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Abstract

Mauritius recently ratified the African Charter &falues and Principles of Public Service and
Administration. This paper examines how this toohttibutes to the enhancement of governance in
Mauritius. Application of its protocols, highlights article 20 and 25, recognition and award sysfem
key areas as well as performance management arasdesl to see how their contributions towards
professionalization in the Mauritian context. OVkitaacts as a catalyst to improved quality of tourser
services towards excellence. The charter is alsosarument for regional and continental integnatio
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Introduction

On 23 January, 2012 Mauritius set down the ratificatools of the African Charter on Values

and Principles of Public Service and Administrati®®MG, 2013). Mauritius is the second
African country to have passed the African ChasteValues and Principles of Public Service
and Administration. This charter aims to safegudre innovative and quality delivery of

transparent services that meet the needs of ths,usmed promote moral and ethical values
inbuilt in the public service agents’ activitiesMB, 2013). Thus, in this paper | will discuss
how the African Charter on Values and Principles Rafblic Service and Administration

contributes to the enhancement of governance inoffen government era with respect to
Mauritian public service.

Discussion

The African Charter on Values and Principles of IRulService and Administration
Performance Management Criteria

Figurel
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Article 2C
Performance Management of Public Service Agents

1. State Parties shall institute a performance culiitigin the Public Service and
Administration.

2. Public Service Agents shall undergo a process dbpeance management based on
clear and measurable criteria.

3. State Parties shall carry out continuous monitoramgd evaluation to assess the
performance of Public Service Agents in order tdedrine their promotional
requirements, development needs, levels of effagieend productivity (PMG, 2013
Article 25

Recognition and Award System

1. State Parties shall institutionalize a transpawerd impartial system for recognizing
outstanding performance, creativity and innovatioRublic Service and Administration.

2. The Conference of State Parties shall promote nméstng to support activities for the
improvement of Public Service and Administration.

4. The Commission shall promote innovative experierargs institute a system of awards
for Innovation in Public Service and AdministratiPMG, 2013).

The Context

The Republic of Mauritius is an island country lire indian Ocean a population of more or less
1.2 million, half of which is Hindu. French colohiaule lasted from 1767 to 1810, when the
British captured the island. Mauritius became ireafent in 1968 (Chow-Chua & Komaran,
2002, p.78). The French settlers brought slavem f&frica and India, and following the
abolition of slavery, Indian indentured workers sdarought in great numbers. The Chinese
came to the island as traders and merchants. Theitha constitution provides for freedom of
religion, and there is no state religion in therttoy (Agus, Barker & Kandampully, 2007,

p.180). With a per-capita income of $12,600 anduaemployment rate of 7.9 percent, eight
percent of the population lives in poverty. Mauwaiis is multiethnic. Even though English is the
official language, more than eighty percent of plopulation speaks Creole. Mauritian females
have legal equality, and the government and norrgovental organizations have worked
together to improve the status of women and addnesglities that do exist (Brown, Churchill,
& Peter, 1993, p.128).

On the other hand, Mauritius is well-thought-out @ of the most stable, best
governed and prosperous country in the contineAfri¢a. It is a consistent democratic country
that has endorsed social and economic developmamt the time it has acquired its freedom
and liberation in the year 1968 (Anderson, 19936).0n the whole, the Mauritius government
has coped democracy deeply and successfully. Isigggorted the rule of law, exhibited open-
mindedness for opposition parties, and protectat]l supported fair electoral measures, with
even substitution of power (Chow-Chua & KomararQ2.79).

The African Charter on the Values and Principle®ublic Service and Administration
ratified by Mauritius is aimed predominately to:
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Figure3

1. be a valuable tool for professionalization and moiation of the public management
system and

2. Subscribe to a common language linked with Afrigarmlic service that completely
takes into consideration the cultures, charactesisttraditions and history in the
objectives of each country (PMG, 2013).

The major points of this Charter are to:

1. hearten and support the users and citizens top@fén the procedure of offering public
service, in particular by means of consultatiormownication, and active contribution
to the preparation and origination of administratilealings;

2. endorse the ethical and moral values intrinsichia tesponsibilities of public service
staffs so as to guarantee transparency in theedglof public services;

3. contribute to enhancing the working situations oblft service staffs and safeguarding
their rights;

4. support States Parties to harmonize their procedamd policies with a view to nurturing
continental and regional integration; and

5. Motivate the exchange of good practices and expegt with an opinion to build up a
knowledgeable community amongst States Parties (PNG3).

The African Charter and Mauritian Public Service Context

After Kenya, Mauritius is the second African coynto have approved and endorsed the
African charter on the Values and Principles of IRulservice and administration. The

ratification tools were set down by the foreigna&f ministry, international trade and regional
integration at the African union commission on“23anuary, 2012, during the eighteenth
African union conference organized in Addis AbaB® (G, 2013).

