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Glossary of Terms
Words and terms commonly used in reports and other documents concerning the public service are defined and explained in the table below. The definitions have been drawn from various sources (see below) but are considered standard.
	Term
	Definition

	Accountability
	The requirement that officials answer to stakeholders on the disposal of their powers and duties, act on criticisms or requirements made of them and accept (some) responsibility for failure, incompetence or deceit. Mechanisms for holding officials accountable can be interorganisational, as between branches of government; intraorganisational, as between supervisors and subordinates; and extraorganisational, as when an organisation and its functionaries answer directly to customers or stakeholders. Accountability mechanisms can address the issues of both who holds office and the nature of decisions by those in office. Accountability requires freedom of information, stakeholders who are able to organise transparency in decision-making and the rule of law. 

	Administration, the Administration
	The act or process of administering, especially the management of a government. The activity of a government or state in the exercise of its powers and duties. Often ‘The Administration’, which is the executive branch of a government. The act of governing and exercising authority. The collection of ministries, departments and other agencies which collectively administer the laws, rules, regulations and services of government. The state administrative organisation or bureaucracy which consists of ministries and departments.

	Administrative decentralisation
	Redistribution of authority, responsibility, and/or financial resources for providing public services. It is the transfer of responsibility for planning, financing, and managing certain public functions from the central government and its agencies to field units, subordinate units or lower levels of government, semi-autonomous public authorities or corporations, or regional or functional authorities. Administrative decentralisation has three major forms – de-concentration, delegation, and devolution. (See below for definitions.)

	Allowances
	Current rewards other than base pay. These can be provided as part of the employment contract (e.g., transportation, housing, meals, telephone, travel, cost of living), or can be provided on a non-contractual basis or as intangible rewards (e.g., trips abroad or training). Globally, it is regarded as best practice for allowances to be monetised (rather than provided as assets or services such as housing, or transport).

	Base pay
	The salary or wages that every public servant receives regularly (usually fortnightly or monthly) from a government by virtue of being on the payroll. Base pay is usually linked to an employee's position and is uniform across similar positions. The base pay is often cited to compare wages in the public and private sectors. It is, however, only one component of civil servants' total rewards.

	Budget
	The process by which a government expresses in financial terms its objectives; the resources to deliver its plans; how controls and responsibilities are delegated; and the yardsticks by which efficiency is measured.

	Bureaucracy
	The way administrative execution and enforcement of legal rules are socially organised. Four structural concepts are central to any definition of bureaucracy:
· A well defined division of administrative labour among persons and offices
· A personnel system with consistent patterns of recruitment and stable linear careers 
· A hierarchy among offices, such that the authority and status are differentially distributed among actors 
· Formal and informal networks that connect organisational actors to one another through flows of information and patterns of co-operation. 

Examples of everyday bureaucracies include governments, armed forces, corporations, non-governmental organisations (NGOs), hospitals, courts, ministries and schools.

	Capacity, capacity development, capacity building 


	Capacity: the skills, knowledge and resources needed to perform a function. 
Capacity development: the process by which individuals, groups, organisations, institutions and countries develop their abilities, individually and collectively, to perform functions, solve problems and achieve objectives. 
Capacity building: differs from capacity development in that the latter builds on a pre-existing capacity base. 
The aim of capacity development and capacity building is to help governments, organisations and people attain a level of self-sufficiency that enables them to effectively manage their own affairs.

	Circular
	Statement of government policy, often supplying guidance, instruction or background information on legislative or procedural matters. Internal circulars addressed to MDAs provide information, procedures or other requirements and instructions to public servants. They may be issued by a minister or top level managers. 

	Civil servant
	A term generally referring to administrators, technical and professional staff and their support staff paid for implementing the policies of national, state or local governments. Essentially those who work for a government ministry or department (but not a parastatal) at the federal or state level. 

	Civil service
	Those branches of public service that are not legislative, judicial, or military and in which employment is usually based on competitive appointment. The body of civilian employees of any level of government, not subject to political appointment and removal, normally hired and promoted on merit. The entire body of persons employed by the civil branches of a government.

