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Acronyms 
 
ADB  Asian Development Bank 
 
CCCC  Customer Care Call Centre 

CSCIU  Civil Service Coordination and Implementation Unit 

DG  Discipline Guideline 

GO  General Orders 2011 

GSC  Government Service Centre 

ICT  Information and Communication Technology 

IO  Investigation Officer 

MCS  Ministry of Civil Service 

MHMS  Ministry of Health and Medical Services 

OMRS  Open Merit Recruitment and Selection 

PMF  Performance Management Framework 

PRP  Procedural Review Process 

PS  Permanent Secretary 
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Referral Letter from Permanent Secretary 
 
20 July 2023  
 
The Prime Minister and Minister for Civil Service 
Parliament Complex 
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 2019-
2020 financial year. 
 
 
 
Yours sincerely, 
 
 
 
 
 
Parmesh Chand 
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 2019-2020 Annual Report for the 
Ministry of Civil Service (MCS).  
 
This report provides an outline of major achievements during the year, an overview of performance and 
activities, and outlook for the future. 
 
Key changes which occurred with the commencement of this financial year included the transfer of 
management of Medical Officers to the Ministry of Health and Medical Services; and the establishment 
of the Civil Service Coordination and Implementation Unit to monitor the compliance of Civil Service 
guidelines. 
 
The second half of the financial year was impacted by the COVID-19 pandemic, and the Ministry 
reprioritised its planned activities and the mode of delivery in the line with COVID-19 safe measures. 
 
I am pleased to present the Ministry of Civil Service 2019-2020 Annual Report. 
 
 
 
 
 
 
Parmesh Chand 
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 the Ministry of Civil Service was to support Government’s civil service reforms through 
capacity building and improving the overall capability of the civil service, provide policy advice to 
Ministries relating to Permanent Secretary responsibilities under section 127 of the Constitution, 
provide secretariat and administrative support to the PSC and recruitment and administration of 
Medical Officers. 
 
 

Role: 
We serve the Civil Service, 
our core clients are ministry 

staff. 

Our Mission:  

To support Ministries to create a culture of excellence by: 
 

• Being a driver and facilitator of change and evidence-based innovation for the Civil Service 
including the identification of international best practice, with implementation adapted for Fijian 
circumstances to cultivate a more efficient and productive workforce in the public sector, and for 
the civil service to be a merit-based, efficient and responsible employer. 

• Supporting all Ministries in the consistent implementation of human resource management 
policies and modern management practice. 

• Facilitating the continuous professional development and growth of human resources in the 
Civil Service and growing the workforce of the future. 

• Supporting the creation of the necessary conditions and a conducive work environment to 
inspire and improve the morale of civil servants. 

• Project management of the hosting of economically-stimulating, large-scale conferences. 

• Promoting an ethical culture and accountability in the Civil Service. 

Vision: 
A world class civil service 

for Fiji 
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2.2 Roles and Responsibilities/Services 
 
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, and advice to Government 
agencies on the organisation of major international events for Government. 
 
The responsibilities of MCS were performed by the following six divisions: 

 (i) Policy, Research and Innovation,  
(ii)  Civil Service Coordination and Implementation,  
(iii)  Training,  
(iv) PSC Secretariat,  
(v)  Major Events; and  
(vi)  Business Management.  

 

•We take full responsibility for our actions, decisions and
mistakes. We commit to deliver the best outcomes for
the people of Fiji and remain answerable to them. In
doing so we ensure that our activities are transparent and
are in accordance with all laws, rules and regulations.

Accountability

•Excellence and not average is our measure. The quality
of our service delivery is reflected by the pride we take
in what we do and how we deliver. We are passionate
about our people, process, and service and by excelling
in what we do we will strive to make Fiji a better place
for all Fijians and for all visitors to Fiji.

Excellence

•We will ensure the involvement and empowerment of all,
where the inherent worth and dignity of all people are
recognized along with their talents, beliefs, backgrounds,
and cultures.

