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Referral Letter from Permanent Secretary

14 May 2021

Honourable Aiyaz Sayed-Khaiyum 
Attorney-General, Minister for Economy, Civil Service and Communications
Suvavou House
Suva

Dear Sir,

In accordance with the Financial Management Act 2004 requirements, I hereby submit for your 
information and presentation to Parliament, the Annual Report for the Ministry of Civil Service 
for 2017-2018 financial year.

Yours sincerely,

Susan Kiran
Permanent Secretary for Civil Service
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1. Permanent Secretary’s Statement

In its third year of existence, the Ministry of Civil Service (MCS) expanded its 
responsibilities with the creation of the Major Events Division. The division was
responsible for the governance and management of the Asian Development Bank (ADB)
meeting from 2-5 May 2019 in Nadi. This would be the first time a Pacific Island country 
would be hosting such a large meeting, involving more than 3,000 delegates.

MCS continued to facilitate improvements in service delivery through policy advice,
capacity building and training, supporting the Public Service Commission (PSC) to carry 
out its responsibilities and effective management of customer relationships. 

The Policy Division actively participated in the formulation of a Discipline Manual for the 
civil service and assisted the Civil Service Reform Management Unit (CSRMU) initiate a 
consultation process with ministries on the review of General Orders 2011 (GO).

In January 2018, a total of 77 Medical Interns were confirmed and issued with Medical 
Officer Contracts. In addition, 78 Graduates were recruited as Medical Interns. 

The Training Division conducted Open Merit Recruitment and Selection (OMRS) 
Readiness workshops for civil servants and external OMRS panellists. 

As part of enhancing customer satisfaction, MCS assumed responsibility for the 
Government Service Centre (GSC) and coordinated the effective operation of the Customer 
Care Call Centre (CCCC) based at the Ministry of Health and Medical Services (MHMS).

I am pleased to present the Ministry of Civil Service 2017-2018 Annual Report.

Susan Kiran
Permanent Secretary for Civil Service
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2. Corporate Profile

2.1 Vision, Mission and Values

2.2 Roles and Responsibilities

The role of MCS was to support Government’s civil service reforms through capacity building 
and improving the overall capabilities of the civil service, policy advice to Ministries relating 
to Permanent Secretaries’ (PSs) responsibilities under section 127 of the Constitution, 
secretariat and administrative support to the PSC and recruitment and administration of 
Medical Officers.

MCS had six divisions: Recruitment, Policy, PSC Secretariat, Training, Business Unit and the
newly created Major Events Division.

Civil Service Excellence

• Culture: Innovative, Trustworthy, 
Productive, Risk-Taking, Proactive, 
Collaborative, Inclusive, Best Practice, 
Problem Solving, Service Excellence. 

• Values: Respect, Consistency, 
Accountability, Flexibility, Integrity, 
Honesty, Grace.

Our Vision

To Build Capacity and Cultivate a Culture of 
Excellence in Public Service

Our Mission

Our Culture and 
Values
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2.3 Organisation Chart

2017-2018 Organisational Structure

Senior Executives for Hospital Services and Public Health

3. Performance and Achievements

3.1 Recruitment Division

The major achievements of the Recruitment Division in line with its Outcome 1 (A stable and 
high performing Ministry with favourable recruitment and retention outcomes) are summarised 
below:

• Continuous refinement of the Ministry’s Recruitment and Selection policy and its 
implementation. 
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Roles and Responsibilities of Divisions

Division Outcome Roles and Responsibilities
Recruitment Outcome 1 - A stable and high 

performing Ministry with 
favourable recruitment and
retention outcomes.

• Coordinate recruitment, 
selection, contracts, postings 
and appeals of Government
doctors and other MCS Staff

Policy Outcome 2 - Coherent civil 
service policy that supports 
consistent and informed decision 
making at Ministry level.

• Provide advice on human 
resource policies to ensure 
consistency and fairness 
across the civil service.

PSC Secretariat Outcome 3 - Public Service 
Commission to effectively 
achieve its mandate regarding 
Permanent Secretary recruitment 
and performance.

• Provide secretariat support 
and administrative services to 
the PSC.

Training Outcome 4 - Quality training 
that reflects the capacity building 
needs of civil servants as 
recognised by Government under 
the reform agenda.

• Coordinate local and 
international training 
programmes focussed on up-
skilling and capacity building 
of civil servants.

Major Events Outcome 5 - International 
meetings that support the 
achievement of desired policy 
outcomes through the provision 
of structured, professional and
collaborative operations 
management.