	Civil society and civil society organisations 


	Civil society: individuals and groups organised or unorganised, who interact in the social, political and economic domains and who are regulated by formal and informal rules and laws. Civil society offers a dynamic, multi-layered wealth of perspectives and values, seeking expression in the public sphere. 
Civil society organisations: the multitude of associations around which society voluntarily organises itself and which can represent a wide range of interests and ties, from ethnicity and religion, through shared professional, developmental and leisure pursuits, to issues such as environmental protection or human rights. 

	Code of conduct, code of ethics
	A written set of conventional rules, principles and expectations that are considered binding on any person who is a member of a particular group, in this case the public service.

	Competencies, competences
	The behaviour and attitudes required to deliver policies, services and functions efficiently and effectively and on which individual and team performance is assessed. 

	Compression ratio
	The ratio of the highest salary to the lowest on a main salary scale. The Organisation of Economic Co-operation and Development (OECD) measures wage compression in OECD countries as the mean of ninth decile salaries divided by the mean of first decile salaries. The OECD's approach ensures that a handful of salaries will not dramatically skew the compression ratio. However, all compression ratio approaches can be misleading if there are significant monetary allowances not captured in the calculations, or if the perceived value of non-monetary rewards represents a significant proportion of total rewards. 

	Contracting out, outsourcing
	Sub-contracting, a process, or the supply of goods and services for which an MDA has responsibility, to a third-party, usually a private sector company. The decision to outsource is often made in the interest of lowering cost, making better use of time or where the MDA does not possess technical competences to provide the specialist goods or services required. Contracting, sub-contracting, or externalising non-core activities to free up cash, personnel, time, and facilities for activities where the MDA holds competitive advantage.

	Corporate plan
	The result of a process in which an organisation, institution or business analyses its objectives, priorities, strategies and environment in light of its mandate, and determines how to bid for, organise and apply resources to achieving objectives, and meeting service delivery standards and targets. The plan guides the management and staff in a cohesive effort to carry out the organisation’s mandate. It informs everyone involved (including the public and stakeholders) about the organisation’s priorities and objectives. In the public sector a corporate plan will usually be produced by a ministry, agency or other body.

	Decentralisation
	The transfer of authority and responsibility for public functions from the central government to subordinate or quasi-independent government organisations or the private sector. This covers a broad range of concepts relating to the type of decentralisation – political, administrative, fiscal, or market. 

	Deconcentration
	A form of administrative decentralisation. The redistribution of decision-making, financial, and management responsibilities among different levels of the central government is often considered the weakest form of administrative decentralisation, and is used most frequently in unitary states. Within this category, however, policies and opportunities for local input vary. Deconcentration can merely shift responsibilities from central government officials in the capital city to those working in regions, provinces, or districts. Or it can create strong field administration or local administrative capacity under the supervision of central government ministries. 

	Delegation
	Transfer of responsibility for decision-making and administration of public functions to lower tiers of government or semi-autonomous organisations. 

	Devolution
	The transfer of authority and accountability for decision-making, finance, and management to local government. Devolution usually transfers responsibilities for services to lower tiers of government who raise their own revenues, and have independent authority to make investment decisions. In a devolved system, state and local governments have clear and legally recognised geographical boundaries over which they exercise authority, and within which they perform public functions. It is this type of administrative decentralisation that underlies most political decentralisation. 

	Effectiveness
	The capacity to realise organisational or individual objectives. Effectiveness requires competence; sensitivity and responsiveness to specific, concrete, human concerns; and the ability to articulate these concerns, formulate goals to address them and develop and implement strategies to realise these goals. A measure of the extent to which a project or programme is successful in achieving its objectives.

	Efficiency
	The ratio of useful work and output performed by a bureaucracy in relation to the human and financial resources put in. Working with a minimum of wasted effort or expense. A measure of the productivity of the implementation process – how economically inputs are converted into outputs, or the optimal transformation of inputs into outputs.

	Emoluments
	The total amount of income received from employment. This income includes salary, allowances, and other benefits such as the provision of a government car or house, the use of a mobile phone and payments of expenses, such as travelling and subsistence costs.

	Establishment
	The persons in ministries or departments, etc. who make up a body for the purpose of administering something. A listing of posts that have been created for a ministry, department, agency, etc. to enable that organisation to fulfil its mandate.

	Establishment plan
	The persons or posts in ministries, departments or agencies that make up a body for the purpose of administering some function. A listing of posts that has been created for a ministry department or agency to enable that organisation to fulfil its mandate.

