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From: Secretary for Public Service Affairs

To:  Supervising Officers in Charge of Ministries/Departments

Review of Financial Management Manual

As you are aware, five Task Forces were set up in August 2001 in order fo
assist this Ministry in the Civil Service Reform initiatives under way. In this context,
the Task Force on Firiancial Management has set up five sub-committees to look
info specific issues, including the raviewing of the Financial Management Manual
[FMM). '

2. The Financial Secretary had issued a circular letter (Ref. MFC/ 1/43) dated
7 lanuary 2003 to Accounting Officers inviting their views and suggestions on
those parts of the FMM which need to be updated or reviewed. It has been
reporied to the Ministry that very few responses have been received so far.

3. You will no doubt appreciate that there is an urgent need to re-visit some
of the existing provisions in the finance and stores legislation and procedures, as
reflected in the FMM, fo bring them in line with praciices based on financial

accountability and financial integrity so as to respond to the needs of a dynamic

Public Service for better efficiency and effectiveness.

4. Since the Sub-Committee responsible for the updating of the FMM is
finalising its recommendations, it would be appreciated if your suggestions, if
any, on the reforms to be brought to the financial management system could be
submitied to the Administrative Reforms Unit of the Minisiry of Civil Service Affairs
and Administrative Reforms, 7% Floor, New Government Cenfre, Port Louis, by

Monday, 30 June 2003.
Q\./

(D.P. Ruhee)
Secretary for Public Service Affairs

Copy to:
Secretary to Cabinet & Head of the Civil Service
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Adminisirative Relforms Unit, 7~ Floor, New Govemment Cenlre, Port Louts, Tel. (230)201 1434, (230) 201 3485
Fox (230} 212 9528, E-maiimcsa-ar@mail.gov.mu
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. Introduction

The purpose of these guidelines Is to provide information to Ministries and Departments on the
Counter Service Awards Scheme in the Public Sector. It outiines the application procedure,
submission of entries and reporting format, . selection and evaluation, assessment criteria,
adjudication process and the award structure,

2. Rationale for Awards

One of the reform Projects mentioned in the Ministry's Action Plan 2001-2003 “Towards the
Modernization of the Public Service" is the introduction of an Annual Counter Service Awards
Scheme. The primary aim of the award is to recognize the achievement of Ministrieleepartments in
providing effective customer service through counter services and to further promote a customer-
focused culture in the Public Service.

Such awards, will encourage Mi:islrfeleeparhnents to provide quality, efficient and cost-effective
cuslomer services. These awards would be given to Ministries/ Departments which have undertaken
improvement efforts and have excelled in customer service. All Ministrieleepanments, irrespective
of their staff size and nature of services, can compete for the Award,

There will be one Award for the Police Department and one for the Health Sector to recognize
inprovements in the two most visible departments in the public eyes. )

3. Objective of the Awards

The main objectives of giving the *Public Sector Counter Service Awards® are -

* To promote a quality service and customer-focused culture in the Public Service

« To publicize and recognize the achievements of Ministries/Departments in the pursuit of
excellent customer service

* To provide a high level of public recognition and Support for public sector institutions to improve
performance

* To further motivate Ministries/Departments and their staff to strive for continuous improvements
in serving the community

* To foster healthy competition leading to the improvement of the quality of service rendered by
public sector organisations.

4. Assessment Criteria

and Cost Effectiveness focusing on key indicators/atiributes pertaining to customer focus, leadership
and team spirit, process management, system improvement, innovation and application of information

technolagy, productivity and the effective use of resources. All entries will be assessed according to
the following detailed criteria:




