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FOREWORD 

Since 1975 , the Management and Training Services Division of the Commonwealth 
Secretariat, an d it s predecesso r th e Managemen t Developmen t Programme , hav e 
been providing extensive assistance to Commonwealth governments confronting the 
challenge o f securin g administrativ e an d manageria l improvement s i n th e publi c 
sector. Th e Division's analyses of major trends and opportunities for public sector 
reform are complemented by its tailored consultancy and training packages designed 
in response to national an d regional needs . 

The curren t widesprea d debat e concernin g th e manageria l an d structura l option s 
which will best fit the public service for the challenges of the next century touches 
the ver y centr e o f th e question s concernin g th e rol e an d responsibilitie s o f th e 
governments o f the future . 

The structure and processes of the overall public sector, that area of national socia l 
and economi c lif e whic h i s directl y answerabl e t o government , ar e significan t i n 
two ways . The y serv e t o deliver , o r t o fai l t o deliver , th e polic y objective s o f 
government, an d they serve as a marker which government unavoidably set s down 
concerning accountabilit y an d transparenc y i n nationa l affairs , an d th e lega l an d 
constitutional framework  fo r development . 

As the range of structural options and accountability relationships utilised within the 
public secto r increases , th e complexit y an d diversit y o f tha t secto r ar e growing . 
Assessing the strategic options for the public sector requires a clear understandin g 
of th e manageria l alternative s an d th e actua l an d potentia l capacitie s o f the cor e 
public service . I  believ e tha t thi s publication , an d it s companio n volumes , i s a 
significant contributio n toward s tha t understanding . 

The Public Service  Country  Profile  Series  ha s grow n ou t o f a  large r publicatio n 
series examinin g curren t goo d practice s an d ne w development s i n publi c servic e 
management. A  pan-Commonwealth exper t working group met i n Kuala Lumpur 
in earl y 199 3 t o discus s th e possibl e developmen t o f a  polic y guid e fo r senio r 
officials, highlightin g th e ke y principle s underpinnin g recen t manageria l 
developments within the public service. Thi s ground-breaking workshop developed 
the framework  fo r The  Commonwealth  Portfolio,  a  distillatio n an d analysi s o f 
innovations an d bes t practice s i n publi c servic e managemen t from  acros s th e 
Commonwealth. 

The Commonwealth  Portfolio  i s bein g publishe d i n loose-lea f forma t fo r eas y 
updating, an d it s 6 5 entrie s wil l cove r th e majo r area s o f chang e withi n publi c 
service management . 
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I am particularly pleased to note that in constructing the Portfolio the expert editors 
and compiler s hav e been determine d t o ensur e it s relevance to the real challenge s 
faced b y senio r official s an d managers . T o ensur e that the principles i t identifie s 
are firmly grounde d in real experiences and genuine achievements within the public 
service, member government s acros s the Commonwealth wer e approached to take 
part i n a  unique mapping exercise , identifying th e actual change s which had bee n 
made in some key areas of public service management. Tha t so many governments 
unhesitatingly agreed is a tribute to the spirit of co-operation and to the strength of 
professional network s within the public service s o f Commonwealth countries . 

The Public Service  Country  Profile  Series  set s ou t th e result s o f tha t mappin g 
exercise, countr y b y country , t o provid e a n unprecedente d insigh t int o th e rea l 
managerial an d structura l change s underwa y i n th e publi c service . I n providin g 
some firm ground on which those public servants, both elected and appointed, who 
are faced with the challenge of public service reform ca n stand while assessing the 
options available,  th e Countr y Profil e Serie s mark s a  mileston e i n th e debat e 
concerning the management o f the public service . Realit y i s informing rhetori c at 
last. 

Dr Mohan Kau l 
Director 
Management an d Trainin g Service s Divisio n 
Commonwealth Secretaria t 
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INTRODUCTION 

Edited extract s fro m a  speech b y Senato r th e Honourabl e Gordo n Draper , 
Minister in the Office of the Prime Minister, during the debate on the National 
Budget o n 29 January 1992 . 

As w e implemen t an d institut e mechanism s an d measure s whic h will  ensur e a n 
efficient an d effective publi c sector we are not alone. Similar programmes are under 
way i n th e privat e sector . Bot h arm s ar e movin g forwar d togethe r fo r th e 
development o f ou r society . 

The vision fo r a n effective an d efficient publi c servic e is driven by a commitment 
to reforming th e public service i n consultation wit h the public secto r trade unions 
so as to ensure greater responsiveness to the needs of citizens , an improved quality 
of service, speedier delivery of services, greater efficiency i n revenue collection and 
elimination o f archai c system s whic h resul t i n wastage  o f financia l an d huma n 
resources an d greate r accountability . I n short , ou r visio n o f a  publi c servic e i s 
client-oriented, results-oriente d an d als o on e whic h wil l allo w fo r reward s fo r 
performance. 

Many effort s hav e been made i n the past to reform th e public servic e in Trinida d 
and Tobago , an d on e question tha t may b e asked is : "Why i s this differen t ? " I n 
1964, a  commission unde r J . O'Nei l Lewi s was established to report o n the Rol e 
and Status of the Public Service in the age of Independence. Tha t was followed i n 
1973 b y a  Repor t o n a  Future s Researc h semina r whic h pu t forwar d a  cas e fo r 
reform o f th e administrativ e system s i n Trinida d an d Tobago . I n 1975 , a n 
Administrative Improvemen t Programm e Repor t wa s submitted b y a  UN projec t 
team. I n 1981 , a  committe e o f permanen t secretarie s pu t forwar d thei r ow n 
proposals for improvemen t an d efficiency i n the public service. Betwee n 198 4 and 
1986, a  Publi c Servic e Revie w Tas k Force , chaire d b y Reginal d Dumas , wa s 
established and between 198 8 and 1991 , an Administrative Reform Tas k Force was 
in place i n this country . 

Significantly, th e tas k whic h ha s bee n entruste d t o m y Ministr y i s no t t o mak e 
recommendations fo r refor m bu t t o implement  reform . Ou r ow n experience s i n 
Trinidad and Tobago, and experiences in other parts of the world, indicate that one 
of the fundamental stumblin g block s to implementin g publi c service reform i s the 
lack o f politica l will . I n Trinida d an d Tobago , tha t politica l will  i s now present . 

We need t o note however tha t reforming th e publi c servic e i s a  Herculean effort . 
Administrative chang e need s t o b e manage d ver y carefully . W e nee d t o tak e 
account o f the actua l element s whic h w e wish t o change , bu t a s importantly , w e 
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need t o tak e accoun t o f th e proces s w e us e t o brin g abou t tha t change . S o tha t 
process, to my mind, i s as importan t a s content i n this approac h t o implementin g 
public servic e reform . 

First, t o dea l wit h som e o f th e element s o f content , le t m e identif y som e o f th e 
common thread s that have run through al l those attempts a t administrative refor m 
to whic h I  hav e referre d above . Ther e ar e a  numbe r o f issue s whic h hav e kep t 
surfacing agai n an d again : 

the need fo r u s i n the publi c servic e to revie w th e syste m o f laws , rule s 
and procedures whic h regulat e processes fo r publi c administration ; 

the system o f planning, both nationa l an d sectoral ; 

the system of financial administration, including budgeting, accounting and 
financial control ; 

the whole are a of accountability ; 

the system of human resource management, including recruitment, training, 
industrial relations , salar y an d wage administration ; 

the syste m o f human resourc e development ; 

the management systems ; 

the system s fo r tendering , procuremen t an d suppl y o f resource s i n th e 
public service ; 

• th e system s fo r record s management ; an d 

the system s fo r providin g accommodation , equipmen t an d supplies . 

In short , th e documentatio n an d plans  whic h w e hav e develope d i n recen t year s 
have articulate d clearl y the issue s which nee d to be dealt wit h i n any programm e 
of publi c servic e reform . Thes e for m th e basi s o f ou r ow n approac h t o 
implementing reforms . 

If we are to bring about change, we have to build a  climate of collaboration. Tha t 
spirit an d that climat e o f consensua l decision-makin g an d collaboration for m th e 
centrepiece o f ou r implementatio n o f publi c servic e reform . Indeed , thi s 
Government, a s we took up office, started on the basis that we needed to understand 
how th e publi c servic e worke d becaus e on e o f th e impediment s t o rea l publi c 
service reform an d change has to do with the approach and attitude of government 
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ministers t o the publi c service ; the failur e o f government minister s t o understan d 
their relationships wit h permanen t secretarie s an d the public service ; the concern s 
and confusion s tha t aris e a s w e attemp t t o understan d th e meanin g o f ou r 
Constitution which talks about the minister as manager and the permanent secretar y 
as supervisor . I t i s ou r contentio n therefore , tha t publi c servic e refor m 
fundamentally involve s a  clarification o f that relationship . 

All governmen t ministers , befor e takin g u p office , spen t tim e i n training . A 
significant par t of that training has ensured that all of us understand the relationship 
between ministeria l offic e an d publi c servic e office . I n developin g tha t spiri t o f 
consensual decision-makin g an d collaboration , on e o f the three training day s was 
shared with permanent secretarie s and heads of department i n the public service as 
well as with the trade unions. Thi s is how the implementation o f reform ha s begun. 

Let me now turn fo r a  while to some of the elements o f reform itself , and some of 
the guideline s whic h w e wil l us e t o implemen t tha t reform . Le t m e star t b y 
focusing o n some very broad reform guideline s which will underpin much o f what 
we d o a s w e implemen t reform . I f w e reflec t o n th e publi c service , a  lo t o f th e 
public servic e wor k ha s t o d o wit h th e processin g o f information , therefore , th e 
capacity o f th e publi c servic e t o process  informatio n competentl y an d speedil y 
becomes a  central part of its activity. We also recognise that the development o f an 
efficient an d effectiv e publi c servic e wil l necessitat e th e us e o f cost-effectiv e 
technologies an d we propose to embar k o n activitie s whic h woul d lea d to that . 

I hav e alread y allude d t o th e notio n o f client-orientation . Al l publi c servic e 
departments an d ministries hav e a  client base. On e o f the key tasks o f the publi c 
service, therefore, i s to identify clearl y the needs of those client bases and to work 
towards developin g th e good s an d service s t o satisf y thos e needs . Tha t clien t 
orientation, th e thinkin g tha t goe s int o that , th e trainin g tha t goe s int o that , th e 
management processe s tha t wil l mak e tha t com e aliv e will  als o becom e a  centra l 
part o f the implementatio n o f reform . 

We recognise that the public service als o has to become more proactive. A  critical 
component, therefore , o f the implementatio n o f ou r refor m wil l b e the insistenc e 
on the development o f strategic plans in all ministries and, indeed, we have already 
heard from  contributor s tha t ministrie s ar e well unde r way to the development o f 
those plans . 

The issu e o f accountabilit y ha s als o continue d t o b e on e whic h ha s threa d itsel f 
through al l previous attempt s t o talk abou t publi c servic e reform. W e are totally 
committed t o putting i n place the mechanisms an d systems which wil l ensure real 
accountability. Trainin g has also been talked about, and one in which we will have 
much t o sa y an d much t o d o a s part o f the implementatio n efforts . 
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Let m e now , i n elaboratin g o n these , begin t o sketc h wha t ar e some o f the area s 
which we shall be implementing over the next five years. Ther e are no quick fixes. 
The strategi c planning t o which I  referred an d which will  becom e a  key plan k i n 
our implementatio n efforts , wil l allo w al l ministrie s t o loo k ove r th e nex t five 
years, t o articulat e clearl y wha t th e objectives an d targets are . Mor e than this , i t 
will giv e al l o f u s i n thi s House , a s wel l a s the nationa l community , yardstick s 
against whic h w e can measure th e performance o f ministries an d departments . I t 
will also be a vital starting poin t fo r u s eventually t o roll down to a  reform o f the 
system o f performanc e appraisa l i n the publi c servic e because w e woul d the n b e 
able to lin k ver y directl y th e performanc e o f individua l publi c servant s with th e 
requirements of their departments in the ministries. I t cannot happen in a vacuum. 
It has to be systematically planned. 

A strategi c pla n i s no t a  document . Whil e a  documen t form s par t o f it , I  wil l 
contend that the process that we use to get to that document i s as important a s the 
document itself . Becaus e we need plans within our ministries fo r whic h everyon e 
in those ministries can take ownership. I f people in the ministries and departments 
have t o ow n th e plans , they  hav e t o b e involve d i n th e proces s o f planning . A 
significant par t o f ou r implementin g publi c servic e refor m therefor e wil l cal l o n 
public servants across the board to be involved in the process of strategic planning 
so that, a t the end of the day , thei r plans wil l be their  plans and we can move on 
to implementing them . I t would als o allow us , on a n annual basi s i n this House , 
to ask for and to receive reports on the performance o f individual ministries . That , 
I submit , woul d b e one critica l elemen t o f accountability . 

One o f th e element s o f ou r refor m activit y concern s managemen t informatio n 
systems. I  will spea k abou t som e particula r application s w e are introducing . 

One o f th e difficultie s i n managin g th e publi c servic e ha s t o d o wit h tracin g 
correspondence and matters which come into ministries. W e have therefore already 
instructed the National Information Syste m Centre to implement, through the public 
service, a  computerised registr y system. I t will allow us to respond more speedil y 
to requests , queries , letters , etc . which com e int o ministries fro m member s o f the 
public. I n othe r words , client-orientatio n suggest s a  nee d fo r a  mor e speed y 
response t o request s an d letter s whic h com e in . Th e issu e o f managemen t 
information system s wil l becom e a  critical par t o f our implementatio n efforts . 

One of the concerns which has also been voiced from tim e to time about the public 
service has to do with its capacity to plan, manage and analyse projects, particularly 
relatively large projects. W e intend therefore to focus significant training resources 
on all elements o f the project managemen t segment , which will  mean that we will 
develop within ministrie s a  greater capacit y t o identif y projects , t o apprais e the m 
and to manage them. Par t of this programme will also involve the development o f 
a manua l an d operatin g procedure s relatin g t o project s whic h wil l permi t u s t o 
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manage project-relate d activity , fundin g an d s o on , i n a  more effectiv e an d more 
efficient way . 

The issu e o f accountabilit y i s critical i n the task o f implementin g reform . Ther e 
is a n accountabilit y cycle , which include s th e budgetar y process , th e system s fo r 
identifying project s t o go into the budget, an d the controls which ar e put i n place. 
We recognise tha t ther e need s to b e a  review o f these element s i n the budgetar y 
cycle. Som e elements o f these have already been clearly identified an d articulate d 
in othe r reports . 

I wis h t o spea k briefl y o n tw o o f thos e elements . Th e firs t ha s t o d o wit h th e 
whole syste m an d process o f interna l auditing , because the internal audi t functio n 
must b e seen a s one o f the fundamenta l element s o f contro l withi n organisations . 
A recen t comprehensiv e repor t b y the Audito r Genera l assesse s the interna l audi t 
function i n the public service. Th e report points to the absence of clear guidelines, 
standards and procedures fo r interna l auditing; to the absence of audit manuals; t o 
the fac t tha t ofte n audi t plans  do not cover al l areas o f operations; to the fac t tha t 
financial budget s wer e a t time s non-existent , resultin g i n a n absenc e o f financia l 
control. I t speaks to the fact tha t job specification s wer e not always available . I t 
speaks t o th e fac t tha t trainin g programme s wer e lackin g an d tha t ther e wer e 
lengthy delay s i n replying to audi t queries . 

Again, th e finding s an d the recommendation s find  thei r wa y ver y easil y int o ou r 
discussions relating to implementing reform. Improvin g the internal audit functio n 
would certainl y significantl y impac t o n the process o f accountability . 