Thus, in an age of all the time more complicatedllenges, from food insecurity to
climate change and the economic and financials;rMauritius is in need of a public service
staffed by officers who are extremely talented argtive than ever and all set to encounter the
unidentified challenges (Bitner, Mary, Booms, B. Mohr, 1994, p.98). According to the
Minister of Civil Service and Administrative RefosimHon. Sutyadeo Moutia, the aptitude of a
society to uphold and preserve indispensable psblicices and safety, safeguard human rights,
keep up a well-organized structure for activitigkinig place in the market and to arrange free
and fair elections on the basis of the sense opgae and skills of the public officers
functioning as a group or team (PMG, 2013). Theemefdevoid of a successful public service,
prosperity and democracy are virtually unachievgBlerasuraman, Zeithaml, Valerie & Berry,
1994, p.114). In Mauritius, the public officers edch and every level of the grading and
hierarchy are carrying out a spectacular work, boththe front position as well as
unconnectedly and individually behind the curtaifisus, by means of the work it carries out,
the Public Service supports housing, infrastructeducation, law and order, health services,
poverty relief and makes the appropriate envirortnrien the people of Mauritius to live a
decent living, nurture a family and earn a pleasing gratifying lifestyle (Gowan, Seymour,
Ibarreche & Lackey, 2000, p.275). In addition, theblic service plays a crucial role in the
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progress and development of Mauritian democraticguiures as well for the country’s socio-
economic expansion.

The United Nations Public Service Day (UNPSD) ahd APSD or Africa Public
Service Day are celebrated every year on JulféP@G, 2013). The APSD works as a display
place for the public service to exhibit innovatiarsl best practices, recognize and recompense
good creativities and steps in the area of puldictas and to endorse values for instance,
integrity, accountability and professionalism iretlelivery of the services. A number of
strategies have been introduced and carried oAfrina with the intention to improve public
services deliver as well as good governance (PMZ3R In the soul and essence of African
Unity, several networks, conferences and summitsAfoican leaders have been organized,
together with the Pan-African Conference of Ministeaccountable for Civil Service
Administration, Public Sector Management and Pubécvice.

Moreover, along the lines of the African charted &ftauritian Government’s vision of
prioritizing its people, the civil service and adistrative ministry improvements is actively
supporting a scheme to boost the level of cust@oenter services, especially at the level of
department/ministries that cope extensively andatly with the public members (PMG, 2013).
During the last five years, approximately eightgjpcts have been carried out all over the civil
services for the modernization of Customer/Courervices. A few examples are the
establishing of a cohesive and incorporated cust@®evice centers at the department of fire
services and the arrangement of an electronic lsea@m as well as an online application
counter (PMG, 2013). In addition, to promote theation of this system, user friendly rules
and strategies on offering quality customer/counstawices have been issued and extensively
circulated to public officers working at countensdiepartments/ministries.

Also, the Departments/Ministries in Mauritius habeen requested to take on a
customer center approach and carry out uncomplicagasures to improve and strengthen the
Customer/Counter delivery Services. These measuealated to:

Figure4

0 the delivery of unremitting services during lunaiuh
o the introduction and conception of proper waitinggs;
0 attaching the clear directional symbols and signst

0 takinc on the true attitude when addressing the custor(fekG,
2013).

Therefore, wunder this system, funds and resourcee allocated to
Departments/Ministries for the modernization andguadation of their counter services, for
instance, by means of the delivery of electronicimmzes for ticketing, comfortable waiting
chairs and directional signs for the public seatembers (PMG, 2013).

The Mauritian Ministry also makes sure that thavedepments and reforms in the
physical settings of the counters are supplemebyentitially, reviewing and streamlining of
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Processes and procedures, together with the onésadf office in order that public sector
members are offered with expedient and timely sesjiand next the attitudinal modifications
on behalf of the counter officers, which are maigd and reinforced by sensitization and
training programs in the field of customer care.

Supporting the provision of quality customer segsi@long the lines of the aim of the
civil service and administrative ministry refornts keep up the provision of quality customer
services, till today, majority of the Ministries canmportant departments in Mauritius have
issued their citizens/customers charters (PMG, R013

Moreover, in accordance with the African Chartee Mauritian Government believes
that public service sector functions in an age whadevelopment and progress ought to be
people-centered (PMG, 2013). Fulfilling their reganents and getting up to their expectations
allow the Mauritian Civil Service to develop andgress confidently in a highly competitive
setting. In this regard, the Citizens/Customersrténdeing a perfect instrument to expurgate
on red tapism since all requirements and paramegqtsred by the public to be eligible for and
take advantage from a specific service are evigémdicated together with the frame of time in
which the services will be delivered.

In addition to this, as of October 2006, the goweent of Mauritius has started the
Public Service Excellence Award to promote and rewthe competence and efficacy in the
civil services (Agus, Barker & Kandampully, 2007,1p8). In this regard, the employment
sector in the country is structured and controllad the 2008 Employment Rights Act.
Moreover, the 1988 Reform Institution Act precisdgfines the Prison Service in Mauritius.