	Evaluation
	An exercise to assess the quantity, quality, value, value for money, or social or economic impact resulting from the implementation of a programme, project or service delivery. An evaluation may be undertaken at regular intervals, at the end of a project or at some intermediate point in time.

	Function
	The particular purpose or task of a public institution mandated to it by a higher authority. A duty particular to a specific post or job. 

	Functional review
	A form of efficiency and effectiveness review that examines the functions and structures of state agencies or budget entities and asks whether the functions need to be done at all; whether other agencies or actors could do them more efficiently or effectively; and what the consequences are for structure. 

	Goal
	An aim, desired result or purpose for an institution or a single programme, project or activity. That which is to be achieved over a defined period of time.

	Governance
	The exercise of political, economic and administrative authority in the management of a country’s affairs at all levels. Governance is a neutral concept comprising the complex mechanisms, processes, relationships and institutions through which citizens and groups articulate their interests, exercise their rights and obligations and mediate their differences. Governance in organisations can include communication and information sharing with suppliers and customers. More formal governance mechanisms include committee structures and decision-making. 

	Good governance
	Is characterised by participation, transparency, accountability, rule of law, effectiveness and equity. 

	Government
	In most parliamentary and semi-presidential systems, this term refers to the entire executive branch of the state, or to the members of governments (usually termed ‘ministers’ but occasionally called ‘secretaries’) selected by the legislature or appointed by the head of government to run the executive branch.

	Human resource development (HRD)


	A subset of HRM (see below). A set of policies and processes for training and developing staff to meet the requirements of their current jobs and to underpin career development. HRD covers a broad spectrum and includes: induction, job related knowledge skills and attitudes; competency development, professional skills and qualifications, coaching, management and leadership and succession planning. It should always be planned and resourced to meet the requirements of the ministry or organisation and its impact should be regularly evaluated.

	Human resource management (HRM)
	The laws, regulations, policies and practices related to people in organisations: recruitment and selection; employment law and practice; HRD and training; promotion, discipline, grievance, dismissal, remuneration and reward, redundancy, retirement and pensions. HRM differs from personnel practice in that it is more strategic and not simply procedural

	Impact assessment
	The process of identifying the future consequences of a current or proposed action. It is used to ensure that projects, programmes and policies are economically viable, socially equitable and environmentally sustainable. The purpose of socio-economic impact assessment is to inform policy and decision makers about the potential benefits, as well as the probable adverse impacts, that may occur as the result of any given development. Utilising both qualitative and quantitative techniques, and frequently requiring an element of consultation, such assessments take into consideration both economic prosperity and social well-being for healthy communities. In addition to forecasting what the impacts will be, assessments should recommend ways to enhance the positive effects and reduce the adverse ones. The tools that are developed may also be used monitor and evaluate any socio-economic impacts over time.

	Information and communications technology (ICT)
	The collective term used for the entire suite of processes and tools used for data collection, information management, document management and communications. An effective ICT framework will include strong policies, operating guidelines, clear rules about information management and security and levels of access permission.

	In-kind allowances
	Non-monetary rewards such as health insurance, transportation, housing, meals and travel. 

	Institution and institution building 


	Institution: an organisation or group of related organisations created to serve a specific purpose.
Institution building: the creation, development and linking of certain functions to accomplish specific tasks within institutions. Institution building is the creation of governance capacities. It may entail the dismantling and reformation of old organisations and institutions – legal, administrative, economic as well as social; improvement of efficiency and effectiveness of existing institutions; the restoration of destroyed institutions; and the enhancement of authorities' professionalism. 

	Job analysis
	Detailed examination of the tasks (performance elements) that make up a job, conditions under which they are performed, and what the job requires in terms of aptitudes (potential for achievement), attitudes (behaviour characteristics), knowledge, skills, and the physical condition of the employee. Its objectives include (a) determination of the most efficient methods of doing a job; (b) enhancement of the employee's job satisfaction; (c) improvement in training methods; (d) development of performance measurement systems; and (e) matching of job-specifications with the person-specifications in employee selection. Comprehensive job analysis begins with the study of the organisation itself: its purpose, design and structure, inputs and outputs, internal and external environments, and resource constraints. It is the first step in a thorough understanding of the job and forms the basis of job description which leads to job specification. Also called human resource audit, job study, or occupational analysis. A job analysis is a necessary precursor to preparing a job description.

