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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 2018-2019 financial year.

Yours sincerely,

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

In accordance with the Financial Management Act, 2004, I submit the 2018-2019 Annual 
Report for the Ministry of Civil Service (MCS).

The highlight of the year was the successful preparation and hosting of the 52nd Asian 
Development Bank (ADB) Annual Meeting, the largest international meeting that Fiji has 
ever accommodated. The event was attended by 3,582 participants from 76 countries 
(including 68 ADB member countries) in Nadi from 1-5 May 2019. During the event, Fiji 
proficiently showcased its achievements, culture, products, investment potential, and 
tourism attractions as well as demonstrated its ability to host high-level large international 
events. Positive feedback was received from delegates on the organisation and logistical 
arrangement for this annual event. 

MCS coordinated the Leadership Development Programmes (LDP) for Deputy Secretaries, 
Directors and Middle Management across the civil service to enhance the leadership skills.
The LDP highlighted the need to do things differently by offering opportunities to develop 
new thinking skills through experiential learning and networking development 
opportunities. MCS also continued to consult other Ministries to identify their training 
needs and liaise with development partners for learning and development opportunities.

MCS managed the contract with Vodafone Fiji for the management of the Customer Care 
Call Centre (CCCC) for the Ministry of Health and Medical Services (MHMS) in order to 
improve customer service. 

The Government Service Centre (GSC) continued to respond to queries from the public, 
offering a range of information and referrals of government ministries and agencies. These 
services included, but were not limited to, reprints of birth, death, and marriage certificates, 
Justices of Peace referrals, document certification, tourist assistance and directory services.

I am pleased to present the Ministry of Civil Service 2018-2019 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

MCS supported the improvement of the overall capabilities of the civil service through 
policy advice to Ministries, training for civil servants, secretariat support to the PSC,
administration of Medical Officers and advice on organisation of major international 
events.

MCS had six divisions which were Recruitment, Policy, PSC Secretariat, Training, 
Major Events and Business Unit.

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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2018-2019 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) included:

• Continuous refinement of the Ministry’s Open Merit Recruitment Selection policy 
and its implementation. 

• Recruitment and selection of employees to reduce vacancies relating to both 
administrative and medical officer positions.

• A total of 75 Medical Interns were confirmed and issued with Medical Officer 
contracts. 

• A total of 75 Graduates were absorbed as Medical Interns in January 2019.
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The roles and responsibilities of the respective divisions and their corresponding 
outcomes are tabulated below.

Roles and Responsibilities

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

performing ministry with 
favourable recruitment and 
retention outcomes.

• Coordinate recruitment, 
contracting, administration and 
posting of staff and Government 
doctors and other MCS Staff.

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

• Analysis and assessment of 
ministries’ 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.

• Responsible for providing 
administrative and analytical 
support to PSC and for the 
administration of Permanent 
Secretaries’ terms and conditions 
of service.

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

• Coordinate local and international 
training programmes focussed on 
the 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 and provide advice on 
the organisational aspects of 
major international meetings in 
collaboration with other 
Ministries and /or host partners.

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

• Responsible for financial 
management, procurement and 
contracting services.

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

• Manage operations of the GSC.

2.3 Organisation Chart
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• Out of the establishment of 968 medical officer positions, 772 positions were filled 
while 196 positions were vacant compared to 285 for the previous financial year.

3.2 Policy Division

To ensure consistency of policy across the civil service, the Policy division provided
policy advice to Ministries ensuring alignment with overarching legislation, 
regulations, policies and PSC guidelines. 

A summary of the Policy Division achievements in line with its Outcome 2 (Coherent 
civil service policy that supports consistent and informed decision making at Ministry 
level) is highlighted below:

• A total of 38 policy advice was provided to ministries following research and 
consultations with relevant agencies.

• Assisted in the review of the General Orders 2011 organised by the Civil Service 
Reform Management Unit.

• Contributed to the review of the working hours for Medical Interns.
• Drafted internal policies on ‘Social Inclusion’ and ‘Gender Equality’.
• Assisted in organising the ministry’s planning day, preparation of planning 

documents and formulation of MCS 2019-2020 budget submission.

3.3 PSC Secretariat

The PSC Secretariat supported the Commission’s Constitutional functions of 
appointment, discipline, removal, and oversight of Permanent Secretaries’ (PSs). The 
PSC was also responsible for setting consistent service standards across the civil service 
by enforcing guidelines and administering the Procedural Review Process and 
Performance Assessment Framework for PSs.

The division maintained its support towards the achievement of Outcome 3 (Public 
Service Commission to effectively achieve its mandate regarding permanent secretary 
recruitment and performance). Achievements are as below:

• The administrative processes for appointment of 20 PSs inclusive of five contract 
renewals. 