The Governmen t i s als o committe d t o institutionalisin g i n th e publi c servic e a 
system o f comprehensive auditin g or value for money auditing . I n thinking abou t 
the us e o f resource s i n th e publi c service , an d indee d outsid e publi c service , w e 
need t o be concerne d wit h ho w wel l thes e resources hav e been use d wit h respec t 
to efficiency , econom y an d effectiveness . I t i s vital therefore tha t we spen d tim e 
and effor t i n enquiring from time to time how wel l we are doing across , not onl y 
our financia l resources , bu t al l othe r resources . Th e Audito r General' s report s 
examine interna l audi t an d informatio n systems . I t i s ou r vie w tha t al l o f th e 
measures, procedure s an d suppor t necessar y t o institutionalis e comprehensiv e 
auditing mus t b e i n plac e i n the publi c service , an d indee d wil l b e a  part o f ou r 
own implementatio n effor t fo r publi c servic e reform . 

I turn now to a range of activities which may be subsumed under the broad heading 
of "human resource management an d human resource development" which are also 
central element s of the implementation o f our reform effort s i n the public service. 
We wil l revie w an d develo p ne w approache s an d system s fo r th e trainin g an d 
development o f all categories of staff i n publi c service. W e will, in the short-term 
pay particula r attentio n t o trainin g i n the area s o f budget  managemen t an d inter -

5 



personal relationship s fo r thos e person s wh o ar e i n contac t wit h th e public . W e 
recognise tha t w e need t o have more meaningfu l acces s to technica l assistanc e i n 
the are a o f trainin g an d t o utilis e i n a  mor e meaningfu l wa y th e effort s an d 
approaches o f internationa l agencie s t o th e trainin g o f publi c servants . W e als o 
recognise the need to work with other agencies . W e look forward t o collaboratin g 
with the University of the West Indies and other training institutions, as we develop 
a ne w thrus t an d approac h t o th e tas k o f trainin g an d developin g ou r publi c 
servants. W e recognise that a s our environment ha s changed s o the requirement s 
of an d demand s o n ou r publi c servant s hav e changed . Unles s w e implemen t 
measures to ensure that they continue to be equal to the task then they will be seen 
as unable to satisf y som e o f the demand s o f our society . 

In thi s contex t I  woul d lik e t o not e als o th e importanc e o f compute r literacy . 
Computer trainin g will  b e on e o f th e cornerston e element s o f publi c servic e 
training. 

Accommodation come s under the umbrella o f "human resourc e management" an d 
we are acutely awar e that the physical environmen t i s one of the critical element s 
which wil l determin e level s o f productivity an d efficiency i n public service . W e 
therefore inten d to address the issues relating to the standards and design o f offic e 
accommodation fo r th e public service . 

Drug abus e i n ou r societ y i s a  concer n an d w e propos e t o implemen t acros s th e 
public service, systems of employee-assistance programmes which will allow public 
servants to have access to counselling an d treatment, no t only fo r dru g abuse , but 
for an y othe r issue s which ma y be impacting o n their performance . 

One o f th e element s whic h impact s o n performanc e an d efficienc y i n th e publi c 
service has to do with the range of laws and regulations which seem to engulf the 
public service . Thes e law s and regulations need to be changed s o that they ar e in 
line with a  modern, efficien t an d productive publi c service . Thi s year , therefore , 
we will be bringing a number of revised regulations and bills relating to the public 
service in all it s areas - civi l service , prisons, police, fire -  geare d to ensuring that 
we no w hav e i n plac e a  lega l framewor k whic h wil l facilitat e th e efficien t an d 
effective managemen t o f our public service . 

We als o hav e t o trea t th e issu e o f performanc e appraisa l i n th e publi c service . 
While w e ar e awar e tha t th e existin g syste m i n plac e fo r appraisa l i n th e publi c 
service could be used better than i t has been, we are also acutely aware of the fac t 
that moder n huma n resourc e managemen t principle s dictat e a  revisio n an d a n 
implementation o f new approache s t o performance appraisals . 

We intend to begin the implementation o f new approaches to performance appraisa l 
in the public service . Again , both the design and implementation will  be done on 
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the basi s o f collaboratio n an d consultation  wit h th e publi c servic e unions . W e 
recognise tha t th e implementatio n o f ne w performanc e appraisa l system s will 
require change s i n behaviou r an d a n acceptanc e o n th e par t o f publi c servic e 
managers an d supervisor s tha t a  fundamental par t o f performance appraisa l ha s to 
do with counsellin g t o bring abou t change s i n behaviour i n public servants . W e 
propose therefore t o design an d embark o n a  range of training activities  geare d to 
ensuring a clear understanding of the new forms an d approaches and the role which 
performance appraisa l must play in the overall management o f the human resource . 

A surve y carrie d ou t i n 198 5 on the public service sough t to determine th e exten t 
to which publi c servant s were aware o f what had gone int o their appraisa l forms . 
It was discovered tha t almos t ninety pe r cent of public servants were not awar e of 
what had been put on their forms. Thi s i s clearly counter-productive and is not the 
kind o f activit y whic h wil l lea d t o hig h level s o f productivit y an d efficiency . 
Feedback on performance i s a critical element of human resource management. Th e 
new forms , therefore , an d the training associate d wit h the m will  ensur e that kin d 
of situatio n wil l n o longe r exist . 

We ar e als o painfull y awar e tha t on e o f th e constraint s unde r whic h th e publi c 
service currently operates is a classification syste m that goes back to the 1960s . We 
recognise that a review of the classification syste m of the public service will clearly 
take mor e tha n on e year . I n fact , ou r initia l estimate s sugges t tha t i t wil l tak e 
somewhere i n the region o f two years . W e propose however t o begin the process 
because, a s I  have allude d t o earlier , th e environmen t ha s changed an d the natur e 
of publi c servic e jobs ha s changed . I n som e case s piecemea l effort s hav e bee n 
made to review the classification syste m but the time has now come for a wholesale 
revision o f that system . Par t o f our implementation o f reform wil l lea d us in that 
direction. 

We are also awar e that when we think abou t the public service , we need a t times 
to be more mindfu l o f elements relating to cost and cost recovery. A s part o f our 
implementation o f refor m therefore , w e will  b e lookin g a t th e publi c servic e i n 
terms o f cos t centre s an d seek , wher e possible , a  mor e meaningfu l retur n fo r 
services delivered by the public service. Wher e services are provided to the public 
at large , includin g th e privat e sector , insufficien t attentio n ha s bee n pai d t o th e 
costing o f thes e service s i n relatio n t o th e rea l cos t o f providin g them . I n th e 
context o f some o f our discussions on revenue, we need to examine some o f these 
activities an d we propose to d o so . 

One o f th e element s o f th e publi c servic e whic h i s unde r pressur e i s collectiv e 
bargaining machinery , an d w e propose t o implemen t mechanism s t o improv e th e 
industrial relation s climate , reduc e th e numbe r o f grievance s whic h arise , an d 
generally allo w for a  more harmonious relationship to exist between public service 
workers. 
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The objective s o f a  revised joint consultativ e machiner y ar e threefold : 

to mee t th e nee d fo r a  systemati c channe l o f communicatio n betwee n 
management an d staff ; 

to provide fo r th e participation o f staf f i n management decision-making , 
within specifie d limits ; and 

to se t u p a  grievanc e procedur e fo r th e discussio n o f case s wher e a 
recognised associatio n wishe s to make representations . 

In short , mechanism s fo r consultatio n an d th e developmen t o f a  climat e withi n 
which th e partie s wh o wor k i n the publi c servic e coul d mee t an d trea t wit h eac h 
other i n a  non-threatening, non-alienatin g way . 

We propos e t o ensur e th e establishmen t o f joint consultativ e committee s i n al l 
ministries o f public service . 

What I  hav e outline d provides , I  hope , a n indicatio n o f th e rang e o f area s an d 
issues which the implementatio n o f reform wil l take into account . I  would stres s 
that we are no longer at the stage where we are writing and submitting reports , we 
are a t the stage of implementin g them . 

We are confident that not only will we implement, but that having implemented, we 
will deliver  to the public of Trinidad an d Tobago a n efficient an d effective publi c 
service that , togethe r wit h th e private  sector , ca n facilitat e an d foste r economi c 
growth - a  public service which al l of us will lov e and of which we can be proud. 
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1.1 Ensurin g non-discriminatio n i n employment practice s 

There i s n o legislatio n tha t deal s specificall y wit h non-discriminatio n i n 
employment practices . However , th e curren t legislatio n fo r th e public servic e a s 
embodied i n the Public Servic e Commission' s regulation s attempt s t o ensur e tha t 
appointments t o th e publi c servic e ar e mad e i n a n equitabl e manne r throug h 
selection "o n the basis o f written competitiv e examination s an d interviews" . 

The Huma n Resourc e Philosoph y an d Polic y Framewor k state s unequivocall y a s 
follows: 

"Given th e Government' s belie f tha t it s human resource s ar e the key element s i n 
the goal achievement process, the Public Service Organisation must at all times seek 
to attrac t an d retain person s o f the highes t calibr e regardless o f class , creed, race , 
sex, colour , marita l status , ag e or politica l affiliation . I t mus t therefor e establis h 
and maintain recruitment , selectio n and placement procedures that promote equity , 
fairplay, justic e an d consistency. " 
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1.2 Enhancin g managemen t trainin g an d developmen t 

The thrust o f Publi c Service Reform initiative s i n respect o f training o f manager s 
is to develo p a  cadre of managers i n the public service capable of managing i n an 
environment tha t will  deman d from  the m a n entrepreneuria l spiri t an d a  greate r 
degree o f autonomy . 

Two level s o f training an d orientation ar e undertaken : 

(i) trainin g fo r ne w Permanen t Secretarie s an d thos e abou t t o tak e u p thi s 
position was initiate d i n 1992 ; 

(ii) trainin g for middl e managers i n the Civil and Protective Service s was re-
designed an d strengthene d a t that time. 

A separate entry provide s detail s o f customer servic e training (se e 3.3) . 

The contex t fo r chang e 

The ne w visio n fo r th e public servic e see s i t a s an organisation tha t amon g othe r 
things: 

demonstrates a  sense o f caring fo r it s members an d it s clients ; 

is client-driven ; 

produces prompt results ; 

is results-oriented ; 

provides fo r th e growth an d developmen t o f it s members; 

is highly flexible  an d adaptabl e to a  changing externa l 
environment. 

This new vision is synonymous with the new thrust of the Government to transform 
Trinidad an d Tobag o int o a  more "efficient , market-oriente d an d internationall y 
competitive economy" . 

The publi c servic e ha s bee n largel y perceive d b y th e publi c a s a n overweigh t 
bureaucracy unresponsiv e t o the need s o f it s clients , while the interna l vie w wa s 
that th e publi c servic e ha s been generall y uncarin g o f it s staf f an d thei r workin g 
conditions, growth and development. I n this scenario, i t was imperative that some 
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mechanisms b e pu t i n plac e t o dea l wit h bot h interna l an d externa l perceptions . 
Training wa s see n a s one suc h initiative . 

Implementing chang e 

The Publi c Servic e Trainin g Committee  wa s establishe d i n 199 2 t o rationalis e 
training effort s bein g undertaken throughou t th e public service . 

This Committee : 

(i) consider s trainin g programme s submitte d b y ministries / 
departments/statutory authoritie s fo r course s o f study o f any duration ; 

(ii) submit s proposal s t o Cabine t fo r it s approva l regardin g suc h courses . 

Training for Permanent Secretarie s is typically conducted over four weeks, totalling 
50 contac t hours . Th e cours e conten t cover s self-management , includin g stres s 
management; transitio n an d chang e managemen t i n larg e comple x organisations ; 
financial management ; strategi c management ; an d huma n resourc e management , 
balancing people , systems , an d technology . 

At middl e managemen t level , programme s ar e extende d ove r severa l week s an d 
total som e 40 0 contac t hours . Th e conten t i s extende d t o includ e a  huma n 
interaction laboratory , huma n resourc e management , an d developmen t an d 
implementation o f a  change management project . 

Within the firs t yea r o f training i t i s anticipated tha t this training programme wil l 
lead to : 

the implementatio n o f a  chang e managemen t projec t i n th e respectiv e 
ministries an d departments ; an d 

a grou p o f traine d middl e manager s fro m who m Permanen t Secretarie s 
could b e chosen . 

Within two years this training will produce improvements i n the strategic planning 
process, as indicated by the development o f implementable annua l plans providing 
a benchmark fo r th e assessmen t o f the achievement s o f the ministry/department . 
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1.3 Achievin g a  mission orientatio n 

Retreats and change teams have been majo r element s in the process of developing 
"buy-in" b y al l th e stakeholder s i n the proces s o f chang e developmen t an d mor e 
particularly i n respect o f developing a  mission an d vision fo r th e organisation . 

The proces s i s intende d t o solici t th e view s an d idea s o f al l level s o f staf f i n 
ministries an d departments , wit h a  vie w t o developin g a  missio n an d objective s 
shaped b y staff who would therefore be likel y to have a vested interes t in putting 
them int o operation . 

The contex t fo r chang e 

In a  bureaucracy i n which th e styl e o f communication i s generally top-down , th e 
involvement o f junior leve l staff i n shaping the organisation may be frightening t o 
managers. Thi s fear needs to be managed both at the stage of the retreat and in the 
stages tha t follo w sinc e i t ma y b e exhibited b y non-implementatio n o f the grou p 
decisions -  behaviou r whic h ma y sabotag e the effectiveness o f the process. 

Implementing chang e 

In an effor t t o involv e rank an d file  employees i n the strategi c planning exercise , 
retreats wer e hel d fo r entir e ministrie s an d departments . A t thes e retreats , 
employees wer e encourage d t o vision fo r thei r organisations . 

Ministries wer e introduce d t o the ide a o f retreats  by holding information-sharin g 
sessions. A t thes e sessions , staf f wer e sensitise d abou t th e change s tha t wer e 
envisaged fo r th e publi c servic e an d wer e provide d wit h th e opportunit y t o as k 
questions, see k clarificatio n an d expres s fear s an d concern s abou t th e chang e 
process. The y were also informed abou t the approach that was being used to evolve 
a mission statemen t fo r thei r ministries/departments . 

The first retreats were held in February 1992 , and by November 199 4 some 31,000 
public servant s ha d participated . Thereafter , team s wer e se t u p t o collat e th e 
findings/suggestions o f each group an d to synthesis e the various inputs . 

The proces s lead s to: 

a statement o f vision fo r th e ministry/department ; 
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a mission statement ; 

strategic objective s an d strategie s fo r acheivin g those objectives ; 

staff buy-i n t o the mission/vision o f the organisation . 

It als o contribute s t o th e establishmen t o f change  teams.  A  chang e tea m i s a 
standing committee i n a ministry/department heade d by the Permanent Secretar y or 
head o f departmen t an d comprise s electe d member s o f every job family . 

The chang e tea m i s an agen t o f empowermen t o f employee s i n the ministry . It s 
purpose i s to: 

(i) identif y item s t o b e place d o n th e agend a fo r reform , relativ e t o th e 
ministry/department achievin g it s mission an d objectives ; an d 

(ii) t o facilitate the development and constant review of the ministry's strategic 
plan. 
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1.4 Improvin g recruitmen t an d retentio n practice s 

The Governmen t o f Trinida d an d Tobag o intend s t o creat e a  ne w organisatio n 
structure fo r th e overal l directio n an d contro l o f huma n resourc e managemen t 
(HRM). Thi s structure will include the decentralisation o f the HRM function wit h 
the aim, inte r alia , o f improvin g th e recruitment o f staff . 

The contex t o f chang e 

The recruitmen t proces s i s centralise d i n th e offic e o f th e Directo r o f Publi c 
Administration. Recruitmen t ha s bee n generi c an d thus , ha s ofte n le d t o 
inappropriate personnel being assigned to ministries. Decentralisatio n o f the HRM 
function wil l hel p manager s t o mak e mor e effectiv e huma n resourc e decisions , 
including o n the issu e o f recruitment . 

Implementing chang e 

A Tas k Forc e wa s establishe d i n 199 2 t o rationalis e th e HR M functio n an d th e 
central HR M agencies and to establish HR M Units i n ministries. Th e Task Forc e 
made proposal s t o Cabine t i n 1994 . 

It i s anticipate d tha t th e ne w HR M organisatio n structur e wil l b e establishe d b y 
December 1995 . 