• Coordinate major 
international events in 
collaboration with other 
ministries and/or host 
partners.

Business Unit Outcome 6 - Better customer and 
client service in areas impacted 
by MCS.

• Manage the contract with 
Vodafone Fiji on the 
Customer Care Call Centre.

• Coordinate the human 
resource, accounting and 
Information and 
Communication Technology 
(ICT) services.
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• Confirmed and appointed 77 Medical Interns as Medical Officers. These Officers 
underwent the required Induction Training in January 2017.

• A total of 78 graduates were absorbed as Medical Interns in January 2018.
• Out of the establishment of 968 medical officer positions, 683 positions were filled 

while 285 positions were vacant.

3.2 Policy Division

The Policy Division provided policy advice to Ministries ensuring alignment and consistency 
with overarching legislation, regulations, policies and PSC guidelines. 

A summary of achievements in line with its Outcome 2 (Coherent civil service policy that 
supports consistent and informed decision making at Ministry level) are:

• A total of 52 policy advice on human resource policy was provided to Ministries 
following research and consultation with relevant agencies.

• Participated in the review of the GO. Ministries were consulted on allowances, such as 
meal, overtime and rural and maritime location allowance, which are paid to eligible 
civil servants.

• Contribution towards the formulation of a Discipline Guideline for Civil Service, which 
is a guide to employees involved in the administration of disciplinary matters.

• Formulated a Risk Management Policy for MCS.
• Assisted with the 2018-2019 budget submission for MCS.

3.3 PSC Secretariat

The Secretariat maintained its support towards achievement of Outcome 3 (Public Service 
Commission to effectively achieve its mandate regarding Permanent Secretary recruitment and 
performance). 

The Secretariat undertook the following:

• Processed approvals for PSs duty travel overseas, oversight and acting roles.
• Received and assessed 93 requests for procedural review.
• Processed leave applications and other administrative matters relating to PSs

entitlement.
• Provided administrative and logistical support to seven meetings of the Commission, 

four PSs forum and two PSs retreats.

3.4 Training Division

In supporting the government’s reform agenda, the Training Division worked closely with 
other ministries and actively engaged with stakeholders to achieve Outcome 4 (Quality 
training that reflects the capacity building needs of civil servants as recognised by Government 
through the reform agenda) as follow:

• Conducted the following core skills training:
− 40 sessions for 808 civil servants on OMRS Readiness.
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− Three sessions on OMRS for 21 external panellists.
− Two sessions on OMRS HR module for 51 officers.
− 14 sessions for 304 civil servants on Discipline Guideline (Investigation 

Officer).
• Training on Procurement was delivered in partnership with the Ministry of Economy 

as well as Records Management trainings is collaboration with the Fiji National 
Archives.

• Coordinated short term overseas training funded by development partners for 235 civil 
servants and master’s degree scholarships for 7 officers.

3.5 Major Events Division

The Major Events Division was established in January 2018 when the Director Major Events 
was recruited.

The division worked towards achieving its Outcome 5 (International meetings that support the 
achievement of desired policy outcomes through the provision of structured, professional and 
collaborative operations management). 

Work started immediately on the organisation of the 52nd ADB Annual Meeting. This would 
be the largest international event that Fiji has ever hosted. This meeting would be a high-level 
prestigious event to be attended by the ADB member countries. Delegates include Ministers of 
Economy/Finance, Governors of Reserve Banks, Chief Executive Officers and representatives 
of multi-lateral organisation, businesses and civil society and local and international media 
representatives.

Other achievements included: 
• Delivered a successful host country event in Manila for the 51st ADB Annual Meeting 

to unveil Fiji’s theme and logo for 2019 as well as to showcase our nation to the ADB 
member countries.

• Assisted with the coordination of other government events such as the 20th

Commonwealth Education Ministers Meeting in February 2018.
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3.6 Business Unit

The Business Unit coordinated the corporate services responsibilities of the Ministry, including
human resource administration, accounts and ICT support.

MCS had a staff establishment of 30 out of which, 90% was filled. There was an additional 
Principal Administration Officer-Recruitment position created in the Recruitment division. 