• Facilitation of approvals for PSs duty travel, oversight and acting roles.
• Assessment of 128 requests for procedural review. 
• Processed leave applications and other administrative matters relating to PSs

entitlements. 
• Provided administrative and secretariat support to seven meetings of the 

Commission, one induction programme and one retreat for PSs.

3.4 Training Division
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In delivering 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). 

A wide range of learning and development activities (both local and international) were 
identified and coordinated to fully support the public sector workforce.

Achievements are as below:

• Coordinated induction programme for Medical Officers.
• Facilitated MCS staff induction, which were carried out by individual supervisors.
• Conducted the following core skills training:

− 17 sessions for 476 civil servants on OMRS Readiness.
− Three sessions on OMRS for 14 external panellists.
− 11 sessions for 306 civil servants on Discipline Guideline (Investigation 

officer).
−

• Training on Procurement was delivered in partnership with the Ministry of 
Economy and Records Management in collaboration with the Fiji National 
Archives.

• Facilitated Project Management training which was sponsored by Secretariat of the 
Pacific Community and USAID. 

• Coordinated Customer Care training which was delivered by Fiji National 
University.

• MCS coordinated short term overseas training for 151 officers and two Master’s 
Degree scholarships sponsored by development partners.

MCS initiated the Leadership Development Programme in July 2018 for tier two and 
three officers (Deputy Secretaries and Directors) across the Civil Service to enhance 
leadership skills to lead and manage teams. It introduced senior leaders to new 
approaches to develop thinking skills through experiential learning and networking.
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3.5 Major Events

MCS Events team led the planning and coordination responsibilities for the 52nd ADB
Annual Meeting in 2019, under Outcome 5 (International meetings that support the 
achievement of desired policy outcomes through the provision of structured, 
professional and collaborative operations management).

The Annual Meeting of the Board of Governors is a requirement under the ADB 
Charter. It is a ministerial meeting and premier forum to discuss economic and 
development issues.

The 52nd ADB Annual Meeting was hosted by Fiji from 1-5 May 2019. This prestigious 
event was attended by the Board of Governors of the 68 ADB member countries. The 
Governors were Ministers of Finance while the Alternate Governors are Governors of 
Central Banks/Reserve Banks of the member countries. Other delegates included the 
Civil Society Organisations, Chief Executive Officers of major banks and companies 
along with other local and international dignitaries and the media. 

For the first time ever, this meeting was held in a developing Pacific nation. It provided 
Fiji with an excellent opportunity to showcase its achievements, culture, investment 
potential and tourism attractions as well as to demonstrate its ability to host large 
international events.

MCS Annual Report 2018-2019 Page 9

Some Highlights of the 52nd ADB Annual Meeting

The ADB Annual meeting hosted 86 events across 4 venues to accommodate the largest 
gathering of international delegates in Fiji. The theme for the annual meeting was “Prosperity 
through Unity”. MCS collaborated with other agencies and stakeholders to create a flawless 
and risk free event.

A Multi Agency Command Centre with a state of the art technology was set up for the first 
time in Fiji to coordinate and control movement of all participants. It provided 24-hour 
surveillance over the entire event for the safety of the delegates.

Cameras were strategically located along the road to identify any road blocks or hazards from 
the Airport to Denarau and up to the InterContinental Fiji Golf Resort and Spa in Natadola.

Multi-Agency Command Centre 

3,582 Attendees from 76 Countries
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A 36-metre LED screen was used to compliment the Denarau Island Convention Centre to a 
level never seen here before. Digital signage was used for the entire event.

LED light boxes were erected at the Sheraton Fiji Resort foyer (main venue for the event)
displaying different Fijian cultures and also the cultures of the Pacific ADB member countries.

A total of 30 youth under the age of 30 were recognised on an international platform for their 
achievements in different areas. This session was moderated by globally renowned keynote
speaker Ms. Holly Ransom.

Introduction of New Technology 

30 Under 30
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Fiji received extensive international exposure as we opened our doors to:
• Internationally renowned journalists, Ms Zeinab Badawi of BBC News, Ms 

Sharanjit Leyl of BBC World News Singapore and Ms Amanda Drury of CNBC to 
name a few.

• A total of 144 media representatives from around the world attended the event.
• CNBC hosted a debate which was broadcasted live to their 80 million viewership 

audience.
• China Global Television Network (CGTN) also hosted live broadcast from the main 

venue.

Internationally Renowned Journalists and Largest Congregation of International Media 
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Impeccable transportation service was provided to all the delegates.

Transport Highlights  
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Part of the plan for hosting the annual meeting was to support and up-skill local businesses. 
State of the art technologies were introduced in this meeting and local businesses were invited 
to work with Technical Assistance to upgrade their skills and capabilities. 

A Fijian Arts Village was created to showcase the products of small to medium businesses, 
Fijian Made products, local handicraft and our different cultures.