Inclusiveness

•We maintain a high standard of integrity by commanding
trust and confidence among all the Fijians and the
international community. We take accountability for our
actions and will remain transparent, ethical, and fair.

Integrity

•We embody the highest standards of behaviour,
presentation, competence and ethics that we must hold
ourselves to at all times.

Professionalism

•We build trust by doing the right thing all the time. We
ensure that our actions are not affected by our personal
interests or relationships.

Trust

•We continue to innovate with a view to staying in line or
ahead of global developments including in technology to
provide state of the art service and solutions to our
customers.

Innovation
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2.3 Ministry Goals 
 

  
 
 
 
 
 
 
 
2.4 Our staffing and structure 
 
Our core functions are distributed across our six service delivery units.  These are outlined below: 

Goal 1

•We will coordinate the development of innovative, research based policy in support of a modern,
vibrant civil service focussed on the ethical and accountable delivery of services to the Fijian people
(SDG 16.6).

Goal 2

•We will support ministries to effectively and consistently implement policies that promote their role as
responsible employers, with a focus on good governance and service delivery. (SDG 16.6)

Goal 3

•We will develop and implement a framework to manage core skills development across the civil service
that is effective and promotes a learning culture. (SDG 16.6)

Goal 4

•We will work with ministries to identify and address scarce skill issues across the service.

Goal 5

•We will support effective and efficient operation of the Public Service Commission.

Goal 6

•We will lead project management of large-scale conferences which support stimulation of the Fijian 
economy.

Goal 7
•We will ensure transparent, accountable and responsible management of Ministry of Civil Service 
resources.
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•Develop and review policy
•Identify innovations and trends through research
•Provide research for policy queries

Policy Research and Innovation

•Monitor and advise ministries on consistent strategies for effective implementation of
policies

•Identify strategies to address scarce skills

Civil Service Coordination Implementation Unit

•Provide secetarial support to PSC
•Contract administration for all Permanent Secretaries
•Executive support for PS MCS

Executive Support and PSC Secretariat

•Core skills training development, review and delivery
•Report on training effectiveness
•Coordinate development partner funded learning and development opportunities

Training

•Coordinate events
•Develop a framework for capacity building in Ministries for events

Major Events

•Internal service and resource management

Business Unit
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• The hotel accommodation rates outlined in the General Orders 2011 were reviewed and approved 

by Cabinet in March 2020 and Ministries were advised accordingly.  
 
• Two research papers were developed. These were on Leave and Relocation Allowance of the 

General Orders and Customer Care and Service Delivery.  
 
• Contributed to the development of Fijian Civil Service Work from Home Guideline. 
 
• Assisted with the scoping of Cadetship Programme which was placed on hold as a result of shifting 

priorities due to tCOVID-19 pandemic. 
 
• Processed requests for the re-engagement of civil servants over the age of 55 years in accordance 

with Regulation 14 of the Civil Service (General)Amendment) Regulation 1999.  
 

 
 
 
Table 1 below shows the details of 28 requests for the re-engagement of civil servants that were 
submitted by different Ministries and processed by the division.  

  
Table 1:  Re-engagement- Requests, approved and declined 

 
3.2 Civil Service Coordination and Implementation Unit 
 
The Civil Service Coordination and Implementation Unit (CSCIU) was responsible for the following: 

 
• Monitoring and advising Ministries on consistent strategies for effective implementation of 

policies approved by the Public Service Commission; and 

• Identifying strategies to address scarce skills. 

 

The CSCIU’s achievements are highlighted as below: 
 
• Ongoing audits of OMRS processes were conducted across all Ministries to monitor the 

implementation and compliance of best practice in the OMRS Guideline. Two cycles of audits 
were undertaken in 2019 to 2020. Audits were put on hold from March 2020 due to COVID-19 
pandemic. In the audits conducted, 70% of the Ministries demonstrated excellent progress with 
30% scoring above 90% for compliance to the provisions of the OMRS guideline.  
 