	Job description, job schedule
	A job description or schedule is a list of the tasks, or functions, and responsibilities of a position. Typically, it also includes the reporting responsibilities of the post, specifications such as the qualifications needed by the person in the job, salary range for the position, etc. A job description is usually developed by conducting a job analysis, which includes examining the tasks and sequences of tasks necessary to perform the job. The analysis looks at the areas of knowledge and skills needed by the job. 

	Job evaluation
	The process of assessing the characteristics, competences, required level of responsibility, etc. and assigning the job to a grade. Links to grading structures and salaries.

	Job grades
	The grade to which a job is assigned should be determined by an objective evaluation process that assesses the relative worth and size of jobs in the organisation, along with the level of competency (technical knowledge, experience and skills) required.

	Manager
	A person who manages, especially someone in overall charge or control of a department, unit, organisation, project, etc. A manager is the person responsible for planning and directing the work of a group of individuals, monitoring their work, and taking corrective action when necessary. He/she is accountable for the performance and actions of those he manages. Managers may oversee workers directly or lead supervisors who oversee the workers. The manager must be familiar with the work of all the groups he/she supervises, but does not need to be the best in any or all work areas. It is more important for the manager to know how to manage the workers than to know how to do their work well.

	Mandate
	An institutional remit of an MDA - its reason for being. A statement of specific responsibilities and accountabilities often enshrined in legislation, the law and regulations. An official order or authorisation, usually written, given to a public organisation, person, etc. to act on behalf of others. A legal authorisation given to an organisation or an appointed official to act on behalf of other people; permission to govern according to declared policies, considered to be given to a public organisation by a legislature or legal ruler or leader. Mandates should be clear, published and kept up to date. They should also be relevant and reflect the government’s long term goals and priorities. Mandates are often translated into vision statements – the guiding principle that will motivate and inspire people to deliver – and mission statements (see below).

	Ministries, departments and agencies (MDAs)
	Shorthand for the variety of organisations which are found in the public service. Ministries are typically responsible for the activities of a sector or major subsector of public service operations, led by a permanent secretary. Extra-ministerial departments (note, not departments within a ministry) include non-ministry institutions such as Office of the Head of Service (OHoS), Auditor General, and the Office of the Governor.
Agencies include a wide variety of public service organisations including agencies, parastatals, boards, commissions and government-owned companies. 

	Medium term sector strategy (MTSS)
	The three-year planning framework being adopted across states, to create a more sustainable approach to budgeting and service delivery plans. These are sector based, three-year, costed activity plans.

	Mission statement
	A brief written statement of the purpose of a public (or private) organisation, ministry or department. Ideally, a mission statement guides the actions of the organisation, spells out its overall goal, provides a sense of direction, and guides decision-making for all levels of management. Mission statements often contain the following:

· Purpose and aim of the organisation 

· The organisation's primary stakeholders: clients, stockholders, etc. 

· Responsibilities of the organisation towards these stakeholders 

· Products and services offered 

	Monitoring
	A continuing function that provides early indications of progress (or lack thereof) in the achievement of programme/project objectives to managers and stakeholders. Monitoring represents an ongoing activity to track project progress against planned tasks. It aims at providing regular oversight of the implementation of an activity in terms of input delivery, work schedules, targeted outputs, etc. Monitoring actions must be undertaken throughout the lifetime of the project. Monitoring provides evidence to inform and guide future decisions and actions.

(See also performance management and performance appraisal)

	Nominal roll
	List of persons occupying approved and funded posts (the establishment) in a public organisation. 

	Non-governmental organisation (NGO)
	A legally constituted, non-governmental organisation created by persons with no participation or representation of any government. In the cases where NGOs are funded totally or partially by governments, the NGO maintains its non-governmental status by excluding government representatives from membership in the organisation. Unlike the term intergovernmental organisation, ‘non-governmental organisation’ is a term in generalised use but not a legal definition. In many jurisdictions these type of organisations are defined as ‘civil society organisations’ or other terms are used.

	Objective
	Purpose or goal representing the desired result that an MDA, organisation, programme, project or individual seeks to achieve. A development objective is a long term goal that a programme or project aims to achieve in synergy with other development interventions. An immediate objective is a short term purpose of a programme or project.