This ne w HR M organisatio n structur e wil l lea d to: 

(i) mor e effectiv e recruitmen t practices ; 

(ii) mor e effectiv e managemen t o f human resources ; and 

(iii) a  more effectiv e matc h betwee n employe e skill , experience , training an d 
jobs. 
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1.5 Utilisin g performance appraisa l 

A new syste m o f performance appraisa l was introduce d to the public servic e on a 
pilot basi s i n the Ministr y o f Agriculture . Th e feature s o f the new syste m are : 

(i) th e establishmen t o f performanc e standard s a t th e star t o f th e appraisa l 
process; 

(ii) a  process o f continuou s monitoring , appraisa l an d feedback , designe d t o 
guide the employe e durin g the appraisa l process ; and 

(iii) join t completio n o f the appraisa l for m b y superviso r an d employee . 

A series of training sessions is under way to facilitate the understanding of the new 
system, th e performanc e managemen t concept s whic h guid e it , th e relevan t 
procedures, an d t o hel p department s i n developin g departmenta l objective s an d 
standards a s a  precurso r t o identifyin g individua l objective s an d standard s o f 
performance. I t should b e noted that th e syste m wa s demonstrated an d discusse d 
at the leve l o f the Cabinet . 

The contex t fo r chang e 

The existing system of performance appraisa l does not by and large take cognisance 
of the developmen t o f employees . Successiv e reports ove r the las t 3 0 years have 
pointed t o th e nee d t o revie w th e syste m i n orde r t o brin g i t mor e i n lin e wit h 
current HR M principles . Th e new syste m respond s to this need . 

Implementing chang e 

A pilot programme has been tested in the Ministry of Agriculture, Land and Marine 
Resources. Th e result s ar e bein g evaluate d fo r implementatio n acros s th e wide r 
public service . 

Training programme s t o orient managers an d their staff to the new system an d the 
procedures ar e being undertaken . 

It is estimated that the system will be in operation in all ministries and departments 
by 1995 . I t will  lea d to: 
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established standard s o f performanc e fo r job s throughou t th e publi c 
service; 

greater efficienc y a s indicated b y highe r processin g capacity ; 

more effectiv e system s throug h whic h t o reward efficien t performance . 

The syste m wil l b e monitored an d evaluated . 

Supporting materia l 

Performance Appraisa l Manua l 
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1.6 Utilisin g performanc e incentive s 

In keepin g wit h th e ne w performanc e managemen t thrust , annua l meri t increase s 
will b e tied t o performanc e standard s a s described i n 1.5 . Thes e wil l commenc e 
once the new syste m o f appraisa l i s introduced . 

The contex t fo r chang e 

Prior t o 1987 , ther e wa s a n almos t automati c annua l increas e i n salar y o n th e 
anniversary o f th e employee' s appointmen t t o th e publi c servic e calle d a n 
increment. Person s who attained standard performance an d above were eligible for 
increments. Ther e was , an d continue s t o be , a  predispositio n b y supervisor s t o 
mark everyon e i n the middle o f the grading  scale . I n consequence , by an d large , 
there has been no recognition o r reward fo r excellenc e i n performance and , a t the 
level o f th e Servic e Commission s wher e th e fina l decisio n i s mad e regardin g 
promotion, the only distinguishing criteria is seniority. I t is not surprising therefore 
that ther e ha s no t alway s bee n a  matc h betwee n perso n an d job , particularl y a t 
management level . 

The Medium-Term Policy Framework (MTPF) 1994-199 6 makes explicit the policy 
direction o f the Governmen t i n respect o f public servic e reform viz : 

"Improvement i n the administrative capacit y o f the public servic e i s an 
important elemen t i n the country' s proces s o f transformation t o a  more 
efficient, market-oriente d an d internationall y competitiv e economy. " 

This policy i s further expande d i n respect o f human resource s thus: 

"Human resourc e developmen t i s a  critical elemen t i n the effective an d 
efficient operation s o f the public service . I n this regard Governmen t 
will continu e to take the necessary step s to maximise thi s inheren t 
human resourc e potentia l throug h motivation , trainin g an d incentive -
based remuneration. " 

Implementing chang e 

The implementatio n o f a  ne w syste m o f performanc e appraisa l will  provid e a 
framework fo r the identification o f outstanding performance. Negotiation s with the 
unions regarding the reinstatement o f the performance meri t increase are under way 
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and a system is being developed with an anticipated commencement dat e of March 
1995. 



1.7 Improvin g huma n resourc e informatio n system s 

The Government o f Trindad an d Tobago i s assessing options for a  fully integrate d 
Human Resourc e Managemen t Informatio n Syste m whic h will  underpi n th e 
following functiona l areas : 

payroll; 

personnel administration ; 

industrial relations ; 

manpower plannin g an d development ; 

health an d safety . 

A pilot projec t i s under way a t the Ministry o f Finance, and aims to carry out the 
following: 

determine th e basic system design ; 

data capture ; 

data entry ; 

programming an d testing; 

system testing ; 

system implementation . 

The pilo t projec t will  b e evaluate d fo r wide r applicatio n b y Jun e 1995 . 
Implementation o f a n HRIS will  resul t in : 

quick acces s to human resourc e data ; 

more effectiv e huma n resourc e managemen t decisions , e.g . manpowe r 
planning an d development . 
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1.8 Improvin g work performanc e 

A particular initiativ e i n improving wor k performance : upgradin g 
accommodation 

The Office of the Prime Minister (Public Administration) has been actively engaged 
in upgrading accommodation fo r public servants throughout Trinidad and Tobago. 
A special budget allocation was made to address the numerous outstanding demands 
for improvement s t o the physical space s i n which publi c servant s wer e force d t o 
operate. 

In discussion s wit h th e Publi c Service s Association , i t wa s agree d tha t 
accommodation woul d b e a  priorit y refor m area . Th e belie f wa s held tha t th e 
existing working condition s were , in several cases , totally undesirabl e and in fac t 
acted a s demotivators t o staff performance . I t was thought tha t thi s was a means 
by which the morale of staff could be boosted, and the spin off effect wa s expected 
to be an increase in worker performance . 

This ongoin g proces s began i n 199 2 and involves fiv e steps : 

(i) discussion s wit h the Union -  agre e on areas of priority; 

(ii) prioritis e the list of offices t o be refurbished ; 

(iii) visi t office s t o get first han d accoun t o f the problems; 

(iv) engag e a  quasi-government organisatio n wit h a  track recor d fo r efficac y 
to carry out agreed repairs and in some instances relocation of offices; and 

(v) visi t offices afte r repairs or relocation has been completed to check curren t 
status and perceptions o f staff . 

It shoul d b e noted tha t visit s wer e mad e t o the offices no t only t o establis h th e 
existing workin g condition s an d the inadequacie s bu t also t o demonstrate t o the 
staff, particularl y thos e in outlying districts , an interest an d concern fo r them. 

Major repair s and relocation of all priority project s wer e completed withi n a  year. 

This programme ha s led to: 

more habitable accommodatio n fo r public servants ; 
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increased wor k morale ; an d 

improved wor k performance . 

A particula r initiativ e i n improvin g wor k performance : Rationalisatio n o f 
Temporary an d Actin g Arrangement s 

A programm e ha s bee n initiate d t o reduc e th e numbe r o f person s actin g i n o r 
holding temporar y post s i n vacan t posts . 

Many public officers ha d been either temporary o r acting in vacant posts for many 
years. Thi s was one of the first complaints addresse d to the Minister i n the Offic e 
of th e Prim e Ministe r a s on e o f th e factor s whic h heavil y influence d people' s 
motivation t o work . Thi s statu s -  temporar y o r actin g -  ha d bee n th e lo t o f 
individuals fo r a s man y a s te n years ; som e individual s wer e i n fac t clos e t o 
retirement. Ther e was consensus that it needed to be addressed as a pressing reform 
initiative. 

This programme has required close liaison with the Service Commissions in and has 
led to: 

the identificatio n o f the number o f staf f i n this position ; an d 

• th e identificatio n o f a  priority lis t fo r programm e implementation . 

A particula r initiativ e i n improving  wor k performance : Th e Employe e 
Assistance Programm e 

An Employee Assistance Programme (EAP) has been implemented, o n a pilot basis 
at the Ministr y o f Education . Th e programm e provide s professiona l counsellin g 
services to employee s an d thei r families . 

The establishmen t o f a n Employe e Assistanc e Programm e (EAP ) relate s t o th e 
understanding that employees have personal and work-related problems which may 
affect thei r performance o n the job which i n turn has a  cost to the employer . Th e 
EAP essentiall y provide s professiona l service s whic h ar e geared t o treating thes e 
problems and which aim to return the employee to full productivity and well being. 
The Ministry of Education, wit h som e initiation fro m th e Teachers' Union , agreed 
to test the programme a s the need fo r suc h a  programme seeme d most apparen t i n 
that Ministry . 
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The pilo t projec t commence d i n Octobe r 199 3 an d ful l implementatio n o f th e 
programme i n the Ministry o f Education was achieved by April 1994 . A n end-of-
year evaluatio n resulte d i n the decisio n t o introduc e the programme t o the res t o f 
the public service , beginning wit h th e Ministry o f National Security . 

It i s anticipated tha t th e programme will  lea d to: 

reduced absenteeis m rates , planned an d unplanned ; 

reduced us e of sic k leav e benefit ; 

reduced accident s and/o r damag e to equipment ; an d 

reduced diversion of supervisory time in treating the personal problems of 
employees. 
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2.1 Improvin g strategi c plannin g 

Ministries/departments hav e bee n encourage d t o emplo y moder n busines s 
management tool s t o improv e th e managemen t o f thei r operations . I n 1993 , al l 
ministries and departments wer e asked to develop five-year strategic plans outlining 
vision, cor e purpose, strategi c objectives , strategie s fo r achievin g thos e objective s 
and th e physical , huma n an d financia l resource s require d t o achiev e thes e 
objectives. Thes e agencies were further aske d to prepare yearly action plans which 
would infor m thei r annua l budgetar y estimates . Th e ministries/department s will 
then b e required t o repor t o n implementatio n o f their yearly actio n plans . 

The contex t fo r chang e 

The strategi c plannin g proces s i s a  useful too l whic h allow s agencies : 

to project themselves conceptually into a predetermined point in the future; 

• t o revie w an d asses s thei r mandates , programme s an d achievement s t o 
ensure consistenc y wit h governmen t policy ; 

• t o evaluat e an d improv e th e effectivenes s o f thei r administrativ e an d 
delivery system s i n executing governmen t policy ; an d 

to strengthe n thei r capabilitie s t o surviv e i n a  constantl y changin g 
environment. 

The suggeste d approac h require s th e commitmen t o f senio r managers . The y ar e 
being encourage d t o utilis e consultatio n an d consensu s t o ensur e tha t staf f fee l a 
sense of ownership and personal investment in shaping the future directions of their 
organisations. I n addition , manager s ar e bein g aske d t o organis e thei r wor k 
differently an d become more results-oriented . 

Implementing chang e 

The strategi c pla n o f a  ministry/departmen t mus t b e consisten t wit h th e polic y 
planning directions set by government and must be informed by the limitations and 
constraints tha t impac t o n th e administratio n an d executio n o f policy . 
Ministries/departments were given the following guidelines to prepare their strategic 
plans: 
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the Permanent Secretary/head of department is responsible for directing the 
strategic planning effort ; 

senior management should provide the forum and impetus for consultation, 
dialogue, communicatio n an d decision-making ; 

the broad  area s an d aspect s o f strategi c interes t shoul d b e identifie d an d 
articulated i n a  way that provides a  framework fo r th e strategi c plannin g 
process to begin ; 

record, document an d communicate results , decisions and action plans on 
an ongoing basis . 

A summary o f the step s involve d i n the strategi c planning proces s i s as follows : 

Appoint a  chang e team , representin g a  vertica l cu t o f th e 
ministry/department. Th e change team must be headed by the Permanent 
Secretary o r head o f department an d shoul d have union representation . 

Organise facilitate d workshop/ s fo r staf f to : 

- contemplat e th e ministry/department' s visio n an d core purpose ; 

- asses s an d analyse the impac t o f environmenta l factors ; 

- asses s and analyse the curren t realitie s an d futur e prospects ; 

- determin e stakeholders ; 

- develo p strategie s fo r th e plan . 

Appoint a  strategic planning team, whic h coul d b e the change team o r a 
specially appointe d team , t o prepar e th e strategi c pla n an d yearl y actio n 
plans. 

Ensure Ministe r i s included an d kept informe d o f developments . 

Communicate th e efforts/result s o f the Strategi c Plannin g Process , usin g 
the "roll down" approach. Th e change team should be instrumental i n that 
regard. 

Assign senio r managemen t wit h th e responsibilit y fo r implementin g 
relevant part s o f the plan . 
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Conduct continuou s an d systemati c evaluatio n o f plans by way of proper 
documentation o f achievements an d regula r staf f meeting s t o review an d 
evaluate performance. Thes e achievement s ar e to be reported quarterly t o 
Cabinet. 

Use the chang e team t o assis t the implementatio n effort . 

Costs depen d o n th e siz e o f the agenc y an d the exten t t o whic h th e proces s ma y 
have bee n facilitate d b y externa l consultants . Th e sourcin g o f externa l assistanc e 
and trainin g o f staf f i n the area s o f strategi c planning an d chang e management i s 
critical t o successfu l busines s planning . 

Anticipated benefit s o f this improve d strategi c planning syste m include: 

greater responsiveness  t o the needs o f clients ; 

• a n improve d qualit y o f service ; 

speedier deliver y o f services ; 

greater efficienc y i n operations ; 

greater efficienc y i n revenue collection ; 

elimination o f archai c system s whic h resul t i n wastag e o f financial  an d 
human resources ; 

greater accountability ; 

growth, developmen t an d job satisfactio n o f public servants . 

Supporting materia l 

(i) Missio n Statemen t o f the Cabine t Secretaria t 

(ii) Missio n Statemen t Ministr y o f Healt h an d a  Prototyp e fo r th e 
proposed Regiona l Healt h Authorit y 
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2.2 Improvin g productivit y 

The public service traditionally has been regarded as a mammoth organisatio n with 
low productivity. Worldwide , step s are being taken to re-organise an d restructur e 
public servic e operation s wit h a  view t o improvin g productivit y an d ultimatel y 
service delivery . I t i s expecte d tha t th e increase d delegatio n o f authorit y t o lin e 
managers will enable them to manage their agencies more effectively. I n addition, 
emphasis is being placed on the development of standards of work performance an d 
strengthening system s t o ensur e greate r productivity . A  mor e highl y productiv e 
public secto r will  enhance private  secto r operation s and will  consequentl y benefi t 
the entir e nation . 

A particular initiativ e i n improvin g productivity : th e establishmen t o f ne w 
human resourc e managemen t structure s 

The human resource function i n the public service is currently spread among several 
departments. Thi s situation does not allow for efficiency an d accountability i n the 
management, trainin g an d developmen t o f thi s resource . Th e ne w visio n i s t o 
decentralise an d streamlin e th e function s o f th e Centra l Huma n Resourc e 
Management Agencie s an d t o establis h Huma n Resourc e Managemen t Unit s i n 
ministries. Th e central agency will provide advisory/consultative service in Human 
Resource Managemen t t o th e lin e agencies ; formulat e policy ; an d perfor m a n 
auditing function . Lin e managers , through th e Human Resourc e Units , will  hav e 
increased responsibilit y t o perfor m huma n resourc e planning , performanc e 
management, recruitmen t an d appointmen t activities . 

A particular initiativ e i n improvin g productivity : computerisatio n 

A consultan t wa s engage d i n 199 3 t o develo p a  computerisatio n polic y fo r th e 
public service. Thi s project wa s part of an Institutional Strengthenin g Programm e 
to improv e governmen t effectivenes s i n th e are a o f Computerisatio n an d 
Management Services . Th e specifi c objective s o f this projec t ar e to: 

improve effectivenes s i n computerisation ; 

recommend standards ; 

plan fo r th e introductio n o f key application s i n the public service ; 

ensure skill s transfer . 
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- th e Computer-aided Transcriptio n Project ; 

- th e Suprem e Cour t Lega l Databas e an d Informatio n System ; 

- th e Registr y Computerisatio n Project . 