The Governors wore a local Fijian designer bula shirt for their official photograph for the 52nd

ADB Annual Meeting.

A beautiful handcrafted Tanoa from Hot Glass Fiji was gifted to the President of ADB.

Supporting Local Businesses 
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A high level theming and branding was used at all the venues. Each venue had a different 
colour palette that was consistent with the branding guidelines.

High Level Theming and Branding 
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Fiji celebrated 140 years since the arrival of first “Girmitiyas”. The inspirational stories of their 
challenges were displayed at the exhibition booth. The display attracted a lot of media attention 
and was also featured in the newspapers.

A successful host country reception was held at the InterContinental Fiji Golf Resort and Spa
to welcome all the delegates. The ADB rated this as one of the best welcome receptions. The 
theme for catering was “Taste of Fiji” featuring food from different cultures of Fiji. Food 
stations promoted food from Our Land, Our Reefs, Our Farms and a live Kokoda Station was 
led by Fiji’s celebrity Chef, Lance Seeto.

Host Country Reception  

Girmit Display
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3.6 Business Unit

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

MCS had a staff establishment of 36 out of which, 86% was filled. 

Staffing Profile

Division Establish
Filled

VacantMale Female Total
Office of the Permanent Secretary 1 - 1 1 -
Policy 3 2 - 2 1
Recruitment 8 2 6 8 -
Training 6 2 4 6 -
Major Events 4 1 2 3 1
Business Unit 6 - 4 4 2
PSC Secretariat 8 4 3 7 1

Total 36 9 22 31 5

Percent Filled 86% 14%

Distribution of Staff by Division

MCS in collaboration with the MHMS continued to support the CCCC to effectively 
handle customer feedback, both positive comments and complaints or suggestions on 
how health and medical services could be improved.

The Business Unit achievements under Outcome 6 (Better customer and client service 
in areas impacted by MCS) were:

• The CCCC provided a better means for the public to be able to report health services 
related complaints and have them actioned more consistently, effectively and 
efficiently.
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• The CCCC operated 24 hours a day; 7 days a week. It could be contacted 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 CCCC facility allowed MHMS access to complete records, including feedback 
and follow up actions. This enabled MHMS to better understand areas where 
services might need to be strengthened, what needed to change, what they did well 
and whether patient satisfaction was improving over time.

• The GSC continued to operate as an information hub to provide a range of 
information, services and referrals to other Government Ministries and agencies.

• The GSC received 33,358 requests during the financial year, including reprinting
of birth, death and marriage certificates (29,814), certification of documents (1,206)
and Justice of Peace assistance (660).

• A total of 35 complaints lodged at the centre were resolved and closed by the 
responsible ministries.

Government Service Centre Requests

Service 
Provided

Month (2018) Month (2019)

Total %
Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun July

Complaint 4 0 6 7 5 6 3 3 0 0 1 0 35 0.10
GSC 
assistance

52 99 98 65 22 59 39 29 35 17 41 0 556 1.66

Tourist 
Assistance

29 78 51 23 23 35 30 81 31 6 27 0 414 1.24

NEC query 34 27 41 37 14 21 19 25 3 10 32 0 263 0.78
Application 
for Ministry 

0 0 0 0 0 0 0 0 0 0 0 0 0 0

Certification 71 50 54 81 103 242 148 77 142 42 68 128 1206 3.61
Printing of 
B/D/M 
Certificate

1,791 1,597 1,761 2,716 2,075 3,258 2,557 2,330 2,061 3,172 2,781 3,715 29,814 89.37

Justice of 
Peace
assistance

68 76 115 78 56 93 55 28 12 20 34 25 660 1.97

Police 
Clearance 
application

1 0 0 0 0 0 1 0 0 0 0 0 2 0.005

Passport 
application

7 31 22 7 9 33 12 19 20 26 10 12 208 0.62

Statutory 
Declaration 
form

6 19 15 9 23 23 16 13 15 11 19 31 200 0.51

Total 2,063 1,977 2,163 3,023 2,330 3,770 2,880 2,605 2,319 3,304 3,013 3,911 33,358 100
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4. Ministry Appropriation

MCS was allocated a budget $59.7 million, out of which $43.4 million or 97.6% was utilised 
during the year.

Ministry Appropriation and Actual Expenditure

Actual 
Expenditure , 
$58,277,494

Lapse 
Appropriation , 

$1,416,859

Total Ministry Budget 2018-2019
$59,694,353
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6. Acronyms 

ADB Asian Development Bank

CCCC Customer Care Call Centre

GSC Government Service Centre

LDP Leadership Development Programme

MCS Ministry of Civil Service

MEPIR Ministry of Employment, Productivity and Industrial Relations

MHMS Ministry of Health and Medical Services

PS Permanent Secretary

PSC Public Service Commission
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