Ministry  No. of 
Request 
Approved  

Request 
Disapproved 

Ministry of Health & Medical Services 20 - 
Ministry of Fisheries 1 - 
Ministry of Waterways 1 - 
Ministry of Agriculture 1 1 
Ministry of Industry, Trade And Tourism 3 - 
Ministry of Infrastructure, Transport, Disaster 
Management & Meteorological Services  

2 - 

Total 28 1 
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• The preliminary review of the Performance Management Framework was coordinated, and the 
transition arrangement was developed as a mechanism for ongoing performance assessment and 
contract renewals. The transitional arrangement came into effect in June 2020. 

 
• Fulfilled its role as the Secretariat for the PSC-appointed central Job Evaluation Leadership Team 

(JELT), which was established to ensure consistency of evaluations across the Civil Service. JELT 
evaluated and moderated a total of 66 positions from 12 Ministries and Departments across the 
Civil Service. (Illustrated in Table 2 below). 

 
Chart 2 
 

 
 
• Whole of Government pool recruitment processes for common cadre positions were facilitated by 

the Unit and meritorious lists were shared with Ministries. Positions included Drivers, Clerical 
Officers, Admin Officers, Accounts Officers and Communication Officers.  

 
• Monthly face-to-face HR Forums were facilitated until the COVID-19 pandemic which resulted 

in the forums being placed on hold, however continuous HR support and policy advice were 
provided to Ministries via emails, phone calls and virtual meetings.  

 
• The Government Planning Framework and Planning Guides were reviewed and all requests by 

Ministries for support in Strategic Planning workshops or review of Strategic Planning documents 
were actioned within 1 week of request. 

 
With the assistance of the Policy Innovation and Research Unit, the COVID-19 Work from Home 
Guideline and Guidelines on Civil Servants Affected by COVID-19 pandemic were developed, 
approved and implemented. 
 
3.3 Executive Support and Secretariat Services  
 
The Executive Support and Secretariat Unit is responsible for efficient secretariat service to PSC, to 
manage contracts for all Permanent Secretaries including leave, and undertakes executive support for 
PS MCS. 
  
Public Service Commission (Commission) meetings are scheduled quarterly to discuss matters in 
relation to the roles and responsibilities of the Public Service Commission. The Commission conducted 
four meetings during the year with three face-to-face meetings and one virtual meeting due to the 
COVID-19 pandemic.  
 
The Permanent Secretaries forum enables the Commission and the Permanent Secretaries to 
collaborate, share ideas, seek advice and guidance as well as provide support to each other. The 
Commission hosted one face-to-face Permanent Secretaries Forum for the financial year.  

24

2

91

18

1
2 1 3 1 3 1

JELT Evaluation & Moderation

Economy OPM Agriculture
MEHA MCTTT MDNS
Comms Justice Health
Youth & Sports Infrastructure Forests
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1. Guidelines Approved by the Commission  
 
The Commission in its meetings discussed and endorsed the Civil Service Guidelines and its revisions. 
In the 2019-2020 financial year, the Commission had approved the following revisions: 
 
i. Fijian Civil Service Open Merit Recruitment and Selection Guideline – October 2019 

 
ii. Job Evaluation and Civil Service Remuneration Setting Guideline – December 2019 

 
iii. Fijian Civil Service Performance Management Framework – Transitional Arrangements – June 

2020 
 
2. Procedural Review Process 
 
The Commission administers the Procedural Review Process (PRP) which is an appeals mechanism 
for recruitment processes for appointments to substantive vacancies in the civil service. The 
Commission has been processing PRP requests since the mechanism was first introduced in 2017. The 
PRP enables Ministries to identify the recruitment and selection processes that require strengthening 
 
In 2019-2020, 112 appeals were received out of which. 35 appeals were upheld, 66 appeals were 
unsuccessful, 4 were withdrawn, 5 appeals were ineligible, and 2 appeals were not processed as the 
vacancies were withdrawn to be re-advertised. 
 
Chart 3: Procedural Review Process 2019-2020 
  

 
 
This shows a 14% reduction in the number of appeals received from 2018-2019 financial year. 
 