These project s ar e intende d t o reduc e delay s i n th e administratio n o f 
justice an d improv e th e delivery o f services . 

Computerisation i n th e Ministr y o f Plannin g an d Developmen t t o effec t 
management o f th e Publi c Secto r Investmen t Programm e an d improv e 
capability i n economic modellin g an d statistica l analysis . 

Implementation o f computerisation project s i n the Ministry o f Finance : 

- introductio n of the Human Resource Information Syste m (HRIS ) 
in al l divisions o f Ministry o f Finance, to provide a database fo r 
human resourc e inventory , establishmen t contro l an d 
compensation administration ; 

- computerisatio n o f th e Co-ordinatin g an d Monitorin g Uni t t o 
improve the financia l monitorin g syste m an d to computerise th e 
processing o f entry document s bot h fo r expor t an d import ; 

- computerisatio n of the Treasury Division t o enhance the financial 
management an d contro l function ; 

- computerisatio n o f the Inland Revenue Division to modernise the 
tax processin g system ; 

- introductio n o f th e Automate d System s Custom s Dat a Projec t 
(ASYCUDA) i n the Customs Division . 
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A polic y document i s being prepared agains t the background of an overall strateg y 
which emphasises the identification o f organisational vision and strategic objectives 
and the matching o f resources to strategic objectives. Specifi c projects , undertake n 
or planned, include : 

Bulk purchas e o f 7 3 computer s t o facilitat e th e introductio n o f PERSY S 
(Personnel Informatio n System ) an d the Registr y Informatio n Syste m i n 
ministries/departments. 

Computerisation o f the Judiciary/Magistracy. Th e following project s ar e 
in progress a t the Suprem e Court : 



Implementation o f computerisatio n project s i n th e Offic e o f th e Prim e 
Minister: 

- introductio n o f a Document Imag e Management Syste m (DIMS ) 
in th e Prim e Minister' s Secretaria t t o allo w multi-use r acces s 
simultaneous access to important informatio n an d effect compac t 
document storage; 

- computerisatio n o f the Centra l Statistica l Offic e t o enhanc e th e 
production of statistical and financial dat a and to computerise the 
processing o f entry document s fo r expor t an d import ; 

- introductio n o f a n Electroni c Mail/Record s Managemen t 
Information Syste m pilo t project linkin g divisions i n the Offic e 
of the Prime Minister, to enhance search and retrieval capabilities 
and allo w the electroni c transfer o f records. 

Computerisation i n the Transport Division t o modernise vehicle licensing 
operations. 

A comprehensiv e computerisatio n projec t includin g application s t o 
facilitate human resource management, rostering, management o f criminal 
records an d fleet  management i n the Trinidad an d Tobago Polic e Force . 

Computerisation o f th e Populatio n Registratio n Syste m t o improv e 
efficiency i n producin g birt h an d deat h certificates ; identificatio n o f 
eligibility fo r Nationa l Healt h Insurance ; an d t o establis h a  continuou s 
population register . 

A particular initiativ e i n improvin g productivity : Wor k Flo w Analysi s 

It is recognised that significant gain s in productivity cannot be achieved by simply 
computerising existin g operations.  I f ther e ar e inefficien t processe s i n thes e 
operations, automation alon e will no t correc t this problem. A  work flow analysi s 
needs t o b e undertaken . Suc h a n evaluatio n ha s bee n don e a t th e Immigratio n 
Division. Th e result s o f that stud y ar e yet to be implemented . 
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2.3 Selectin g appropriat e organisationa l structure s 

The organisationa l structur e o f ministries/department s an d thei r varyin g 
responsibilities fal l unde r th e purvie w o f th e Offic e o f th e Prim e Minister . Th e 
Prime Minister determines the functional differentiatio n o f ministries based on the 
administration's politica l mandate . Notwithstandin g this , ministries/department s 
have bee n aske d t o develo p strategi c plans  whic h will  identif y Visio n an d Cor e 
Purpose statement s an d clarif y thei r majo r function s an d su b functions . 

The recentl y introduce d strategi c plannin g proces s shoul d see k t o ensur e tha t 
programmes an d project s ar e consisten t wit h governmen t polic y directions . 
Ministries/departments shoul d then use the objectives i n their yearly Action Plan s 
to determin e thei r personne l establishment , wor k loa d an d syste m requirements. 

Most ministries/departments, although they have developed strategic plans, have not 
advanced th e proces s sufficientl y t o mak e informe d decision s concernin g 
organisational structure and size. Th e Ministries of Health and Education, however , 
have developed ne w top structure s bearin g i n mind thei r strategi c objectives . 

The contex t fo r chang e 

Most public service s are described a s being overstaffed . Administrativ e refor m i n 
Trinidad an d Tobag o ha s argue d tha t refor m i s no t abou t retrenchin g staf f 
arbitrarily, i n fac t carefu l analysi s ma y revea l tha t som e department s ar e 
understaffed o r no t suitabl y staffed . Th e strategi c plannin g proces s allow s 
ministries/departments t o matc h thei r strategi c objective s wit h thei r huma n 
resources, thereby ensurin g effectiv e utilisatio n o f that resource . 

Implementing chang e 

The mai n prerequisit e fo r thi s actio n i s th e developmen t o f a  strategi c pla n an d 
yearly actio n plans . The critica l elemen t i n this process i s consultation bot h with : 

the political directorat e to ensure consistency with political emphasis ; and 

staff, thereb y facilitatin g th e achievemen t o f bot h individua l an d 
organisational goals . 

Another measur e tha t will  enhanc e thi s actio n i s th e developmen t o f a  huma n 
resource informatio n system . Thi s will  provid e informatio n o n th e personne l 
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establishment regarding training and skills. Whe n an agency's work plan has been 
defined, th e informatio n system s enabl e decision s t o b e mad e a s t o th e huma n 
resources required t o implemen t th e plan . 

Supporting materia l 

(i) Ministr y o f Health -  Ol d Organisationa l Structur e 

(ii) Ministr y o f Health -  Ne w Organisationa l Structur e 

(iii) Toward s a  Health y Nation , prepare d fo r th e Ministr y o f Healt h b y 
Health &  Life Science s Partnershi p 
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2.4 Deregulation/re-regulatio n 

The economi c polic y o f th e Governmen t o f Trinida d an d Tobag o fo r th e perio d 
1994 to 199 6 has the followin g objectives : 

enhanced fisca l disciplin e supporte d b y complementar y monetar y an d 
financial policies ; 

reliance o n the private secto r fo r incrementa l investmen t an d growth ; 

promotion o f exports as the major sourc e of growth and employment; an d 

preservation o f the socia l fabric . 

The Government' s monetar y an d financia l refor m policie s an d it s trad e refor m 
policies have shifted awa y from a  strict regulatory functio n toward s the freeing up 
of controls. I n 1993 , the Government introduce d exchang e rate arrangements tha t 
involved the removal of exchange controls on both the current and capital accounts. 
The floating  o f th e dolla r i s linke d t o th e trad e liberalisatio n programm e whic h 
includes the followin g measures : 

removal o f almos t al l non-oi l manufacture d item s from  th e Impor t 
Negative List , wit h som e exceptions ; 

administration o f a  temporary protectiv e regim e o f impor t surcharge s o n 
those item s remove d from  th e Negative List ; 

introduction o f a  duty rebat e system ; 

phased reduction o f the Common Externa l Tarif f from  forty-fiv e pe r cent 
in 199 2 to twenty pe r cen t i n 1998 ; and 

the implementation o f the ASYCUDA (Automated System s Custom Dat a 
Project) syste m t o facilitat e th e processing o f both import s an d exports . 

In suppor t o f thes e efforts , th e function s o f developmenta l agencies , whic h fel l 
under the portfolio o f the Minister of Trade, Industry and Tourism (no w Trade and 
Industry), wer e rationalised . Th e Touris m Developmen t Authorit y (TDA) , th e 
Industrial Development Corporation (IDC) and the Trinidad and Tobago Free Zones 
Company (TTFZC ) wer e merge d int o on e agency , th e Touris m an d Industria l 
Development Compan y o f Trinidad an d Tobag o (TIDCO) . 
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The Government' s monetar y polic y i s influenced b y the need to: 

achieve stabl e non-inflationary growth ; 

strengthen th e externa l competitivenes s o f the domesti c economy ; an d 

improve the country' s leve l o f foreign reserves . 

Senior manager s o f publi c secto r agencie s nee d t o b e awar e o f thes e polic y 
objectives an d measures for the purposes o f organisational planning . Recognisin g 
the emphasi s bein g placed o n private secto r investmen t wit h a  view to generatin g 
increased employment , thes e agencie s nee d t o b e structure d t o facilitat e thi s 
investment. 

Another are a i n whic h th e Governmen t ha s change d it s approach t o regulatio n i s 
with respec t t o publi c utilities . Th e Governmen t ha s re-organise d th e Publi c 
Utilities Commission (PUC). Th e Commission's new focus will be the carrying out 
of performanc e audit s o f al l designate d publi c utilities . I t i s intende d tha t th e 
conduct o f these audit s will  infor m th e rate fixing proces s and , more importantly , 
evaluate whether service s ar e being provided efficientl y an d effectively . 

Regulation of public utilities is necessary because of market failure . I t i s therefore 
a substitute for competition an d consequently it s goals should be directed, as far as 
practicable, t o achievin g suc h result s tha t woul d normall y b e eviden t i n a  fre e 
market setting . Th e Government i s of the opinion that "regulatio n shoul d seek to 
ensure tha t publi c utilitie s ar e s o manage d tha t they  provid e adequat e an d saf e 
services in their market area to all customers on equal terms at 'just and reasonable' 
prices." 

Previously th e PUC was primarily concerne d wit h fixin g rate s fo r publi c utilities . 
This was done by conducting rate hearings and the mechanism use d was the Stric t 
Rate Base/Rate of Return. Thi s system provided littl e incentive for cos t reduction 
and efficienc y a s ther e wa s littl e o r n o rewar d fo r minimisin g costs . Th e ne w 
approach emphasise s th e undertakin g o f studie s i n econom y an d efficienc y an d 
utilises a  formul a approac h fo r settin g rates . Consequently , th e regulator y 
machinery wil l b e simple an d the time an d cos t o f rate hearings will  b e avoided . 
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2.5 Contractin g out of services 

Increasing emphasi s i s bein g place d o n servic e deliver y an d on e o f th e mean s 
identified fo r improvin g servic e deliver y i s th e contractin g ou t o f services . Th e 
Regional Health Authorities Act 1994 provides for the decentralisation of the Health 
Services. Th e Ministry of Health will no longer run health services directly. Thes e 
services wil l b e provide d b y five  Regiona l Healt h Authorities . Annua l servic e 
contracts will be negotiated with each region, specifying type and volume of service 
to be provided. Th e Ministry of Health will ensure that these services are provided 
efficiently an d effectivel y b y means o f end-of-yea r performanc e reviews . 

The contex t fo r chang e 

It i s recognised tha t the contracting ou t o f service s i s a measure whic h ca n ensur e 
that services are provided more effectively an d efficiently. Hig h costs, unreliability 
of supply and a lack of professionalism, a s is evident in the present in-house system 
of providing janitorial services , ar e among th e factor s whic h woul d influenc e th e 
decision o f a n agenc y manager t o contrac t ou t services . 

Implementing chang e 

Ministries/departments hav e been aske d to examin e the service s that they provid e 
in the context of their strategic objectives with a  view to identifying thos e services 
which shoul d b e discontinued . I n addition , i t ha s bee n indicate d tha t agencie s 
should apply the principles of activity-based costin g in determining the cost of the 
services they provide . I n the cal l circula r fo r th e 199 5 Estimates o f Expenditur e 
and Revenue , ministries/department s hav e bee n require d t o cos t a t leas t tw o 
programmes. Thi s measur e i s intende d t o strengthe n th e linkag e betwee n th e 
strategic plans and the budgetary estimates . However , i t will als o provide costing 
information whic h will  be useful i n determining whethe r a  service might b e more 
effectively provide d by an external agency. Service s already contracted out include: 

maintenance service s fo r ne w polic e station s (suc h service s ar e t o b e 
phased ou t i n al l police stations) ; 

security services at the Inland Revenue Division, the VAT Administration 
Office an d the Distric t Revenu e Offices ; 

security service s a t th e pos t office s an d mai l deliver y betwee n Piarc o 
Airport an d the Genera l Pos t Office . 
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The sequence o f activities i s as follows: 

(i) prepar e agency's strategi c plan; 

(ii) appl y the principles o f activity-based costing to the agency's operations; 

(iii) identif y thos e service s that can be contracted out, based on the agency' s 
strategic objectives an d cost informatio n data . 
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2.6 Redundanc y managemen t 

The contex t fo r chang e 

With the introduction o f new human resourc e management structure s in the public 
service, publi c secto r organisation s will  hav e increase d responsibilit y fo r thei r 
human resourc e managemen t functions , includin g huma n resourc e planning . 
Effective huma n resourc e plannin g wil l resul t i n strategie s fo r staffin g th e 
organisation. I n thos e instance s wher e surpluse s ar e identified , on e o f th e 
approaches ma y b e separatio n o f workers . Thi s proces s will  allo w fo r effectiv e 
planning an d implementatio n o f suc h measures . 

The followin g initiative s hav e resulted i n the separatio n o f workers: 

the rationalisatio n o f th e developmenta l agencie s whic h fel l unde r th e 
Ministry o f Trade , Industr y an d Tourism ; 

the re-organisation o f the Publi c Utilitie s Commissio n (referre d t o under 
Section 2.4) ; 

re-structuring a t the Public Service Transport Compan y (PSTC) , whereby 
the 1,50 0 workforc e wa s reduce d b y 84. 6 pe r cen t t o 23 0 b y wa y o f a n 
enhanced voluntar y separatio n package ; 

• earl y retiremen t an d voluntar y separatio n programme s fo r dail y pai d 
workers, whereb y a  total o f 26,00 0 worker s wa s reduced b y 1 5 per cen t 
to 22,000 . O f these , 4 0 pe r cen t too k earl y retiremen t an d 6 0 pe r cen t 
accepted voluntar y separatio n programmes . 

Implementing chang e 

Separation from  a n organisatio n i s traumati c bot h fo r th e individua l an d th e 
organisation. Prope r management o f separation exercises is important to minimise 
the traumatic effect s o n both parties . Essentia l element s o f suc h a n exercise are : 

communication t o counterac t suspicio n an d distrust ; 

keeping staff  informed  o f development s an d receivin g feedbac k o n th e 
proposed change s ca n infor m management' s strategie s fo r implementin g 
the changes ; 
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proper preparation  of  staff  fo r th e separatio n (bot h thos e wh o wil l b e 
leaving an d thos e wh o remain ) t o sho w concer n fo r employee s an d th e 
continued lif e o f the organisation . 

The key principles o f redundancy managemen t are : 

(i) Th e strategi c plannin g exercis e i s critica l fo r ensurin g organisationa l 
relevancy. Th e involvemen t o f th e politica l directorat e i n thi s proces s 
ensures consistenc y wit h polic y directions . 

(ii) Develo p strategie s t o ensur e communicatio n flows  ar e establishe d an d 
maintained throughou t th e transition . 

(iii) Develo p strategie s fo r dealin g wit h th e unions . Th e union s shoul d b e 
involved from  th e very beginning o f the process. 

(iv) Undertak e a  need s surve y o f thos e person s wh o wil l b e separate d t o 
determine th e mix o f programmes tha t shoul d be offered . 

(v) Conduc t separatio n workshop s fo r staf f whic h dea l with lettin g go of the 
past an d visionin g fo r self . Othe r programme s tha t shoul d b e offere d 
might include personal counselling; financial counselling ; training and re-
training; an d entrepreneuria l development . 

(vi) Prope r planning and preparation to ensure that severance benefits ar e paid 
on time. 