1E Sele-ctlofl’ ) Examples of Indicators - Weighiage Weightage as
Criteria » . per Sub- per Self-
Criteria | Assessment
(B) PROCESS MANAGEMENT
Efficiency WEIGHTAGE: 100%
Process Management
= Efficient and accurate service delivery with user- 15%
friendly procedures
» Upkegping performance pledges and pursuing 15%
continuous improvement
System Improvement
* Work process/systems re-engineered to achieve 15%
greater efficiency and to reduce process time
Innovation and Application of Information
.|Technology ) :
» New technology applied to work process to 10%
achieve higher productivity and to add value for | *
customers.
< Application of innovative ideas to bring 15%
improvement in the delivery of service
Productivity
e Measures to increase productivity. 30%
(C) Cost— WEIGHTAGE: 100%
Effectiveness
« Effective use of resources to enhance service 60%
output while maintaining satisfactory standard of
service N
7t ‘|* - Savings achieved-throughrservice rg="> =" ~[="440% '
engineering process and other measures without
A affecting the quality and efficiency of service
Total Weightage: 500%

5. Allocation of Score

Total assessment criteria will carry 500 points as the full score. Apart from the M_in}slry'sl
Department's current achievement on the above three criteria, improvements made by Ministries/
Departments in the last two years will also be recognized in calculating the score.

6. Awards

A total ofé pﬁies will bé'given as follows- : - i
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‘Details of ‘Assesémen; Criteria

Selection
Criteria ~

Examples of Indicators

Weightage Weightage as
per Sub- | per Self- .
Assessment

Criterla

(I) . CUSTOMER FOCUS AND

(i) LEADERSHIP AND TEAM SPIRIT
TOTAL WEIGHTAGE: 300%

" |[Customer.focus (200 %)

Facilities for customers (Proper notice boards/
directional signs, enquiry counters, clean and
well-ventilated waiting area, suggestion box,
counter opening at specified times and
availability of appropriate forms,

guidelines/pamphlets regarding service).

Effective system to understand customers
expectations and to obtain customer feedback

Measures/new services to address customer
needs :

Customer Satisfaction on the services provided

Positive step to turn customers
requests/complaints into opportunities for
improvement

Setting services standards for delivery through
customer charters

Leadership and Team Spirit {100%)

Strong leadership in encouraging teamwork and
motivating staff to improve service delivery

Clear departmental strategies on service

enhancement

High team spirit

Staff with high morale, strong satisfaction and
active involvement in improving customer
service

Effective communication channels on service
enhancement policy of within the department

Priority in provision of training and developrient
of staff 4

Promotion of 2 good image of the
Ministry/Department and Public Services.

3

Establishment of good public relatighs with™ -
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40%

30%
30%
40%
30%
30%
10%
10%
15%

10%
10%

10%

20% i
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- ~customers, general publi¢ and media, . ... -:




. caui winning Ministry/Department will receive a trophy and a cash allocation of the following
value to be credited to the respeclive Ministries/Depariments Staff Welfare Fund Account.

;, . Awards Value of Cash Allocation
Grand prize - Excellent Counter Service Award Rs 100,000
Award under each assessment criterion (3 x 30,000) Rs 90,000
Best Public Image Award (3 x 30,000) Rs 90,000
Award o the Police Force Rs 50,000
Award to the Haalth Sector Rs 50,000
TOTAL _ : - _Rs 380,000 _

participating Ministries/Departments will be awarded a certificate in recognition of their efforts in
ieving quality customer service and making a submission for entry to the Awards Scheme.

. Evaluation of submissions and Assessment Visits

A team will be appointed to conduct site assessment and interview visits to all participating
Ministries/Departments with the findings submitted to a screening panel comprising a
representalive of the Ministry of Civil Service Affairs and Administrative Reforms, the
Mauritian Quality Institute Representatives and Representatives from the unions The

The Report will then be forwarded to the Grand Jury.
Public Voting :
Members of the public will be invited to participate in the selection of winning departments.

The Public will also be allowed to vote through telephone hotline; this process will be
managed by the Mauritian Quality Institute (MQl),

STAGE TWO

# adjudicaling panel acling as the Grand Jury will select the Ministry/Department of each group
mning the overall grand prize. The composition of the Adjudicating Panel will be as follows:

Chairman: - Secretary for Public Service Aﬁalrs'
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