3.4 Training Division 
 
The Training Division (Division) works closely with Ministries, development partners and other 
stakeholders to build the capacity of the Civil Service. This is accomplished through: 
 

• The development, review and delivery of training that has been identified as vital to the 
operation of Government (Core skills training); 
 

• The coordination of development partner funded learning and development opportunities; and 
 

59%

31%

4%
4% 2%

Procedural Review Process

Appointment Stands

Appeals Upheld

Appeals Withdrawn

Appeals Ineligible

Vacancies re-advertised
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• Reporting on the effectiveness of, and return of investment for, capacity building 
opportunities. 

 
The learning and development needs are submitted by Ministries and maintained in a central register 
which is updated annually. 
 
 
1. Core Skills Training  
 
The following Table (2) illustrates the number of training sessions that have been delivered by the 
facilitators from within the Division, and outlines the number of civil servants that have been trained 
across the Government. 
 
Table 2:  Training Modules 
 
 
 
 
 
 
 
 
 
 
1726 Public Servants were trained through the financial year compared to 796 compared to the 
previous year. This illustrate an increase of 117% due to the following reasons: 
 

• Trainers were absorbed from Civil Service Reform Management Unit; and 
 

• Increase utilisation of e-learning platforms due to COVID-19 pandemic. 
 
Chart 4 illustrates the monthly participants throughout the financial year 2019 – 2020 for OMRS 
Selection Panel Training and Investigation Officer Training. 
 
Chart 4:  OMRS & IO Participants – Monthly Record FY 2019-2020 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In addition to the above training, the Division coordinated the following trainings with partner agencies:  
 

Training Modules  
No of 
Sessions  

No of civil 
servants 
Trained  

Open Merit Recruitment and Selection Training  20 619 
Investigators Officers Training   15 476 
Effective Job Application and Interview Skills Training  15 521 
Exceptional Customer Care Training  1 30 
Leadership Development Program  4 80 

0
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OMRS & IO PARTICIPANTS - MONTHLY RECORD FY 2019-
2020 

Open Merit Recruitment and Selection Training Investigators Officers Training
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• Records Management (Department of National Archive-Ministry of Education Heritage & 
Arts). There were four sessions with 116 officers trained. 

• Anti-Bribery (Fijian Independent Commission Against Corruption) and Procurement training. 
There were four sessions with 122 officers trained. 

• Procurement Training (Ministry of Economy). There were six sessions with 166 officers 
trained. 
 

The Division began the development of a whole of Government Induction package which was 
delivered through MCS Moodle platform. The package was piloted with MCS staff and later rolled out 
to Ministries on a voluntary basis. 
 
2. Leadership Development Training 
 
Leadership was identified as a core skill area that required major investment and capacity building 
within the Civil Service. Leadership development was facilitated through two initiatives by the 
Division: 
 
(i) Leadership Development Programme (LDP) 
 
The Leadership Development Programme (LDP), is a management training for Tier II and Tier III 
officers across the civil service. This started in July 2018 and is designed to provide knowledge, skills, 
principles and integration techniques that form the basis of effective leadership in the public sector, 
assisting officers to: 
 

(i) Build the required leadership competencies to perform in a constantly evolving public 
sector environment; 

(ii) Have a deeper self-awareness in order to become more influential leaders; 
(iii) Broaden the strategic perspective and knowledge of the social, economic and political 

context in which the Fiji public service leaders operate; 
(iv) Obtain a keen awareness and understanding of the various roles of the manager as leader 

in team building, collaboration and managing transformational change; 
(v) Adopt an innovative mind-set through strategic utilisation of technology and learning 

agility; 
(vi) Enhance the engagement and performance of their employees; 
(vii) Provide an opportunity to network with managerial peers; and 
(viii) Develop personal goals and plans for career advancements. 