Staffing Profile

Division Establishment
Filled

VacantMale Female Total
Office of PS 4 2 2 4 -
Policy 3 3 - 3 -
Recruitment 7 2 5 7 -
Training 6 2 4 6 -
Major Events 4 - 1 1 3
Business Unit 4 1 3 4 -
PSC Secretariat 2 1 1 2 -
Total 30 11 16 27 3

Distribution of Staff by Division

The Business Unit in collaboration with MHMS continued to support the CCCCC to effectively 
handle customer feedback, both positive comments on good service and complaints or 
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suggestions on how health and medical services could be improved. In addition the Business 
Unit assumed responsibility for the Government Service Centre (GSC) and its operation.

The division’s achievement under Outcome 6: (Better customer and client service in areas 
impacted by the Ministry of Civil Service) were;

• The CCCC provided a better means for the public to report health services related 
complaints and have them actioned more consistently, effectively and efficiently.

• The CCCC facility allowed MHMS access to complete records, including feedback and 
follow up actions. 

• The CCCC operated 24 hours a day; 7 days a week, and people could contact the CCCC 
either by calling or texting the toll free line 157, from Vodafone and Inkk network 
within Fiji, or sending an email to: customercare@health.gov.fj

• The MHMS analysed the complaints data at the CCCC and was able to better 
understand areas where services might need to be strengthened, what needed to change, 
where they did well and whether patient satisfaction was improving over time.

The GSC was established as an information hub to provide a range of information to public,
reprint of births, death and marriage certificates and referrals to Government and other 
agencies.

The GSC was managed by a dedicated officer from MCS. Between January and July, 3,553
requests were received, which included printing of births, deaths and marriage certificates
(2,745), certification of documents (592 and Justice of Peace assistance (100). A total of 30
complaints lodged at the centre were solved and closed by the responsible Ministry.

Government Service Centre Requests

Service Provided
Month

Total %Jan Feb Mar Apr May Jun Jul
Complaint 1 2 7 2 11 7 30 0.84
GSC assistance 1 17 10 9 37 1.04
Tourist Assistance 4 4 0.11
NEC query 1 1 1 3 0.08
Application for Ministry 1 1 2 0.06
Certification 242 4 10 9 98 96 133 592 16.66
Printing of B/D/M 
certificate 25 1138 1582 2745 77.26
Justice of Peace
assistance 14 1 1 19 33 32 100 2.81
Police Clearance 
application 1 1 2 0.06
Passport application 6 2 1 6 15 0.42
Government Forms 4 1 18 23 0.65
Total 289 5 15 19 144 1,290 1,791 3,553 100.0
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where they did well and whether patient satisfaction was improving over time.

The GSC was established as an information hub to provide a range of information to public,
reprint of births, death and marriage certificates and referrals to Government and other 
agencies.

The GSC was managed by a dedicated officer from MCS. Between January and July, 3,553
requests were received, which included printing of births, deaths and marriage certificates
(2,745), certification of documents (592 and Justice of Peace assistance (100). A total of 30
complaints lodged at the centre were solved and closed by the responsible Ministry.

Government Service Centre Requests

Service Provided
Month

Total %Jan Feb Mar Apr May Jun Jul
Complaint 1 2 7 2 11 7 30 0.84
GSC assistance 1 17 10 9 37 1.04
Tourist Assistance 4 4 0.11
NEC query 1 1 1 3 0.08
Application for Ministry 1 1 2 0.06
Certification 242 4 10 9 98 96 133 592 16.66
Printing of B/D/M 
certificate 25 1138 1582 2745 77.26
Justice of Peace
assistance 14 1 1 19 33 32 100 2.81
Police Clearance 
application 1 1 2 0.06
Passport application 6 2 1 6 15 0.42
Government Forms 4 1 18 23 0.65
Total 289 5 15 19 144 1,290 1,791 3,553 100.0
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5. Audited Financial Statements
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4. Ministry Appropriation

MCS was allocated a budget of $69.3 million, out of which $50.9 million or 73.7% was 
utilised.

MCS Appropriation and Actual Expenditure

Actual 
Expenditure , 
$50,868,904.

00 

Lapse 
Appropriation , 
$18,463,762.00 

Total Ministry Budget
$69,332,666
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6. Acronyms

ADB Asian Development Bank

CCCC Customer Care Call Centre

CSRMU Civil Service Reform Management Unit

GO General Orders 2011

GSC Government Service Centre

ICT Information and Communication Technology

MCS Ministry of Civil Service

MEPIR Ministry of Employment, Productivity and Industrial Relations

MHMS Ministry of Health and Medical Services

OMRS Open Merit Recruitment and Selection

PS Permanent Secretary

PSC Public Service Commission
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