40 



2.7 Strengthenin g anti-corruption measure s 

Ethics an d accountabilit y ar e majo r issue s whic h nee d t o b e addresse d b y an y 
democratic government wishing to ensure the trust of its citizens in its stewardship. 
Consequently, th e creatio n o f a n environmen t whic h promote s integrit y i s o f 
paramount importanc e t o an y administration . 

The Servic e Commission s ar e responsible fo r disciplinar y procedure s an d in thi s 
regard ar e guided by the Servic e Regulations. I n the case of the Fire, Prisons and 
Police Services, the Regulations include a Code of Conduct. Th e Code of Conduct 
prohibits activities outside the service and the acceptance of gifts and rewards. Th e 
Code als o clearl y identifie s wha t ar e regarde d a s corrup t practices . Th e Civi l 
Service howeve r ha s n o Cod e o f Conduc t an d consequentl y th e interes t o f th e 
employer predominates and such acts of misconduct ar e regarded as a breach of the 
public servant' s implie d term s o f employment . I n addition , there i s the Integrit y 
in Public Lif e Ac t No. 8  of 198 7 which require s persons i n public lif e t o declar e 
their financia l affairs . Member s o f th e Hous e o f Representatives , Minister s o f 
Government, Parliamentar y Secretaries , Permanent Secretaries and Chief Technical 
Officers ar e required to file a  declaration o f income, asset s and liabilitie s annuall y 
with the Integrity Commission . I t should be noted that corruption i s also a breach 
of crimina l law . 

Notwithstanding th e legislativ e measure s outline d above , a  preventive measur e i s 
the creation of an organisational climate which produces members of high integrit y 
and professionalism an d contributes towards the development o f the ful l potentia l 
of th e member s o f th e organisation . Suc h a  climat e woul d greatl y reduc e th e 
incidence o f corruption . Th e Government , throug h it s Huma n Resourc e 
Management Philosoph y an d Policy Framework , ha s indicate d it s commitment t o 
the creatio n o f thi s typ e o f workin g environmen t throughou t th e publi c service . 
Top management ha s a critical role to play in the creation of such an environment . 
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2.8 Introducin g comprehensive audits 

The traditional role of auditing in Trinidad and Tobago, and indeed worldwide, has 
been the conduct of regularity audits, embracing all aspects of compliance with laws 
and regulation s an d o f financia l accountability . Mor e recentl y however , 
information i s also being sought on whether government activities are achieving the 
purpose fo r whic h the y wer e establishe d an d whethe r the y ar e doin g s o 
economically, efficientl y an d effectively . Consequently , auditor s ar e increasingl y 
being called upon to perform audit s that go beyond the traditional determination o f 
whether funds were spent in accordance with legal and financial requirements. Thi s 
new audit , sometime s calle d Performanc e Auditin g o r Comprehensiv e Auditing , 
seeks to determine whether monies were used in an economic manner and whether 
programme result s were achieved . 

The Auditor General's Department recognised the need for Comprehensive Auditing 
several years ago and introduced a limited form o f efficiency auditin g during 1972. 
Reports on these audits were included i n the Report of the Auditor Genera l on the 
accounts o f governmen t department s an d agencie s whic h wer e submitte d t o 
Parliament. A  further ste p was made i n 198 6 when the Departmen t establishe d a 
Comprehensive Auditin g Divisio n an d introduce d ful l comprehensiv e auditin g 
procedures i n it s wor k programme . T o date , eigh t suc h audit s hav e bee n 
undertaken. Th e strategi c plan o f the Auditor General' s Departmen t 199 3 - 199 7 
identifies increase d conduc t o f comprehensiv e audit s a s on e o f it s strategi c 
objectives. 

In additio n t o th e above , trainin g wa s undertake n i n th e are a o f managemen t 
auditing. I n 1993 , seventy persons were trained to conduct management audit s and 
eight wer e traine d a s trainers . Thi s programm e wa s par t o f a n Institutiona l 
Strengthening Programm e t o improv e th e Government' s effectivenes s i n the are a 
of Computerisation an d Management Services . Th e participants have conducted a 
practical assignmen t i n th e Judiciary/Magistrac y t o asses s tha t organisation' s 
administrative machinery . 

The contex t fo r chang e 

As indicate d previously , th e us e o f comprehensiv e auditin g i n th e publi c secto r 
enhances public accountability. I t gives the taxpayer the assurance that public fund s 
are being properly accounted fo r an d that programmes ar e being economically an d 
efficiently operated . I t is also a business management too l which seeks to appraise 
and improv e managemen t method s an d performance . I t assist s manager s b y 
providing them with an independent and systematic examination o f how well their 
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operations ar e bein g planned , conducte d an d controlled . I t identifie s majo r 
deficiencies i n managemen t practice s an d controls . Suc h a n audi t provide s 
recommendations o n ho w to achiev e bette r valu e fo r mone y i n the future . I t has 
been found that the close working relationship that comprehensive auditing requires 
between th e audito r an d the entity' s manager s an d staf f improve s communicatio n 
by helping top management t o understand bette r the organisation's operation s and 
provides lower management level s with a  useful channe l fo r communication t o the 
top. 

Implementing chang e 

Increased conduc t o f comprehensive auditin g i n the public service requires proper 
planning an d preparation . I t woul d b e impossibl e t o subjec t al l agencie s t o 
comprehensive auditin g annuall y becaus e o f limite d availabilit y o f qualifie d 
personnel and limited financial  and other resources. A  plan should be worked out 
whereby ove r a  given perio d o f time al l agencie s woul d be subjecte d t o this typ e 
of audit . Th e parliamentar y ter m i n Trinida d an d Tobag o i s normally five  year s 
and s o th e suggeste d tim e frame  i s five  years , thereb y ensurin g tha t al l entitie s 
would b e audite d a t leas t onc e i n a  parliamentary term . 

In scheduling the audits, the Auditor General's Department should take into account 
knowledge and experience gained from doing financial audits of the entities. Othe r 
criteria fo r determinin g priorit y woul d be : 

parliamentary concern ; 

public concer n a s expressed i n media comment ; 

potential fo r saving s o r improve d qualit y o f service ; and 

value an d significanc e o f programmes an d projects . 

Plans should be formulated bot h fo r the long-term (fiv e years), and the short-term, 
or curren t fiscal  year . Th e nex t ste p i s to identif y th e number , siz e an d mi x o f 
audit team s require d fo r th e curren t financia l year . I t mus t b e note d tha t 
comprehensive audit s ca n take on e to two years to complete . 

Throughout th e audit , emphasi s mus t b e place d o n co-operativ e effort s an d 
interaction betwee n clien t an d auditor . I n addition , th e establishmen t o f Audi t 
Advisory Committee s ar e essentia l fo r th e successfu l implementatio n o f 
comprehensive auditing , providin g a  sensitive an d strategi c steer . A  Committe e 
should be established fo r each comprehensive audi t an d its membership shoul d be 
knowledgeable i n the operations of the auditee and should include outside experts. 
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Since the Committees are to provide technical and policy advice to the audit team, 
it is important that they be involved at all stages of the audit, especially at specific 
control points. 

Contracting th e required skill s fro m outsid e th e Departmen t woul d addres s th e 
problem of limited availability of qualified personne l within government. 

The Auditor Genera l i s statutorily required to report annually on the accounts of 
departments, statutory boards and public enterprises. Som e change must take place 
to allow the Auditor General to undertake more comprehensive audits. Ther e is a 
need for legislatio n whic h would give the Auditor General' s Departmen t a  clear 
mandate to perform comprehensiv e audits . I n addition to legislative changes, the 
internal audit function i n ministries/departments need s to be strengthened. 

There i s som e difficult y i n determinin g satisfactor y level s o f managemen t 
performance; standards need to be established. However , initiatives in the areas of 
strategic plannin g an d performanc e managemen t wil l facilitat e thi s typ e o f 
evaluation. 
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2.9 Strengthenin g record s managemen t 

Records Managemen t i n the Public Servic e i s presently controlled an d managed 
manually. Th e present system provides the following functions : 

registration and indexing of records (letters, memos, reports, files etc.); 

cross referencing; 

tracking the physical movement o f records; and 

• retentio n and disposal scheduling. 

The National Information System s Centre (NISC) developed a software application 
which ca n perfor m som e o f th e function s outline d above . Thi s Registr y 
Information System (RIS) is limited in that it is designed for single user use. I t has 
been installed in twenty-six ministries/departments. 

The division s withi n th e Offic e o f th e Prim e Ministe r hav e bee n selecte d t o 
participate in a pilot introduction of an Electronic Mail and Records Management 
Information System . Suc h a system would, i n addition to th e above functions , 
provide increase d searc h an d retrieva l capabilitie s an d allo w fo r th e electroni c 
transfer o f records. 

The context fo r change 

Proper management an d control o f informatio n i s essential to facilitat e decisio n 
making a t al l level s o f a n organisation . Timelines s o f informatio n flow  an d 
retrieval will influence efficiency and effectiveness of the organisation. Informatio n 
is a resource and like any other organisational resource i t should be linked to the 
organisation's goal s an d objectives . Consequently , i n moving from a  manual 
record management system to an automated system, the organisation's information 
systems strategy must be informed b y its business strategy. 

Implementing chang e 

The following issues need to be addressed in determining a suitable application for 
information management : 
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What information doe s the organisation need to achieve its strategic goals 
and objective s ? 

How d o people need t o use informatio n t o do their wor k properl y ? 

How shoul d informatio n flow  insid e th e organisatio n an d betwee n th e 
organisation an d the outsid e world ? 

What ar e the organisation' s informatio n resource s ? 

Improvements i n strategi c records managemen t ar e planned whic h will : 

integrate th e managemen t o f documents , files  an d record s wit h th e 
management o f data processing and management o f information systems ; 

• streamlin e informatio n flow s withi n th e organisation ; an d 

encourage an d empower staf f t o upgrade their skill s i n handling recorde d 
information. 
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SECTION 3  IMPROVIN G TH E QUALIT Y O F 
SERVICES 

3.1 Establishin g a  customer orientatio n 

3.2 Improvin g standar d settin g 

3.3 Custome r servic e trainin g 
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3.1 Establishin g a customer orientation 

The contex t fo r chang e 

The Government believe s that everyone is entitled to good public services . I n the 
present economi c climat e taxpayer s ar e als o demandin g valu e fo r money . Wit h 
limited resources available to fund services,  there must be greater awareness of and 
provision fo r wha t the custome r requires . 

The vision o f a public service which is client-oriented an d sensitive to the needs of 
its variou s customer s i s on e o f th e fundamenta l tenet s o f th e refor m effor t i n 
Trinidad an d Tobago . I n particular , th e ne w focu s o n th e Publi c Servic e a s a 
facilitator o f privat e enterpris e rathe r tha n a  provider  o f services , require s tha t 
public servant s develop  a  customer orientatio n i n their work . 

The principle s whic h th e Governmen t believe s shoul d underli e al l servic e t o th e 
public are : 

• Courtesy  and helpfulness 
Convenient openin g hours , an d courteou s an d helpfu l servic e from 
frontline staf f wh o will  wea r name badge s fo r eas y identification . 

• Information  and  openness 
Full, accurate, an d easily availabl e information o n qualifying criteri a and 
specifications fo r service . 

Consultation and  feedback 
Regular an d systemati c consultatio n wit h an d feedbac k from  user s o f 
services. 

• Standards 
Setting, monitoring and eventually publishing standards for the service that 
individual user s can reasonably expect . 

Implementing chang e 

As a first step towards achieving this orientation, steps have been taken to introduce 
across the public service : 

Customer servic e trainin g fo r frontline  staff-thos e wh o interact dail y 
with member s o f th e publi c -  t o provid e the m wit h th e awarenes s an d 
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skills to deliver quality customer service . Simila r training is also given to 
secretarial staf f an d receptionists. 

Customer Contac t Officer s -  senio r officer s wh o can , i f necessary , 
challenge the system to respond, an d who offer a n appeal mechanism fo r 
the dissatisfied customer . 

Questionnaires, whic h provid e feedbac k o n the performance o f frontlin e 
officers, a s well a s on the service provided . 

In the Police Service, a Police Complaints Authority has recently been established . 
Its main function i s to receive and investigate complaints against the Police Service, 
with a  view to improving th e public imag e of the Service . 

The successfu l establishmen t o f a  custome r orientatio n i s dependen t o n th e 
commitment an d enthusiasm of public servants at all levels, but especially frontlin e 
staff. Suc h a n orientation doe s not necessarily mea n mor e costs . I t does cal l for 
an examinatio n o f what i s done, ho w it i s done, an d how it could be done mor e 
efficiently an d effectively . 

Key stakeholder s ar e all governmen t ministers , Permanen t Secretarie s an d othe r 
public servants , citizens accessin g the various services . 

A vital first ste p is the introduction of the concepts of customer and quality service 
to all members o f staff includin g the senior managers, and the training of frontlin e 
staff. 

Although no overall standards have been specifically se t by the Government, except 
through th e visio n identifie d fo r th e publi c servic e refor m effort , individua l 
ministries have been encouraged to set their own. Th e general timeframe fo r a total 
transformation i s abou t two to three years , but immediate improvement s ma y be 
seen i n individual agencies . 
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3.2 Improvin g standard setting 

It is recognised that improvements i n the overall performance o f the public service 
will onl y b e sustaine d i f measurable standard s ar e introduced . Standard s plac e a 
direct responsibility o n both the individual and the organisation to perform. The y 
help i n the identificatio n o f strengths  a s well a s weaknesses. 

The ide a of measurabl e standard s o f performance ha s been introduce d b y variou s 
means int o the public servic e a s part o f the recent reform initiatives . I t i s one o f 
the main point s of focus i n the customer servic e programme. I t i s the foundatio n 
of the new performance appraisa l syste m which i s currently being introduced int o 
the public service. Ministrie s and departments have also been requested to include 
performance target s i n their strategi c plans . 

However, standard setting remains a  voluntary activity of individual ministries and 
departments. Althoug h the movement seems to be slowly heading in that direction, 
no attemp t ha s bee n mad e t o desig n a  "Citizens ' Charter " fo r th e Trinida d an d 
Tobago Publi c Service . 

The Government ha s not reached the point of developing detailed standards for al l 
its agencies. However , the process has begun through discussions among the senior 
managers about the need for such standards and the introduction of the rank and file 
employees t o th e concept , throug h custome r servic e orientatio n an d th e ne w 
performance appraisa l system . 

A particular initiativ e i n improvin g standar d setting : annua l servic e 
contracts betwee n th e Ministr y o f Health an d th e Regiona l Healt h 
Authorities 

As indicate d previousl y i n Sectio n 2.5 , the operationa l aspect s o f healt h service s 
will no w b e provided b y Regiona l Healt h Authoritie s (RHAs) . Th e performanc e 
of these Authorities will  be evaluated i n terms of outcomes, such as the number o f 
patients seen etc., and eventually in terms of the health status of the population, fo r 
example disease-specifi c mortalit y an d morbidity rates . 
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3.3 Custome r servic e trainin g 

Customer servic e trainin g i s a  programm e t o equi p senio r leve l an d custome r 
service representative s wit h skill s i n processin g an d dealin g effectivel y wit h 
members o f the publi c an d interna l customers . 

This ongoin g serie s o f programmes i s intende d t o develop  th e skill s o f effectiv e 
customer contac t i n public servants who deal directly with members o f the public. 
Two level s o f customer relation s personne l hav e been trained : 

(i) Person s identifie d a s Custome r Contac t Officers , i.e . person s t o who m 
members o f the public may turn i n respect o f resolving som e issu e or fo r 
information. Thes e wer e generall y person s o f a  sufficiently senio r leve l 
to be able to challeng e the syste m t o respond;  an d 

(ii) Person s wh o i n th e norma l cours e o f dut y dea l wit h th e genera l public , 
such a s over-the-counter officers . 

In addition , fou r ministrie s an d department s wit h whic h th e publi c deal s mos t 
frequently an d whic h wer e perceived , mor e s o tha n othe r departments , t o b e 
inefficient, wer e singled out for special attention . I n these departments, training is 
planned o n site . 