 
LDP session 8 was facilitated from 8th -13th of December, 2019 at Tokatoka Resort and LDP session 
9 was facilitated from 23rd -28th of February, 2020 at the Pearl Resort, Pacific Harbour, 40 Senior 
Leaders were trained. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

MCS 2019-2020 Annual Report Page 7 
 

LDP 8 – Tokatoka Resort 
 

 
 
 
 
 
 
 
 
 
 
 
 

LDP 9 – Pearl Resort 

 
 
 
(ii) Senior Officers Leadership Forum 
 
The Senior Officers Leadership Forum provides middle and senior managers an opportunity to hear 
from motivational speakers and to network. It was facilitated in February 2020, where the guest speaker 
was Mr. Ram Bajekal, the Managing Director for FMF Foods Limited Groups of Companies. The 
topic of the Forum was on ‘Step Up Leadership’ –Decision Making in the face of Uncertainties’ with 
a total of 60 senior Civil Servants in attendance. 
 

 
 

3. Development Partner Learning and Development Opportunities 
 

With the assistance of Fiji’s development partners, the Division processed scholarship applications 
and short-term trainings for the Fijian civil service.   
 
(i) Scholarships 
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Fiji50 
 
The Events Unit coordinated the design of the Fiji50 logo through multiple stakeholder consultations. 
The Fiji50 logo is expressed as an unbroken circle of striking Fiji blue, represented a young, modern, 
and forward-facing vision of Fiji’s potential as we embrace the next 50 years and beyond.  
 

Fiji50 Logo 

 
 
 
 
 
Some of the events planned for Fiji50 was inclusive of  Torch Relay, School competitions and Prime 
Ministers Youth awards, Lecture Series, Photo Exhibitions, 50 Shots of Fiji, Music, food and dance 
festival, Media interviews and storytelling, Invitation to international VIP’s and Busking and graffiti 
artists. 
 
During the Anniversary weekend the events planned were national parade and military tattoo, 
traditional welcome ceremony (for Royal Visit), unveiling of a jubilee feature, carnivals and rides 
around Fiji, Taste of Fiji food stalls, exhibitions, fireworks/laser lights display around Fiji and music 
festival. 
 
The unprecedented impact of the COVID-19 pandemic significantly affected the plans for Fiji’s 50th 
Independence Anniversary celebrations. The Unit then focused on preparing for COVID-19 safe 
celebrations which included video and art competitions.  
 
The team also assisted the other agencies with the following events: 
 

• Department of Communications - ABU General Assembly (Director Major Events attended 
the ABU General Assembly in 2019 and met with all the stakeholders to Hold the 2020 
General Assembly in Fiji.  The budget for the event (Build-up) was also prepared by the team;  
 

• South Pacific Stock Exchange – Annual General Meeting  (Director Major Events was an 
active member of the Steering Committee and assisted with their Concept of Operation (Build-
up);  
 

• Ministry of Defence – 49th Fiji Day Celebration (Events Unit was part of the steering 
committee and assisted in sourcing sponsorship (Event Date – 10.10.2019); and 
 

• Department of Communications and USP - Asia Pacific Robocon Competition (Events Unit 
assisted in coordinating the meeting in Fiji, in 2020 (Build-up)).  

 
3.6  Business Management Services 
 
The Business Unit coordinated the corporate services responsibilities of MCS, including human 
resource administration, handling customer complaints, managing the Ministry’s properties such as 
the Government Service Centre and the Centre for Training Division, accounts and ICT support. 
 
1. Human Resources 

 
The Human Resources team managed the internal human resource aspects of the Ministry’s operations 
and reported to the Business Manager. Below were their main areas of operations: 
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(iii) Learning and Development (L&D) 
  

The following L&D opportunities were offered to staff of the Ministry of Civil Service: 
  
17staff attended trainings facilitated by MCS Training Division. These included the following: 

 
Training No. Of Staff Trained 
Open Merit-Based Recruitment and Selection 3 
Investigation Officer Training 12 
Records Management 2 

 
 

25 staff attended trainings that were facilitated externally. These included the following: 
 

Training No. of Staff Trained 
Occupational Health and Safety (OHS) module 3-4 2 
Climate Adaptation 2 
Speech Writing 1 
Basic Prosecution Skills 1 
Diplomacy and Practice 1 
Leadership Development Program 3 
Training of Trainers module 1 1 
2020 National Conference on Information Technology 1 
FMIS & Payroll 1 
Effective Performance Management 12 
Employment Relations 3 

 
In addition to the L&D opportunities above, there were also monthly HR information sessions 
conducted within the Ministry to keep staff informed on the latest whole of government policies and 
best practices. 