	Organisation 
	A group with a structure designed to achieve collective goals. Organisations provide the basis for purposeful collective action. 

	Organisation development
	A planned, top-down, organisation-wide effort to increase the organisation's effectiveness. A complex strategy intended to change the beliefs, attitudes, values, structure and culture of an organisation usually achieved with the assistance of a change agent or catalyst and the use of the theory and technology of applied behavioural science.

	Organogram
	A diagram that shows the structure of an organisation and the relationships, lines of responsibility and relative ranks of its component parts and positions/jobs. 

	Outcome
	‘Real world’ results of a programme or project relative to its immediate objectives, for example increased rice yield, increased income for the farmers.

	Output
	The planned results that can be guaranteed with high probability as a consequence of development activities/inputs. They are the direct results of programme activities.

	Parastatal
	A fully or partially state-owned corporation or government agency. Usually a legal entity created by a government to undertake commercial or business activities on behalf of an owner government.

	Performance improvement
	Organisational change in which managers and the governing body set up and manage a programme to measure the organisation's current performance. This generates ideas for modifying organisational behaviour and infrastructure that will achieve a better level of output. Performance improvement aims primarily to improve organisational effectiveness and efficiency to enable the organisation to deliver its goods and/or services better. 

	Performance management (of individual employees)
	A system to assess each public servant against performance objectives at least once a year. Performance assessment is linked to agreed targets or service standards as a matter of policy and good practice, and a disciplinary system manages poor performers and helps them operate more effectively. 

Performance management enables people to perform their work to the best of their ability, meeting and perhaps exceeding targets and standards. Performance management can be co-ordinated by an interrelated framework between manager and employee. Key areas of the framework to be agreed are objectives, human resource management, standards and performance indicators, and means of reward. For successful performance management, a culture of collective and individual responsibility for the continuing improvement of business processes needs to be established, and individual skills and contributions need to be encouraged and nurtured. One tool for monitoring performance management is performance appraisal.

	Performance management (of public service organisations)
	The process of setting organisational goals and objectives, and of managing and monitoring them to ensure that public service entities know what standards they are expected to meet and how they measure up in terms of their overall effectiveness and efficiency. It concentrates on what is achieved by the organisation in terms of organisational performance rather than how it is achieved. A small number of performance targets/indicators will be set for the organisation in question. These will normally cover financial performance and targets that reflect the volume and quality of services provided to the citizen. The statutory body that is accountable for the performance of the organisation will then be held to account, by government, for performance against these targets. As performance targets/indicators are only proxies for the overall performance of the organisation, government must still monitor, evaluate and audit the wider performance of the organisation as required by statute.

	Policy
	Policy is the set of interlinked high-level goals, plans and decisions that together contribute to the achievement of specific government objectives. Policy involves making decisions about what public money should be spent on. It also concerns making decisions about how much money should be taken out of the economy through taxes and other means, and then put back through various types of government expenditure, including the employment of state workers. 
Government policy is distinguished from isolated government action, in that it refers to a set of laws, regulations or other rules or government actions that attempt to have some impact on economic and social sectors. To count as policy, this collection of decisions must be somehow interlinked and, whether effectively or otherwise, seek to achieve government objectives and lead towards a desirable future. 
The policy process is a cycle that relates political goals and intentions to institutional mandates and services to citizens, stakeholders and communities. Modern practice ensures that policies are evidence-based, i.e. derived from a tangible requirement or need; that objectives and performance standards are clearly specified and actions are taken to implement policies and to monitor and evaluate their impact. 

	Privatisation
	The partial or complete sale or transfer of existing enterprises, assets or rights from public ownership to the private sector. Privatisation is frequently undertaken as part of a broad programme of economic reform. A number of countries world-wide are interested in the many advantages of privatisation. These include improving public finances; increasing efficiency; introducing competition, drawing on new skills and enhancing market performance; promoting wider share ownership and developing domestic capital markets.

	Procedure
	Fixed, step-by-step sequence of activities or course of action (with definite start and end points) that must be followed in the same order to correctly perform a task. Repetitive procedures are called routines. The set of established forms or methods of an organised body for accomplishing a certain task or tasks.