Areas addresse d include d understandin g sel f an d choosing appropriat e behaviour , 
and skil l developmen t i n dealin g wit h a  rang e o f customer s i n a  variet y o f 
situations. 

It i s anticipate d tha t thi s trainin g will  lea d t o improve d custome r relation s an d 
concomitant improve d publi c perceptions o f servic e which ma y b e measured by : 

feedback fro m customer s throug h questionnaires ; 

reduction o f processing time b y a t leas t fift y pe r cent . 

It is fully recognise d tha t other systemic changes need to take place to consolidat e 
the benefits o f this initiative. Othe r initiatives , such as systems analysis , have also 
been introduced . 
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SECTION 4  IMPROVIN G PARTNERSHIP S WIT H 
ORGANISATIONS/AGENCIES 
OUTSIDE GOVERNMEN T 

4.1 Partnership s with the private secto r 

4.2 Partnership s wit h non-governmenta l 
organisations 

4.3 Partnership s wit h academi c institution s 

4.4 Loca l empowermen t 
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4.1 Partnership s with  the  privat e secto r 

The philosoph y underlyin g th e Government' s Investmen t Polic y i s that th e Stat e 
will b e essentiall y a  facilitato r o f economi c activity . Th e Government' s 
participation i n th e commercia l secto r wil l continu e onl y i n specia l an d limite d 
circumstances a s indicated below : 

areas o f strategi c importance , suc h a s oi l an d gas; 

enterprises providin g a  special service ; and 

• othe r enterprises of strategic importance in which a foreign investo r would 
be unwilling to undertake an investment without government participation . 

Where governmen t investment s d o no t no w satisf y th e criteri a fo r retention , a n 
orderly programm e o f divestmen t wil l b e pursued . A  Divestmen t Polic y wa s 
formulated an d a  Divestment Actio n Pla n Drafted . 

The contex t o f chang e 

The Government' s shif t fro m bein g activel y involve d i n commercia l activitie s t o 
being tha t o f a  facilitato r o f economi c activit y recognise s tha t privatel y owne d 
enterprises operate more efficiently tha n state enterprises. Privat e sector companies 
are profi t motivate d wherea s stat e enterprises , eve n thoug h they  ma y b e makin g 
money, ten d no t t o focu s thei r energie s o n bein g competitiv e an d mor e efficien t 
because they  ca n alway s fal l bac k o n the Treasury . 

Implementing chang e 

In summary, th e procedures fo r divesting a  state-owned enterpris e are as follows: 

(i) selec t consultant s t o advis e on divestmen t options ; 

(ii) issu e Information Memorandu m t o prospective purchasers ; 

(iii) receiv e an d evaluat e bids; 

(iv) selec t preferre d purchase r an d obtai n Cabine t approval ; 

(v) ente r int o negotiations wit h the preferred bidder ; 
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(vi) execut e the purchase agreement . 

Supporting materia l 

Status of Divestment o f Government' s Investment s i n Stat e Enterprises an d Other 
Enterprises Ma y 13 , 199 4 
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4.2 Partnership s wit h non-governmenta l organisation s 

At present , governmen t form s partnership s wit h non-governmenta l organisation s 
(NGOs) for the purpose of providing services to the general public in critical areas. 
This i s don e mainly  throug h th e provisio n o f annua l grant s t o organisation s a s a 
contribution t o thei r operations . Thes e organisations , b y an d large , hav e on e o r 
other o f the followin g characteristics : 

(i) the y provide a service for a  sub-set of the population for whom no service 
exists; o r 

(ii) the y provid e specialise d service s whic h ar e supportiv e o f governmen t 
efforts i n respect o f a n issue deemed to be of national importance . 

Serious consideration is now being given to broadening this partnership, particularly 
in respect o f socia l servic e delivery . 

The contex t fo r chang e 

In comparative terms, i t can be surmised that NGOs have traditionally been able to 
provide thes e service s a t a  cheape r rat e an d arguabl y mor e efficientl y tha n ha s 
government. Recognisin g thi s an d cognisan t als o o f the issue s o f qualit y contro l 
and levels of service, government ha s sought to explore whether it s contribution to 
social development coul d be maximised by providing an increased level of fundin g 
to existing NGOs with some track record to provide service delivery. There is some 
discussion o f a  fee fo r servic e arrangement . Th e rol e o f the socia l secto r ar m o f 
government woul d the n b e redefine d t o includ e polic y formulation , monitoring , 
quality assuranc e an d evaluation . 

Implementing chang e 

The process from here will  be : 

(i) critica l analysi s o f th e service s provide d b y NGOs  -  ke y area s t o b e 
addressed include client group, service capability, qualit y of service, level 
of training o f personnel ; 

(ii) determinatio n o f the service s tha t ca n more effectivel y an d efficientl y b e 
provided b y NGOs an d government ; 
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(iii) clarificatio n o f th e respectiv e role s o f governmen t an d NGOs  i n th e 
partnership; 

(iv) developmen t o f a  government/NGO programm e team . 
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4.3 Partnership s wit h academi c institution s 

Links have been established between the Government o f Trinidad an d Tobago and 
the Universit y o f th e Wes t Indie s (UWI ) i n respec t o f publi c administratio n an d 
training o f administrativ e officers . Bot h organisation s hav e provide d technica l 
assistance t o eac h other , particularl y i n respec t o f trainin g an d educatio n 
programmes bein g conducte d b y th e respectiv e organisations . Fo r example , 
lecturers a t th e UW I assis t i n th e managemen t trainin g bein g conducte d b y th e 
public service . Similarly , publi c servants hav e lectured and provided supervisor y 
and othe r assistanc e to the Socia l Wor k Programm e a t the University . 

This relationship with the University provides a link between the demands for skill s 
and orientatio n neede d i n th e publi c service . Th e interchang e o f professional s 
provides thi s opportunity . 
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4.4 Loca l empowermen t 

The programmes for empowerment are geared to the individual and the community. 
The agencie s which administe r th e programmes are : 

National Commission  for Self-Help  whic h facilitate s improvement s b y 
communities t o thei r physica l environmen t throug h th e us e o f self-hel p 
programmes an d i n partnership wit h relevan t agencies . 

Small Business Development Company Ltd. which provides guarantees for 
loans, busines s plannin g advic e an d direc t busines s suppor t services , t o 
assist th e smal l entrepreneu r wh o ma y otherwis e b e unabl e t o acces s 
assistance fro m th e normal financia l institutions . 

Youth Training  and  Employment  Partnership  Program  (YTEPP),  a 
comprehensive training programme which provides young people with the 
necessary skill s t o become wage d o r self-employed . 

Civilian Conservation  Corps  which provide s temporar y employmen t fo r 
unemployed youth while helping them to develop skills which make them 
more marketabl e an d caus e the m t o appreciat e an d defen d thei r 
environment. 

National Apprenticeship  Scheme  whic h prepare s youn g peopl e fo r entr y 
into the world of productive work, in keeping with the needs of employers. 

In the early 1980s , Trinidad an d Tobago bega n to experienc e the recession whic h 
continues t o b e par t o f ou r economi c realit y an d whic h ha s le d to a  rapid ris e i n 
unemployment. Thes e agencie s attemp t t o eas e th e impac t o f th e structura l 
adjustment plans , implemented by the Government to place the country on the road 
to economi c recovery , by : 

• encouragin g amon g individual s an d communitie s th e spiri t o f enterpris e 
and entrepreneurship ; 

introducing t o individual s an d communitie s th e concept s o f self -
employment an d co-operativ e ventures ; 

improving physica l amenitie s i n communitie s throug h self-hel p an d 
working partnerships wit h relevan t agencies ; and 

raising the self-estee m o f participants . 
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The onset of the economic recession has manifested itsel f in decreased revenues for 
the Government , an d a n increas e i n th e unemploymen t rate , particularl y amon g 
young people. Consequen t upon the decrease in its revenues, the Government ha s 
had to limit the scope of its community developmen t programmes. Th e widespread 
unemployment amon g young people has led to general disaffection an d an increase 
in crime . 

A rang e o f agencie s wer e establishe d t o empowe r th e individua l an d th e 
community. Becaus e they  ar e not centra l governmen t agencies , they  ar e freer  to 
respond mor e quickl y an d mor e creativel y t o th e need s o f thei r clientele . Th e 
agencies ar e als o abl e t o acces s fundin g fro m non-governmenta l sources , a n 
advantage i n these times o f economic rigour . 

The greatest risk in relation to business-related programmes lie s in their orientation 
towards a  spirit o f entrepreneurship.  Thi s i s a  new concep t fo r th e genera l targe t 
group. Th e failure rate among new businesses i s quite high and the challenge i s to 
ensure a t leas t a  seventy pe r cent success rate. Unde r the YTEPP programme , th e 
challenge fo r participant s i s t o tak e th e ris k o f bein g self-employed . Th e risk s 
associated wit h th e Civilian Conservatio n Corp s an d the National Apprenticeshi p 
Scheme bot h concer n th e placing o f young peopl e afte r thei r training i s finished . 
The succes s o f these measures require s fundamenta l cultura l changes . 

For the community developmen t programmes , a  strong sens e of community spiri t 
is required because the executing agent i n these projects i s always the community . 
Project management skill s are provided by partner agencies. Fo r the youth training 
programmes, ther e i s a  network o f relationships wit h schools , youth clubs , youth 
camps, young people , an d christian an d othe r religious groups . 

Supporting materia l 

Information pamphlet s on : 

(i) Nationa l Apprenticeshi p Syste m 

(ii) Smal l Busines s Developmen t Compan y Limite d 

(iii) YTEP P -  Partnershi p i n Trainin g 
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SECTION 5  MAKIN G MANAGEMEN T MOR E 
EFFECTIVE 

5.1 Managemen t developmen t 

5.2 Improvin g managemen t informatio n system s 

5.3 Devolutio n an d delegatio n 

5.4 Improvin g th e managment o f externa l 
consultants 
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5.1 Managemen t developmen t 

It i s a n accepte d principl e tha t ministries/department s ar e responsible fo r trainin g 
and developin g thei r ow n staff . However , th e Centra l Trainin g Uni t an d the Co -
ordinating Consultin g Tea m o f th e Offic e o f th e Prim e Ministe r hav e designe d 
training programmes fo r middl e an d senio r manager s acros s the public service . 

The main objective s o f the training are : 

to provide managers wit h th e tools to manage confidently an d efficientl y 
in a n environmen t o f change ; 

to introduc e manager s t o ne w concepts , technique s an d practice s i n th e 
management o f resources (human , financia l an d technical); and 

to provide a  forum fo r networkin g an d the interchang e o f experiences . 

There ar e othe r managemen t programme s whic h ar e availabl e t o publi c servant s 
although no t exclusively . Thes e ar e run by the University o f the Wes t Indies , the 
Institute of Business - affiliate d t o the University of the West Indies - an d various 
private institute s which ar e generally affiliate d t o foreig n universities . Acces s to 
these programmes i s through individua l administrativ e arrangements . 

Quarterly meetings, chaired by the Minister responsible for Public Administration , 
are arrange d fo r Permanen t Secretarie s an d head s o f departments . A t thes e 
meetings, various aspects of change management ar e discussed. Monthl y meetings 
of Permanen t Secretarie s ar e called b y th e Hea d o f th e Publi c Servic e t o discus s 
management issues . Ther e are also seminars run by the Central Training Uni t and 
various private secto r organisations, e.g . Chambe r o f Commerce, o n topical issue s 
which affec t bot h th e public an d private sectors . 

The team-buildin g an d retrea t session s whic h ar e conducte d fo r th e member s o f 
Cabinet from  tim e t o time ar e also seen a s management development . 
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5.2 Improvin g managmen t informatio n system s 

The contex t fo r chang e 

Currently, information system s used throughout the public service are paper-based 
and manual . Thi s ha s implication s fo r timeliness , accurac y an d retrievabilit y o f 
information. Wit h th e introductio n o f computerisation , step s ar e being take n t o 
update an d upgrad e informatio n systems . T o achiev e th e visio n o f th e publi c 
service whic h i s highl y responsive , client-oriented , flexible  an d adaptable , 
providing quality service and producing prompt results , the easy availability o f up-
to-date informatio n i s critical . 

Implementing chang e 

The business of government i s based primarily o n information. An y proposals fo r 
improving th e conduc t o f government busines s mus t als o conside r improvin g th e 
management informatio n systems . T o this end, various computerised system s ar e 
being pilot-teste d wit h a  view t o eventua l introductio n acros s th e publi c service . 
These include : 

a Human Resourc e Informatio n System ; 

a Document Imag e Managemen t System ; 

• a  registry informatio n system ; 

an informatio n syste m whic h wil l lin k agencie s needin g simila r 
information, suc h a s th e Transpor t Division , th e Inlan d Revenu e 
Department an d the Police . 

The tw o majo r impediment s t o th e succes s o f thi s programm e ma y b e a  lac k o f 
funding fo r the purchase o f computers an d the reluctance of the older managers to 
use the computer , o r their tendency t o vie w i t only a s a  word processing too l fo r 
secretaries. Th e risk o f unauthorised acces s to classified informatio n i s no greate r 
than i t i s in manual systems . 

It i s accepte d b y th e Governmen t o f Trinida d an d Tobag o tha t i n movin g fro m a 
manual t o a  computerised syste m i n an organisation a s large as the public service , 
it i s importan t t o ensur e compatibilit y o f hardware , bot h withi n an d amon g 
departments, especiall y wher e networking  i s planned.  Therefor e th e Nationa l 
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Information Syste m Centre oversees th e computerisation programme in liaison with 
client ministries . 

The National Information Syste m Centre advises on the sourcing and adaptation o f 
software packages , implementation schedule s and provides back up support where 
needed. 
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5.3 Devolutio n an d delegatio n 

The contex t fo r chang e 

The development o f a  public service which i s client-oriented, highl y responsive to 
its environment, provides quality service and seeks the growth and development o f 
its members , require s tha t som e devolutio n an d delegatio n occur . Ministrie s ar e 
being given responsibility for certain operations which influence their performance. 
However, th e righ t t o monitor th e functioning an d performance o f ministries an d 
to se t standard s i n thos e area s which cu t acros s the servic e remains a t the centre . 

Implementing chang e 

The ne w visio n fo r a  dynami c an d responsive  publi c servic e allow s ministrie s 
greater individua l freedo m i n certai n functiona l areas , e.g . huma n resourc e 
management, financia l management , estat e management , suppl y managemen t an d 
information dissemination . Th e measures which are being instituted to ensure each 
ministry's abilit y t o cop e with increase d responsibilitie s include : 

The settin g u p o f huma n resourc e unit s i n eac h ministry . Thi s give s 
managers the opportunity to recruit appropriately and allows them to have 
more meaningfu l contro l ove r training, discipline , an d development . 

The decentralisation of the Organisation and Management Division and the 
placing o f O  and M  officer s int o eac h ministr y department . Thi s mov e 
provides managers with specialised management expertise in specific areas. 

The decentralisation o f the procurement functio n int o ministries to permit 
managers t o contro l thei r purchasin g portfolio s i n a  more cost-efficien t 
manner. 

The decentralisatio n o f th e propert y managemen t functio n wil l allo w 
ministries t o choos e thei r ow n accommodatio n an d negotiat e thei r rent s 
instead o f having thi s don e fo r the m b y the Property Managmen t Unit . 

The provision o f a  public relations/information sharin g capabilit y i n each 
ministry. 

The establishmen t o f Implementatio n (Change ) Team s responsibl e fo r 
monitoring reform initiative s identified to advance the strategic objective s 
of the ministry/department' s strategi c plan . 
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The recruitment o f short-term consultant s in areas where a skills need has 
been identifie d t o advanc e th e strategi c objective s o f th e 
ministry/department. 

The strengthenin g o f th e top managemen t structur e o f ministrie s b y th e 
creation o f posts of Deputy Permanent Secretar y i n selected ministries. I t 
is envisage d tha t thi s offic e woul d assis t th e Permanen t Secretar y b y 
allowing increased emphasis to be placed on change management activitie s 
in additio n t o the increase d responsibilitie s referre d t o above . 

