents and non-Citizens

o Individuals residing in Liberia who may require access to certain public services
offered by the CBL.

3. Government Entities

o Other nationals, regional, and local government agencies, ministries, and commissions
that collaborate with or depend on our services for public administration and
governance.

4. Businesses and Private Sector Organizations

o Non-Bank Financial institutions, companies, non-profits, and other private sector
entities that engage with the CBL for permits, licenses, compliance, or other services
including regulatory services.

5. Development Partners and International Organizations

o International organizations, NGOs, and development partners working with the GOL
that are dependent on the CBL’s services and information for project planning,
implementation, and policy support.

6. Civil Society Organizations (CSOs)

o Advocacy groups, community organizations, and other CSOs that partner with or
engage with the CBL to support transparency, accountability, and citizen rights.

OUR COMMITMENT TO YOU

The CBL is dedicated to offer high-quality, efficient, and transparent monetary and financial
services to all clients of the CBL. The Bank is committed to upholding the following standards to
ensure that every interaction is productive, respectful, and responsive to CBL’s needs.

9 Service Guarantee
Our service guarantee ensures that the CBL will:

o Listen and Respond to Your Needs: Actively listen to your questions, concerns, and
feedback, and respond promptly.

o Provide Friendly and Professional Service: Approach every interaction with courtesy,
professionalism, and a focus on helping you achieve your goals.

10
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e Deliver Accurate and Timely Services: Strive for precision in all services provided and
adhere to published timelines, minimizing delays whenever possible.

o Ensure Confidentiality: Safeguard your personal information and handle all inquiries with
the utmost respect for privacy.

10 Service Standards

The CBL upholds specific standards of service excellence to ensure that the Bank’s commitments
are met consistently. These standards include:

o Timely Responses: -
o Answer phone calls within three rings.
o Respond to emails and written inquiries within five business days.

o Acknowledge receipt of complaints within 48 hours and provide updates throughout
the resolution process.

e Professional Conduct:
o Treat every customer with respect, fairness, and dignity.
o Offer clear, accurate information, avoiding technical jargon to ensure understanding.

o Adhere to best practices in customer service, including follow-ups to confirm
satisfaction.

e Accessibility and Inclusivity:

o Make services available to all its clients, including provisions for individuals with
disabilities or special needs.

o Provide information through multiple channels (e.g., online, in person, by phone) to
ensure accessibility for all.

e Commitment to Continuous Improvement:

o Regularly review our performance against established standards and adjust services
based on customer feedback and new best practices.

o Conduct periodic assessments and seek client’s input to refine and improve our services
over time.

The CBL’s commitment to the public is a promise of quality and reliability. You are to hold the
Bank accountable to these standards and to share your experiences so that it continues to improve
and serve you better.
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11 Feedback and Complaints Mechanism

The CBL values your feedback and is committed to promptly and effectively addressing concern
(s). Our feedback and complaints mechanism are designed to ensure every citizen has a voice in
“improving the Bank’s services. The CBL welcomes both positive feedback and constructive
criticism to help its Management continuously enhance the quality of services.

12 Providing Feedback

The Bank encourages you to share your experiences with its personnels, whether positive or
negative, so that we may understand your needs and expectations better. You can provide feedback
through the following channels:

o In-Person: Visit any CBL office, where a representative can assist you in submitting feedback.

e Online Form: Access the CBL’s online feedback form on the website https://cbl.org.Ir/ to
submit your comments, suggestions, or experiences at your convenience.

e Email: Send us an email at any of the addresses contained in this document and we will
acknowledge receipt within 48 hours.

o Suggestion Boxes: Use suggestion boxes available at all of the Bank’s service locations to
submit anonymous feedback. :
13 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.

13.1.1 How to File a Complaint:

o By Phone: Call us at any of the departmental phone numbers provided in this service
delivery document to speak directly with a representative who will document your
complaint and assist you with next steps.

e Written Complaint: Submit a written complaint by mail or at our service counters,
addressed to the head of the specific department for redress.

o Complaint Form: Access and fill out the CBL’s online complaint form on our website at
Home | Central Bank of Liberia

13.1.2 Complaint Handling Process:
1. Acknowledgment: The Bank will acknowledge receipt of your complaint within 48 hours.

2. Investigation: Your complaint will be assigned to the relevant department for handling.
You:will be contacted if additional information is needed.
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3. Resolution: The Bank’s aim is to resolve complaints within 21 working days as at the date
of the official receipt of the complaint. If a resolution requires more time, the CBL will
provide you with regular updates.

4. 'Follow-up: After resolution, CBL may follow up with you to ensure satisfaction and
receive any additional feedback.

14 Escalation Process

If you are not satisfied with the initial resolution, you may request an escalation to higher
authorities within the CBL. The Bank is committed to addressing escalated complaints with
diligence to ensure a fair outcome.

15 Confidentiality and Anti-Retaliation

The CBL has endeavoured to 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. The Bank
is committed to creating a safe environment for citizens to voice their concerns.

This feedback and complaints mechanism enables the CBL to hear from you, respond effectively,
and improve our services continuously. The Bank values your input and provides the best possible
service to the public. . i

16 Where We Are Located

The CBL is committed to providing accessible services to all citizens, with multiple locations to
serve the public effectively. Below are the main locations, contact information, and operating
hours where our services can be accessed.
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PHONE
NUMBER FOR
EMERGENCY

CALL

-CENTRAL PHYSICAL CONTACT CONTACT

DEPARTMENTS LOCATION PHONE EMAIL

Ashmun & 0886521463 jdgaye@cbl.org.Ir
Lynch Streets

Water Street,
UN Drive

Gbarnga, 0886552160 erufus@cbl.org.Ir 0777262222
Bong County

Voinjama, 0776630178 mkoryon@cbl.org.Ir

Lofa

Fish Town,
River Gee
County

KEY CONTACT ADDRESSES AT REGIONAL LEVEL

Regional office at 0777262222 erufus@cblorglr 0886552160
- Gbarnga '

Regional office at 0776630178 mkoryon@cbl.org.Ir

- Voinjama '
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17 Overview of our Services

The CBL provides a range of services to meet the needs of the public. This section outlines the
specific services we offer, including eligibility requirements, timelines, and contact information

for each department.
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19 YOUR RIGHTS & OBLIGATIONS AS A SERVICE USER

20 Your Rights as a Service User

As a service user, you have the following rights:

Right to Quality Service: Receive efficient, timely, and respectful service in all
interactions.

Right to Information: Access clear information regarding services, requirements, and

- timelines.

Right to Privacy: Have your personal data handled with confidentiality and in
accordance with data protection laws.

Right to Redress: Lodge complaints and receive appropriate and timely responses to
resolve issues.

21 Your Obligations as a Service User

To help the CBL to serve you better, we ask that you:

Provide Accurate Information: Ensure that all documentation and information
submitted are complete and accurate.

Respect Service Protocols: Follow the established procedures for each service to
facilitate smooth processing.

Maintain Courtesy: Treat staff members with respect and patience, as we are
committed to helping you.
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22 ANNEXES

23 Sample Feedback Form:

[CENTRAL BANK OF LIBERIA]
Republic of Liberia
Customer Service Feedback Form

The CBL attaches value to your feedback with the commitment of improving its services.
Please use this form to share your experience with the CBL. Your comments help the CBL to
serve you better.

Name:

Date of Service:

Service Department:

Feedback/Comments:

Suggestions for
Improvement:

Contact Information
(optional for follow-up):

23-- 68 -
We are committed to providing quality services to both our internal and external customers by
_ meeting and exceeding their expectations and needs
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