	Process, business process
	There are three types of business or administrative processes:
· Management processes, the processes that govern the operation of a system within the whole institution 
· Operational processes, processes that constitute the core operation of the institution. In a public sector institution or MDA typical operational processes might include the development of policy, service delivery, imposition of regulations 
· Supporting processes, which support the core processes. Examples include accounting, recruitment, and administrative support 

A business process begins with a stakeholder’s need and ends with a stakeholder’s need fulfilment. Process-oriented organisations break down the barriers of structural departments and try to maximise functional co-ordination. A business process can be split into several sub-processes, which have their own attributes, but also contribute to achieving the goal of the overall process. The analysis of business processes typically includes mapping processes and sub-processes down to activity level. Business processes are designed to add value for the customer and should not include unnecessary activities. The outcome of a well-designed business process is increased effectiveness (value for the customer) and increased efficiency (less costs for the government).

	Process engineering, re-engineering
	Business process re-engineering (BPR) is a management technique for improving the efficiency and effectiveness of the business processes that exist within and across organisations. The key to BPR is for organisations to look at their business processes from a clean slate perspective and determine how they can best construct these processes to improve how they provide services.

	Programme
	A group of related projects or services directed towards the attainment of specific (usually similar or related) objectives. A time-bound intervention that differs from a project in that it usually cuts across sectors, themes and/or geographic areas, involves more institutions than a project, and may be supported by different funding sources.

	Project
	A planned undertaking designed to achieve certain specific objectives within a given budget and within a specified period of time. A time-bound intervention that consists of a set of planned, interrelated activities aimed at achieving defined objectives.

	Public sector 


	The part of the economy that is not privately owned, either because it is owned by the state or because it is subject to common ownership. It includes the national government, local authorities, national industries and public corporations. 

Public sector reform involves building the capacity of the public sector to contribute to sustainable human development through policy making, service delivery and regulation. The principles of good governance apply to public sector management.

	Public service
	Employment within a governmental system that includes the civil service, parastatals, parliamentary service, judicial service and local governments. Any employment paid for through the public purse and included in a public institution’s budget.

	Public-private partnership (PPP)
	Public-private partnership describes a government service or private business venture which is funded and operated through a partnership of government and one or more private sector companies. These schemes are sometimes referred to as PPP or P3. In some types of PPP, the government uses tax revenue to provide capital for investment, with operations run jointly with the private sector or under contract (see contracting out). In other types –notably the UK Private Finance Initiative (PFI) – capital investment is made by the private sector on the strength of a contract with government to provide agreed services. Government contributions to a PPP may also be in kind (notably the transfer of existing assets). In projects that are aimed at creating public goods (e.g. the infrastructure sector), the government may provide a capital subsidy in the form of a one-time grant, so as to make it more attractive to the private investors. In some other cases, the government may support the project by providing revenue subsidies, including tax breaks or providing guaranteed annual revenues for a fixed period.

	Public servants
	A wider group of employees than civil servants. For example, teachers and doctors in publicly-owned schools and health facilities may or may not be legally civil servants, but they are always public servants if employed by budget-funded organisations. Similarly for those employed by the judicial service or in parastatals and public corporations.

	Public service agreement (PSA)
	The agreed aims, objectives and service delivery targets of government ministries and departments for a period of time. Such agreements also describe how targets will be achieved and how performance against these targets will be measured. The agreement may consist of a departmental aim, a set of objectives and targets, details of who is responsible for delivery and include a promise by a ministry or department that it will make particular improvements or reach particular standards, for example in health services or education. A PSA may cut across sectors e.g. children’s health, nutrition, education and sport.

	Rightsizing
	The restructuring or rationalisation of an organisation with the goal of reducing costs and improving efficiency and effectiveness. Rightsizing is sometimes used as a euphemism for downsizing, but this is incorrect: rightsizing can also involve increasing the size of an organisation, perhaps as an attempt to correct a previous downsizing or delayering exercise. 

	Role
	The set of responsibilities or expected results associated with a job. A job usually includes several roles. 

	Regulation
	A rule or set of rules designed to control the conduct of those to whom it applies. Regulations are official rules, and have to be followed. 