Ministries are also being allowed to choose their own accommodation an d negotiate 
their rents instead of having this done for them by the Property Management Unit . 

All functions fo r devolutio n ar e selected i n close consultation an d discussion wit h 
the senio r manager s i n ministries . A  clea r understandin g o f objective s an d 
guidelines relatin g t o roles an d responsibilitie s mus t b e established . 
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5.4 Improvin g th e managemen t o f externa l consultant s 

The contex t fo r chang e 

There i s a need to ensure that al l consultants ar e appropriate fo r th e job fo r whic h 
they are selected. Ver y often, consultant s are selected to do assignments fo r which 
there ar e othe r consultant s mor e eminentl y qualified , especiall y i n term s o f 
understanding environmental issues and appreciating the cultur e of the organisation. 
However, becaus e o f inadequacie s i n th e selectio n process , th e mos t appropriat e 
person i s not obtained. Sometimes , the consultants sound good on paper, but have 
little practica l experienc e an d com e wit h thei r ow n agenda s an d predispositions . 
Quite often, th e work of the consultant i s not closely monitored with the result that 
there i s distorte d reporting , littl e o r n o transfe r o f skill s an d a  wast e o f badl y 
needed funds . 

Implementing chang e 

In improving th e management o f external consultants , the aim of the Governmen t 
of Trinidad an d Tobag o i s to: 

improve th e means fo r identifyin g consultants ; 

improve th e qualit y o f consultant s employed ; 

improve mechanism s fo r improvin g th e outpu t o f consultants ; an d 

ensure that a  transfer o f skill s takes place . 

A good consultanc y mus t mee t certai n basi c criteria . Fo r example, th e consultan t 
must b e able to handle relationa l matters , desig n organisationa l interventions , an d 
implement "start-up " activities. He/sh e must provide evidence of having performed 
optimally i n a n operationa l capacity , a s wel l a s i n a  consultin g capacity , i n th e 
specific field.  He/sh e mus t als o indicat e ho w th e require d transfe r o f skill s 
will b e managed . Consequently , th e mechanisms t o be used withi n Trinida d an d 
Tobago t o improv e th e management o f externa l consultant s are : 

the pre-qualification o f consultants, i.e. the designing of tight specification s 
which indicat e the profile require d t o appl y fo r th e job; 

very detaile d an d specifi c term s o f reference wit h precis e deliver y times ; 
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improved system s fo r monitorin g th e wor k o f consultant s b y a  multi -
disciplinary in-hous e tea m heade d b y a  specifi c office r o f senio r 
management statu s who will be held accountable for the deliverables; and 

careful selectio n o f counterparts ; 

a clea r ide a of the outcome s required ; 

identification o f the resources necessar y fo r achievin g the outcomes ; an d 

well define d groun d rules fo r interactio n betwee n the consultants an d the 
local staf f t o be established early . 
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SECTION 6  IMPROVIN G TH E MANAGEMEN T 
OF FINANC E 

6.1 Strengthenin g audi t systems 

6.2 Reformin g financial management 
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6.1 Strengthenin g audi t system s 

The contex t fo r chang e 

Accountability i s a key factor tha t influences the level of trust that citizens have in 
the government which serves them. I t involves not only compliance with financia l 
accounting procedures but a commitment t o keep the public informed o f its policies 
and performance. Publi c secto r auditin g system s shoul d suppor t thi s thrust . 

Enhancing the  internal  audit  function 

The Audito r General' s Departmen t recognise s th e nee d t o shif t fro m purel y 
financial audit s t o comprehensiv e o r valu e fo r mone y audits . Apar t fro m th e 
legislative amendments required to effect thi s change there is a need to enhance the 
internal audit function i n the public service. Interna l auditing is a useful tool  which 
provides management with information o n the progress of the organisation towards 
the achievemen t o f it s objective s withi n a n approve d budget . To p managemen t 
must have the assurance that a mechanism exist s within the organisation which ca n 
supply them with timely, accurate, relevant and complete information. Th e internal 
audit ca n giv e thi s assuranc e an d i s th e lin k betwee n to p managemen t an d 
management a t operating levels . Interna l audi t can also assist line management b y 
assuring the m tha t adequat e financia l an d managemen t control s hav e bee n 
established an d are operating effectively. I f not, the internal audito r can advise as 
to weaknesses in the system of internal control and recommend appropriate remedial 
action. 

Internal audi t i n the Trinida d an d Tobag o Publi c Servic e has encountere d severa l 
problems. A  comprehensive repor t don e by the Auditor General' s Departmen t o n 
the interna l audi t functio n i n governmen t ministries/department s an d Statutor y 
Boards i n 198 7 noted that : 

(i) Mos t senio r manager s wer e no t awar e o f th e specifi c function s t o b e 
carried ou t b y the interna l audi t staff . Consequently , thei r service s wer e 
often under-utilise d and/o r mis-used a s they were assigned dutie s outsid e 
the scop e o f interna l auditing . 

(ii) Man y o f the interna l audi t unit s in the public service were not staffe d b y 
appropriately qualifie d personnel . Staffin g requirement s wer e no t base d 
on well-defined audi t plans . 

(iii) Audi t plan s di d not includ e al l area s o f the entities ' operations . 
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(iv) Periodi c audit reviews and updating of programmes wer e not undertaken . 

(v) Ther e wa s a  lack o f audi t manuals . 

The report therefore conclude d tha t grea t reliance could not be placed a t that time 
on the work o f the interna l audit , i n providing Attes t an d Certification audits . T o 
date, whil e ther e ha s bee n som e improvement , ther e i s nee d fo r institutiona l 
strengthening o f the interna l audi t functio n i n the public service . 

Establishment of  Audit Committees 

In the private sector, Audit Committees ac t as advisory bodies to the Board and/o r 
senior management o n issues relating to internal and external audit and on financia l 
and othe r accountabilit y responsibilities . A n Audi t Committe e complement s th e 
relationship betwee n interna l audi t an d th e Chie f Executiv e Officer , furthe r 
safeguarding th e independenc e o f th e interna l audit . The y als o overse e interna l 
audit's activity , thereb y helpin g t o increas e th e effectivenes s an d valu e t o th e 
organisation o f the interna l audit . 

Audit Committee s ar e a recent developmen t i n the public sector . The y have been 
used in the conduct o f comprehensive audits , however they could perform a  useful 
role with respec t to the interna l audi t function . Interna l auditor s a t present repor t 
to the Permanent Secretary/Accounting Officer , bu t it is conceivable that they could 
report to an Audit Committee. Th e Committee would supervise the implementation 
of recommendations mad e by the internal auditor and provide liaiso n with external 
auditors. Membershi p o f that Committe e coul d includ e suitabl y experience d an d 
qualified person s fro m outsid e th e ministry/department , thereb y providin g a n 
independent perspective . 

Introducing Computer  Audits 

Bearing in mind the increasing use of computers i n government organisations , i t is 
recognised that dat a emanating fro m thes e systems i s used as a basis for preparin g 
information fo r management , thereb y influencin g th e decision-makin g process . 
Consequently, greate r emphasi s need s t o b e place d o n control s surroundin g th e 
computer system to ensure reliability of information. A s computer systems change 
and develop , th e control s associate d wit h th e system s mus t evolve . I t i s als o 
necessary that management an d auditors understand the technology o f the controls 
to perfor m effectively . Th e audito r shoul d hav e th e necessar y tool s i n orde r t o 
exercise reasonable and prudent judgement when evaluating existing controls. Thi s 
aspect of computer auditin g relates to security. Ther e i s also the use of computers 
as an audit tool, that is the ability to use a software applicatio n to assess and verif y 
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accounting procedures and ultimately verify financial  data . Currently , the Auditor 
General's Departmen t ha s limite d capabilit y t o audi t i n th e are a o f compute r 
security an d i s lackin g both i n th e are a o f equipmen t an d technical knowledg e t o 
undertake a  computer applicatio n audit . 

Implementing chang e 

Enhancing the  internal  audit  function 

It i s increasingly accepte d withi n governmen t that : 

(i) th e interna l audi t functio n i n th e publi c servic e shoul d b e clearl y 
distinguished a s a  separate caree r path ; 

(ii) trainin g in the latest methodologies, techniques and procedures of internal 
audit shoul d be provided ; 

(iii) ne w recruits must meet minimu m educationa l requirements relative to the 
internal audi t function ; 

(iv) senio r positions within the career path of internal audi t should require the 
holders to be Certified Interna l Auditor s o r have a  similar qualification . 

Establishing Audit  Committees 

Further consideratio n shoul d b e give n withi n th e Trinida d an d Tobag o Publi c 
Service t o th e establishmen t o f Audi t Committees . Th e proposa l shoul d addres s 
terms o f reference, membershi p an d guideline s fo r operation . 

Introducing Computer  Audits 

It will  b e necessary to : 

(i) trai n staf f i n informatio n system s an d technolog y an d compute r audi t 

software applications ; 

(ii) acquir e the necessary hardware ; an d 

(iii) develo p guideline s fo r compute r security . 
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6.2 Reformin g financial management 

The contex t fo r chang e 

If Permanen t Secretarie s ar e reall y t o manag e thei r ministrie s an d b e full y 
accountable fo r thei r organisations , they  need to have greater financia l flexibility. 
Public servic e manager s nee d t o becom e mor e acutel y awar e o f th e financia l 
implications and/o r repercussion s o f the decisions they make . 

Implementing chang e 

It ha s bee n recognise d tha t th e refor m o f financia l managemen t i n th e publi c 
service, must undergird any other aspect of reform. However , in the current climate 
of economi c recessio n an d decreasin g revenues , th e Ministr y o f Financ e ha s no t 
been abl e t o adop t th e bol d an d sweepin g measure s necessar y t o achiev e tha t 
objective. However , discussion s hav e bee n conducte d aroun d som e initial , 
incremental step s whic h ma y b e take n toward s achievin g refor m i n financia l 
management. Th e area s being explore d a t present are : 

achieving a n outpu t orientation , i.e . encouragin g ministrie s an d 
departments to focus on outcomes rather than procedures in getting the job 
done; 

accrual accounting as opposed to the cash-based accounting methods which 
are used a t present ; 

activity-based costin g which identifies the cost of each activity performe d 
by th e organisatio n an d allow s securel y base d decision s t o b e mad e 
concerning activitie s which may b e eliminated ; 

improving procuremen t procedures ; an d 

improving estat e management . 

It should be noted, however, that it is uncertain how the shrinking revenue base will 
be abl e to meet th e demand s o f an accrua l accountin g system . 

Discussions and , where necessary, training sessions with the Permanent Secretarie s 
and other ke y personnel will  be planned.  Particula r discussions wil l be necessary 
with th e Ministr y o f Finance concerning appropriat e delegatio n t o ministries . 
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SECTION 7 IMPROVING POLIC Y ANALYSI S AN D 
CO-ORDINATION 

7.1 A  particular initiativ e i n improving polic y 
analysis an d co-ordination : establishin g 
Standing Committee s 

7.2 Improvin g polic y presentatio n 

7.3 Publi c consultatio n o n policy developmen t 
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7.1 A  particula r initiativ e i n improvin g polic y analysi s an d 
co-ordination: establishin g Standin g Committee s 

Cabinet has established four Standing Committees of Energy, Agriculture, Tourism 
and Industry , an d Service s t o advis e o n sectora l policie s an d t o overse e an d co -
ordinate the developmen t o f major project s o n thes e sectors . Thes e Committee s 
are chaired by the Prime Ministe r an d comprise a  mix o f ministers, senio r publi c 
servants and private sector personnel with expertise and interest in these areas. Th e 
Standing Committe e o n Energ y wa s th e firs t t o b e established , consequentl y th e 
Terms o f Referenc e o f th e othe r thre e wer e patterne d o n thi s Committee . Th e 
specific Term s o f Reference o f the Energy Committe e ar e a s follows : 

(i) t o draft , fo r the consideration o f the Cabinet, a  'National Energ y Policy' ; 

(ii) t o review the status of designated projects i n the energy secto r and advise 
the Cabine t o n appropriat e action ; 

(iii) t o advise on new investments and review the need for incentives that could 
lead to the furthe r developmen t o f approved projects ; 

(iv) t o advise on the harmonisation o f major project s i n the energy secto r and 
to monitor th e developmen t o f approved projects ; 

(v) t o advis e th e Cabine t o n strategie s an d measure s t o brin g greate r co -
ordination an d cohesion t o the entir e energ y sector ; 

(vi) t o advis e governmen t o n an y matte r referre d t o i t tha t relate s t o polic y 
direction, management an d operations of the energy companies, includin g 
the divestmen t withi n th e stat e energy sector ; an d 

(vii) t o monito r th e implementatio n o f suc h measure s a s ar e include d i n th e 
National Energ y Polic y an d policy decision s taken b y the Cabinet . 

The relevan t ministrie s functio n a s the Secretaria t fo r thes e Committees . 

The Government , i n it s Medium-Ter m Polic y Framework , identifie d increase d 
investment, bot h loca l an d foreign, a s a major objectiv e fo r the period 1994-1996 . 
The ability to attract such investment wil l impact on foreign exchang e earnings and 
employment. Th e sector s fo r whic h Standin g Committee s wer e identifie d ar e 
priority areas . Th e private sector/publi c secto r combination o n these Committee s 
is intende d t o facilitat e th e exchang e o f idea s between th e tw o sectors ; enhanc e 
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co-operation wit h respec t t o polic y developmen t an d improv e implementatio n o f 
major projects . 

Another Committe e establishe d t o enhance policy analysi s an d co-ordinatio n wa s 
the Public Sector Negotiating Committee. Th e specific mandate of this Committee 
is t o overse e publi c secto r negotiations . Th e Chie f Personne l Office r provide s 
technical advice to the Committee and the Personnel Department suppor t secretarial 
services. 
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7.2 Improvin g polic y presentatio n 

After th e firs t tw o year s o f attemptin g t o communicat e th e messag e relevan t t o 
Public Servic e Reform , th e Governmen t ha s com e t o th e realisatio n tha t certai n 
formal structure s hav e to be put i n plac e to communicat e wit h th e public . Thes e 
structures have been crystallised into a Communication Strategy . Th e dissemination 
of information o n government plans and policies critically influences their reception 
and acceptance by the general public, and their sustainability an d ownership by the 
public servant . Th e main objective s o f the Communicatio n Strateg y are : 

to brin g co-ordinatio n an d focu s t o th e Government' s communicatio n 
activities; 

to provide a  standard agains t whic h achievement s ma y b e measured ; 

to ensur e that al l member s o f the public ar e reached . 

The Strateg y use s al l form s o f communicatio n an d media , including : 

the print medi a 

- refor m bulletin s whic h ar e published b y the Office o f the Prim e 
Minister an d highlight , o n a  quarterl y basis , refor m activitie s 
within th e public service ; 

- newspaper s article s o n specifi c activities/plan s i n ministries / 
departments; 

- pamphlets , bookmarks , and flyers  which provide informatio n o n 
the vision, goals, and objectives o f the reform effor t i n the public 
service. 

the electronic  media 

- video s whic h portra y publi c servant s i n th e proces s o f change : 
used fo r bot h informatio n an d training ; 

- televisio n programme s whic h ar e aire d nationall y an d whic h 
outline th e development s an d progres s mad e i n Publi c Servic e 
Reform, a s wel l a s day-to-day governmen t activitie s o f interest , 
e.g. Insid e Parliament ; 
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- radi o programmes whic h d o the same. 

Advertisements 

- ther e has been some discussion on the use of strip advertisements, 
posters, etc . which kee p "Reform " i n the minds o f the public a t 
all times; 

- speciall y printe d T-shirts , pen s an d ke y ring s presente d t o 
participants o f training courses and similar event s which becom e 
prized possession s i n the public service . 

Expositions 

- on e exposition o f the busines s o f the public servic e ha s alread y 
taken place i n Tobago an d the succes s of that ventur e has le d to 
requests fo r a  similar even t i n Trinidad . 