 
(iv)  Staff Engagements 

  
Prior to the COVID-19 lockdowns, the Ministry held monthly staff meetings and when the COVID-
19 lockdown measures came into effect, management and staff members kept in touch with each other 
through the Ministry chat group on Viber and through several Zoom sessions. The chat group was 
strictly administered to ensure security of information that were shared.  

 
The Ministry’s social committee planned and coordinated the Ministry’s social gatherings and events 
for specially marked occasions or holidays and organised a corporate social responsibility activity 
where the Ministry visited and donated in cash and in kind to the Frank Hilton Organisation.  

 
A total of 5 internal circular memorandums were issued by the Ministry to keep staff members updated 
on the latest policies and instructions from management. 

 
(v) Discipline and Industrial Relations 

  
The Ministry did not have any breaches of the Civil Service Code of conduct that necessitated the 
investigation.  

 
2. Customer Care Call Centre 

 
MCS in collaboration with Ministry of Health and Medical Services continued to enhance customer 
services and manage customer complaints through the coordination and monitoring of Customer Call 
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Centre. The concept behind call centre services is to better involve our clients by encouraging them to 
contact us by calling or texting the customer support helpline (toll free line 157) from Vodafone and 
Inkk network within Fiji or sending an email to customercare@health.gov.fj operated 24 hours a day- 
7 days a week. The call centre service provides a platform for our customers to contact us through calls 
(toll free line 157-vodafone and Inkk) and emails (customercare@health.gov.fj). The call centre 
operates 24 hours a day- 7 days a week. 
 
The CCCC provided better means for the public to report issues relating to health services and handling 
them consistently, effectively and efficiently. Both grievances and feedback were received by qualified 
officers and sent to appropriate personnel in the Ministry of Health and Medical Services (MHMS), 
who were in charge of following up under agreed-upon timeframes. 
 
The MHMS call centre received 1705 enquiries this financial year (illustrated in table 6). The feedback 
received from the general public included complaints, general enquiries and also compliments on the 
health and medical services provided.  
 
 
 
 
Table 6:  Types of Complaints 
 

 
 
The information recorded from the call centre database in table 6 above illustrates the benefit of the 
wide spread services offered to the general public, even to those in remote areas, enabling them to send 
in their feedback on the services provided to them. 
 

Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun July
Delays and long 
waiting time 28 15 37 31 19 32 38 20 15 23 20 26 304 17.8

Environmental health 1 5 4 3 2 5 3 5 3 18 5 9 63 3.7

Equipment not 
available or not 
working 3 2 5 4 7 4 3 3 1 5 2 39 2.3
Medicines or other 
supplies not 
available 8 6 10 27 11 14 16 11 5 5 6 119 7.0
Poor communication 4 1 1 1 2 21 5 2 2 2 41 2.4
Poor staff 
attitudes/behaviour 9 7 9 13 11 15 11 7 8 22 8 7 127 7.4
Poor/ Inadequate/ 
Missing Reports and 
Records 6 5 2 9 7 6 4 2 1 7 3 1 53 3.1
Prank Calls 1 1 1 2 3 1 9 0.5

Service too expensive 1 1 2 0.1
Treatment area 
unpleasant 3 3 2 1 1 4 4 2 4 24 1.4
Unsatisfactory 
treatment 24 10 23 11 19 17 17 14 13 21 12 25 206 12.1
General Enquiry * 36 24 31 62 39 38 9 5 14 54 44 77 433 25.4
Others* 16 24 13 43 21 8 10 11 54 36 49 285 16.7
TOTAL 139 102 138 205 139 153 119 81 71 214 141 203 1705 100

TYPES OF 
COMPLAINTS

Month (2019) Month (2020)
Total %
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