	Service charter
	A public document that informs clients about an MDA’s services, and outlines citizens’ rights and responsibilities as well as relevant avenues for communication. It specifies standards of service delivery in the form of a series of commitments, entitlements or promises on which customers can expect and demand quality service as a right; and to which they can have recourse when service fails. Service charters describe the service experience a customer can expect and contain key information about an MDA’s service delivery approach and the relationship the customer will have with the agency. A charter has five basic elements: descriptions of the services provided by the MDA; service pledges describing the general quality of service delivery customers should expect, focusing on elements such as openness, fairness, courtesy, professionalism; service standards (or service delivery targets) for key aspects of service, such as timeliness, access and accuracy; complaint and redress mechanisms that clients can use when they feel standards have not been met; fees for services with associated costs to customers and stakeholders.

	Service level agreement
	Contract or written agreement between two or more MDAs that details the nature, quality, and scope of the service to be provided by one party to another MDA(s). 

	Stakeholder
	Individuals or groups that have a role and interest in the objectives and implementation of a programme or project. They include target groups, direct beneficiaries, those responsible for ensuring that the results are produced as planned, and those that are accountable for the resources that they provide to that programme or project. A person, group, organisation or other body who has a ‘stake’ in the area or field where interventions and assistance are directed. Target groups are always stakeholders, whereas other stakeholders are not necessarily target groups.

	Statutory instrument
	By-law, order, ordinance, or regulation issued by a government, most commonly a minister, or its agencies for the enactment or enforcement of a specific statute. Statutory instruments detail the measures that must be taken by the entities to which they are addressed.

	Strategy
	A strategy is a plan of action (usually medium or long term) designed to address a known problem or opportunity and achieve a particular goal. Strategy is the means or the tool by which objectives are consciously and systematically pursued and obtained over time. The art and science of planning and marshalling resources for their most efficient and effective use and which includes the specification of resources required.

	Structure, organisational structure
	Organisational structure refers to the hierarchy of an organisation (ministry, department, etc.) and how the components of this hierarchy work together to achieve the objectives of the organisation. Organisation structure is comprised of the functions, relationships, responsibilities, authorities, and communications of individuals within each department; how lines of authority and communication are arranged; and the way duties and responsibilities are allocated. It may be divisional, geographic or functional or a combination of these. The structure should reflect the legitimate functions and processes of government, derived from policies, and strategic and operational plans. The rationale and principles underpinning the structure should be transparent. An organogram is often used to illustrate how the government entities relate to each other, and fit together vertically and horizontally. 

	Succession planning
	A process designed to ensure the continued effective performance of an organisation by making provision for the development and replacement of key people over time. Succession planning is generally considered to be a critical element of workforce planning.

	System
	Set of detailed methods, procedures, and routines established or formulated to carry out a specific activity, perform a duty, or solve a problem.

	Target
	An interim milestone that indicates whether a delivery plan, programme or project is succeeding. Targets should not be confused with objectives.

	Transparency 


	Sharing information and acting in an open manner. Transparency allows stakeholders to gather information that may be critical to uncovering abuses and defending their interests. Transparent systems have clear procedures for public decision-making and open channels of communication between stakeholders and officials, and make a wide range of information accessible. (See also Accountability.)

	Value for money
	A concept associated with the economy, effectiveness and efficiency of a service, product or process, i.e. a comparison of the input costs against the value of the outputs and a qualitative and quantitative judgment over the manner in which the resources involved have been utilised and managed. It is a measurement of quality that compares the resources used to procure goods or services with the benefit obtained from those goods or services. (See also Effectiveness and Efficiency.)

	Vision statement
	The guiding purpose and sense of direction that inspires people. An aspirational description of what an organisation would like to achieve or accomplish in the mid term or long term future. It is intended to serve as a clear guide for choosing current and future courses of action. (See also Mission Statement.)

	Workforce planning
	The systematic identification and analysis of what an organisation is going to need in terms of the size, type, and quality of workforce to achieve its objectives. It determines what mix of experience, knowledge, and skills is required and sets out steps to get the right number of right people in the right place at the right time. It examines what an organisation needs to accomplish in a given period; what knowledge, skills, and experience are required to get the job done; and how large and what type of workforce is required to provide that mix of skills, knowledge, and experience. It requires a procedure to plan the size and composition of the state’s future workforce; data on skills, age profiles and succession needs; clear diversity policy targets to ensure the public service is representative of the population it is there to serve.
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Glossary of Terms: Public Service Management and Corporate Planning