Establishment of  a communication presence in  ministries 

- decentralisatio n o f th e Press/Publi c Relation s sectio n o f th e 
Information Divisio n o f the Office o f the Prime Minister and the 
situating o f th e officer s i n ministrie s t o wor k directl y wit h th e 
ministers an d Permanen t Secretaries . 

The contex t fo r chang e 

Reliance o n the nationa l medi a fo r effective , unbiase d reporting o f plans, policie s 
and programmes generall y ha s not bee n consistentl y productive . 

In addition , th e centralise d natur e o f th e operation s o f th e Medi a Uni t o f th e 
Division, which is responsible for the dissemination o f all government information , 
did no t len d itsel f t o the timel y presentatio n an d airin g o f specifi c issue s a s they 
pertain t o ministries an d departments . 

There wa s als o n o mechanis m fo r th e interna l sharin g o f informatio n withi n th e 
public service , no r wa s ther e an y assuranc e tha t th e genera l publi c o r eve n othe r 
public servant s eithe r kne w o r understoo d ho w t o acces s properl y th e service s 
provided. 
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Implementing chang e 

In Trinidad an d Tobago i t was recognised tha t the first  step towards co-ordinatin g 
and improving policy presentation was the definition o f a  Communication Strateg y 
which outline s objectives , target s an d means . Co-ordinatio n an d monitorin g o f 
implementation from the centre is important an d there must be an appreciation and 
acceptance o f th e nee d fo r eac h ministr y t o communicate , o n a n on-goin g basis , 
issues and information whic h affec t it s various publics, both interna l an d external. 

The Trinidad and Tobago Communication Strategy focuses on three particular areas: 

(i) th e circulatio n o f informatio n t o th e relevan t section s o f th e public , 
whether through bulletins , newsletters , expositions , notices , o r manuals; 

(ii) i n a hostile media environment, the development of an "alternative system" 
of informatio n dissemination , i.e . alternativ e t o the nationa l media ; 

(iii) th e institutio n o f mechanism s t o receiv e specifi c feedbac k from  th e 
relevant section s o f the public. 

In most cases , immediate responses may be measured from the receipt of feedbac k 
questionnaires and public reactions to the measures instituted and publicised through 
the publication o f internal bulletins and newsletters, and the production an d airin g 
of programme s o n th e nationa l media . Ope n communicatio n require s tha t th e 
public servan t relinquis h th e age-ol d perceptio n o f th e tota l anonymit y an d 
confidentiality o f the service and begin subscribing to the need for information an d 
openness whe n providin g servic e to the public . 

Supporting materia l 

A rang e o f publicity  materia l ha s been produce d b y th e Governmen t o f Trinida d 
and Tobago, including published bulletins on public service reform an d pamphlets 
outlining th e visio n an d the reform measures . 
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7.3 Publi c consultatio n o n policy developmen t 

Policy issue s whic h intimatel y affec t th e citizenr y an d whic h ma y benefi t fro m 
public discussion , particularl y i f controversial , ar e usuall y pu t ou t fo r publi c 
consultation. Consultatio n may take several forms. Forma l consultation takes place 
through th e following : 

Tripartite Committee  -  a  standin g committe e whic h i s chaire d b y th e 
Minister o f Labou r an d comprises representative s o f government , privat e 
enterprise an d labour . I t meets regularl y t o discus s issue s pertainin g t o 
labour. 

Green Paper  -  whic h i s a  documen t issue d fo r publi c commen t o n a 
specific subjec t area . 

Community/stakeholder meetings,  i.e . takin g th e issue s t o th e variou s 
communities an d interes t groups . 

Informal consultation  take s place through th e following : 

Quarterly meeting s o f Permanen t Secretarie s an d thei r private  secto r 
counterparts. 

• Seminar s o n topica l issue s organise d b y bot h publi c an d private  secto r 
organisations t o which they  invit e each other . 

Such consultatio n initiative s ar e undertaken t o sensitis e th e citizenry abou t issue s 
which wil l affec t the m intimatel y an d to obtain the benefit o f discussion wit h key 
stakeholders o f specifi c issues . Publi c consultatio n allow s fo r th e safe ventin g o f 
controversial issue s and permits the development o f an appreciation o f other views 
and standpoints . 

When forma l consultation  i s used, th e choice o f measure adopte d depend s o n th e 
issue and the stakeholders involved . Th e choice is generally made by the Cabinet. 

Very often , th e Gree n Pape r i s use d i n tande m wit h communit y an d stakeholde r 
meetings whic h allo w interes t group s t o be heard . Sometime s th e communit y o r 
stakeholder meetings ar e used as instruments i n themselves to provide informatio n 
to o r have discussion s wit h member s o f the public o r specifi c interes t groups . 

Informal consultation  take s plac e o n a  regula r basi s throug h quarterl y meeting s 
between th e Permanen t Secretarie s an d the Chie f Executiv e Officer s o f the majo r 
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conglomerates i n the private sector. A t these meetings the needs and objectives o f 
both groups, in terms of policy and policy regulation, ar e discussed. Th e seminars 
are organise d aroun d polic y area s which ma y nee d clarificatio n o r which ma y b e 
contentious. 

Informal consultation  lead s t o increase d understandin g o f eac h sector' s poin t o f 
view an d therefor e t o greate r sensitivit y a s t o th e effec t o f th e policie s an d 
measures. 

Formal consultatio n lead s to greate r understanding an d acceptanc e o f governmen t 
policies. 
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Contact addresses 

All publications of the Government o f Trinidad and Tobago referred to in this book 
may b e requested from: 

The Ministry o f Public Administration an d Informatio n 
Central Ban k Towe r 
Eric William s Plaz a 
Independence Squar e 
Port o f Spai n 
Trinidad an d Tobag o 

Facsimile: (+1 ) 80 9 625 806 1 
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Further publications from the Management and Training Services 
Division 

Management o f the Privatisation Proces s 
A guide to policy makin g an d implementation , 199 4 

Capacity Buildin g fo r Managemen t o f Privatisatio n 
Report o f the regiona l consultatio n worksho p held  a t ZIPAM, Zimbabwe , Marc h 199 4 

Economic Managemen t an d Plannin g 
Case studie s o f selected Commonwealt h countrie s 
Bakul H  Dholakia an d Ravindr a H  Dholakia, 199 4 
price £7.9 5 

Administrative and Managerial Reform i n Government: a Commonwealth Portfoli o 
of Good Practic e 
Proceedings o f a  pan-Commonwealth Workin g Grou p Meetin g hel d i n Kuala Lumpur , Apri l 199 3 

Choices i n Decentralisatio n 
An overvie w an d curriculu m fo r centra l governmen t official s responsibl e fo r th e reorganisatio n o f 
administration a t the loca l leve l 
Brian Smith , 199 3 

Government Informatio n Technolog y Policie s an d System s 
Success strategie s i n developed an d developin g countrie s 
Chun Kwon g Ha n an d Geof f Walsham , 199 3 

Information Technolog y Policies  an d Application s i n th e Commonwealt h 
Developing Countrie s 
Mayuri Odedra an d Shiri n Madon , edite d b y G  Harindranath an d Jonathan Liebenau , 199 3 
price £8.0 0 

The Changin g Rol e o f Government : Administrativ e Structure s an d Reform s 
Proceedings o f a  Commonwealth Roundtabl e hel d i n Sydney , Februar y 199 2 

Public Administration i n Smal l Islan d State s 
edited b y Randal l Baker , 199 2 

Successful Decentralisatio n 
Proceedings o f a  Roundtable hel d i n Male , December 199 2 

Performance Contracts : A Handbook fo r Practitioner s 
This handboo k provide s detaile d informatio n o n th e plannin g an d implementatio n o f performanc e 
contracts an d include s selecte d case s fro m Commonwealt h an d non-Commonwealth countrie s 

Biodiversity an d Gende r fo r Sustainabl e Developmen t 
Editors: Rogers W'O Okot-Um a &  RoseMarie-Rita Odiach i 201pp , ISBN : 0-85092-558-4 , GB£25.0 0 
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Strengthening MDI s 
The Rol e o f Managemen t Developmen t Institution s i n Publi c Servic e Reform , Managin g th e Publi c 
Service: Strategie s fo r Improvemen t Serie s No : 9 , b y Sa m Agere , 102pp , ISBN : 0-85092-585- 1 
GB£9.00/US$14.00 

Redefining Managemen t Role s 
Improving th e Functiona l Relationshi p betwee n Minister s an d Permanen t Secretaries , Managin g th e 
Public Service: Strategies for Improvement Series No:10, by Sam Agere, 112pp , ISBN: 0-85092-614- 9 
GB£9.00/US$14.00 

Environmental Assessmen t o f Development Projects : 
A Guide for Planners and Managers by V Nagarajan &  R WO Okot-Uma , 2594pp, ISBN: 0-85092-558-
4, GB£25.0 0 

Rethinking Polic y Analysi s 
Enhancing Polic y Developmen t an d Management i n the Public Service , Managing the Public Service : 
Strategies fo r Improvemen t Serie s No: 8 , Sa m Agere &  Ibbo Mandaza , 73p,pISBN : 0-85092-583- 5 
GB£9.00/US$14.00 

Managing Chang e 
The Evolvin g Rol e of Top Publi c Servants , Managing the Public Service : Strategies fo r Improvement , 
Series No: 7 , Peter E  Larson &  Amanda Coe, 48pp, ISBN : 0-85092-584-3, GB£9.00/US $ 14.00 

Better Informatio n Practice s 
Improving Record s an d Information Managemen t i n the Public Service , Managing the Public Service : 
Strategies fo r Improvement , Serie s No: 6 , Sa m Agere , Victori a Lemieu x &  Pete r Mazikana , 134pp , 
ISBN: 0-85092-582-7 , GB£9.00/US$14.0 0 

Government Secur e Intranet s 
Information Technolog y &  Globalisation Series , Editors : Larr y Caffre y an d Roger s W O Okot-Uma , 
60pp, ISBN : 0-85092-611-4,GB£15.0 0 

Introducing Ne w Approache s 
Improving Public Service Delivery, Managing the Public Service: Strategies for Improvement,Series No: 
5, Mohan Kaul , 71pp , ISBN : 0-85092-564-9 , GB£9.00/US$14.0 0 

Personnel Records : A  Strategi c Resourc e fo r Publi c Secto r Managemen t 
(Current Goo d Practice s an d Ne w Development s i n Publi c Secto r Management ) A  Publi c Servic e 
Thematic Series , Piers  Cai n an d Ann e Thurston , 160p , ISBN: 0-85092-552-5, GB£8.95/US$13.9 5 

WCMC Handbook s o n Biodiversit y Informatio n Managemen t 
1. Companio n Volum e ( 1 floppy dis k incl. ) -  17p p -  ISBN: 0-85092-551- 7 
2. Volum e 1  - Information an d Polic y -  29pp -  ISBN: 0-85092-544- 4 
3. Volum e 2  -  Information Need s Analysi s -  23pp -  ISBN: 0-85092-545- 2 
4. Volum e 3  -  Information Produc t Desig n -  28pp -  ISBN: 0-85092-546- 0 
5. Volum e 4  -  Information Network s -  32pp -  ISBN: 0-85092-547- 9 
6. Volum e 5  - Data Custodianship &  Access -  24pp -  ISBN: 0-85092-548- 7 
7. Volum e 6  -  Info. Managemen t Capacit y -  48pp -  ISBN: 0-85092-549- 5 
8. Volum e 7  -  Data Mgt . Fundamental s -  33pp -  ISBN: 0-85092-550- 9 

Series Editor: J H Reynolds, GB£22.50P/US$33.75o. Only sold as a complete set of 8 books. 
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Information Sharin g between an d within Government s 
Information Technolog y &  Globalisation Series , Stud y Grou p Report , edite d b y Larry Caffrey , 72pp , 
ISBN: 0-85092-555-X, GB£10.0 0 

Better Polic y Suppor t 
Improving Policy  Managemen t i n th e Publi c Service , Managin g th e Publi c Service : Strategie s fo r 
Improvement, Serie s No: 4, Mohan Kaul , 74pp , ISBN: 0-85092-518-5 , GB£9.00/US$14.0 0 

Information Technolog y an d Globalisatio n 
Implications fo r Developin g Countrie s 
Eds: Mayuri Odedra-Straub, Rogers W'O Okot-Uma and Günther Cyranek, 168pp,ISBN : 0-85092-440 -
5, GB£10.0 0 

From Proble m t o Solutio n 
Commonwealth Strategie s fo r Refor m 
Managing the Public Service: Strategies for Improvement , Series : No. 1 , Mohan Kaul , 69pp, ISBN: 0-
85092-452-9, GB£9.00/US$14.0 0 

Redrawing th e Line s 
Service Commission s an d th e Delegatio n o f Personne l Management , Managin g th e Publi c Service : 
Strategies for Improvement, Series : No. 2 , Charles Polidano and Nick Manning, 90pp, ISBN: 0-85092-
461-8, GB£9.00/US$14.0 0 

Working Toward s Result s 
Managing Individua l Performanc e i n the Public Servic e 
Managing the Public Service: Strategies for Improvement Series: No.  5 , by Noella Jorm, Julie Hunt and 
Nick Manning , 107pp , ISBN: 0-85092-491-X, GB£9.00/US$14.0 0 

Government i n Transitio n 
The Inaugural Conference of the Commonwealth Association for Public Administration and Management 
(CAPAM), Charlottetown, Prince Edward Island , Canada, 28-31 August 1994 , 307pp, ISBN: 0-85092-
422-7, US$17.5 0 

Economic Managemen t an d Plannin g 
Case Studie s o f Selecte d Commonwealt h Countries , Baku l H . Dholaki a an d Ravindr a H . Dholakia , 
234pp, ISBN: 0-85092-407-3 , GB£7. 9 

Information Technolog y Policies  an d Application s i n th e Commonwealt h 
Developing Countrie s 
Mayuri Odedra and Shirin Madon, edited by G Harindranath an d Jonathan Liebenau , 203pp , ISBN: 0-
85092-401-4, GB£8.0 0 

These and many othe r publications o f practical valu e to managers, administrators , 
advanced student s an d academic s requirin g in-dept h insight s int o th e trend s an d 
opportunities confrontin g governmen t ar e availabl e from  Th e Publication s Unit , 
Commonwealth Secretariat , Marlboroug h House,  Pal l Mall , London SW1 Y 5HX . 
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The Management and Training Services Division of the 
Commonwealth Secretaria t (MTSD) 

Managing for success 

For manager s i n developin g Commonwealt h countrie s facin g challenge s rangin g 
from civi l servic e refor m t o busines s re-engineering , MTS D provide s practica l 
advice and rapid assistance through tailored packages of consultancy an d strategic 
training. I t assist s wit h publi c servic e modernisation , organisationa l refor m an d 
restructuring, commercialisation, business planning, management development and 
the introduction of appropriate management and financial informatio n systems . 

Training for excellence 

MTSD ca n assis t i n identifyin g trainin g need s a t sectoral , organisationa l o r 
business uni t levels . I t provide s to p leve l trainin g fo r senio r staf f an d help s 
develop national and regional centres of excellence in priority areas . MTS D draws 
on th e expertis e o f specialist s withi n th e Commonwealt h Secretaria t an d ca n cal l 
on a n extensiv e networ k o f internationa l expert s to develop leadin g edg e training 
programmes i n strategi c management , informatio n systems , environmenta l 
management and enterprise development . 

Building on strengths 

All MTS D assistanc e programme s ar e sensitiv e t o loca l need s an d buil d o n th e 
strengths of existing staff and institutions. MTS D provides particular opportunitie s 
for women in the public and private sectors to develop their management skills. 

Initial enquiries and requests for assistance can be made to: 

The Director 
The Management and Training Services Division 
Commonwealth Secretaria t 
Marlborough House 
Pall Mall 
London SW1Y 5HX 

Telephone: +44 (0) 20 747 6329 
Facsimile: +4 4 (0) 20 74 7 6335 

Cover design provided through  the kind assistance of Coopers & Lybrand, London 
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