Here it is important to note that the public seevin Mauritius is comprised of more
than a few ministries, departments, parastatalésodind local authorities. Governments and a
number of other organizations see cost as a foremmscern which is linked with the
productivity. Performance and productivity alwagspierative (Lewis & Mitchell, 1998, p.13) .
Therefore, productivity in the area of public seevis mostly assessed because of unorganized
staffs, departments with a lot of independenceesxof staffs, shortage of suitable equipment,
sloppiness, non-existing rivalry, lack of motivatjgob security, unsuitable job content and
dawdling services to name some.

The civil service in Mauritius will always look fandividuals to fill out the positions,
on the other hand challenging the parts, becausieeoéver rising population and the still and
peaceful job market (Cronin & Taylor, 1992, p.5¥oreover, the Prison Service in Mauritius
may also by no means lack competent staffs forrdason that they have their individual
training department. The increasing rate of lierfsliauritian population symbolizes more than
enough of candidates to select from. Thereforthaftheory of rising joblessness is true, then
the public sector in Mauritius may benefit fromoavilabor throughput as the employments are
pursued after mostly due to job security (Beatédmgs & Gudergan, 2008, p.219). The trick is
that it is extremely difficult to ascend the carpath and once somebody leaves a government
job, it turns out to be practically difficult tonfil another position in the civil services which can
give rise to a number of people remaining emplogiethe same time as not unavoidably being
contented with their job. It is assumed that theeran individual person is contented with his
or her job, the more complicated (s)he will betifdrganizational and employee outcomes are
formed by job association. Moreover, job assocmti® defined as the level to which an
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individual involved psychologically with his or herork or the significance of work in his or
her complete self-perception (Czepiel, 1990, p.Ibphilosophy it is believed that, obligation
to the organization is likely to take place if arqmn is contented with his or her job as an
outcome there is a raised probability of highertipgmation in the work. A discontented
employee may turn out to be less engaged in thé \aod less dedicated to the employer
therefore less dedicated to the accomplishmertteeodrganization (Czepiel, 1990, p.16).

In this regard, the government of Mauritius in ademce with the African Charter on
Values and Principles of Public Service and Adntiatson works on the parity of opportunity,
so as to make jobs a lot more secure and safe.widnking conditions must also be in
consonance constantly with the instructions of @ational Health and Safety Regulations.
Collective Bargaining ought to be executed in matie of good faith and trust. Both employers’
organizations as well as the government must faeosultations and negotiations with trade
unions corresponding to the sacrosanct ideolodidadustrial Democracy and Tripartism as
supported by ILO that is the International Labog&@nization (Rowley, 1998, p.323).

The public service in Mauritius identifies the apgra risks of getting on various kinds
of projects and recognizing the alleged benefitd aRpense of starting the PPP projects
(Zeithaml & Bitner, 2000, p.23). In this regardetRPP is a votive contract between a private
and public entity, whereby the private unit carress part of the service delivery functions of
the government organization, and assumes the lingksl for a considerable time period (Agus,
Barker & Kandampully, 2007, p.179).

Public & Private Partnership (PPP) provides openali and strategic options to the
government. PPP Tactical utilization nurtures ecaicodevelopment and boost commercial
opportunities and rising competition in the delivaf public services, therefore, heartening
crowding in of foreign and private investment (Beat, Lings & Gudergan, 2008, p.212). In
this regard, Mauritius has unlocked its economyht® entire world and a number of foreign
multinational businesses have acquired the oppitigagiven by Mauritius and thus better.

Conclusion

Thus, the African Charter on Values and Princile$ublic Service and Administration has
harmonized the policies and procedures in relatmrpublic service and administration in
Mauritius in an initial bid to endorse contineraald regional integration.

References

Agus, A., Barker, S. & Kandampully, J. (2007). Axploratory study of service quality in the
Malaysian public service sector,” International @l of Quality and Reliability
Management, vol. 24(2), p. 177-190

Anderson, E. (1995). Measuring service quality iméversity health clinic, International

Journal of Health Care Quality Assurance, vol. 8232-37.

Beatson, A., Lings, |. & Gudergan, S. (2008) “Enygle behavior and relationship quality:
impact on customers,” The Service Industries Jdumoh 28(2), p. 211-223

Bettencourt , Lance A. & Gwinner, Kevin (1996). Gmization of the service experience: the
role of the frontline employee: International Jalrof Service Industry Management,
vol. 7 (2), p. 3-20.

154 V', \
“ﬂ§»
T

Research Centre for Management and Social Studies



International Journal of Public Administration and Management Research (IJPAMR), Vol. 2, No 3,
August, 2014 Website: http://www.rcmss.com. | SSN: 2350-2231 (Online) | SSN: 2346-7215 (Print)
Gilbert Roland & Pratima Bulato Jharee ,2014, 2(3):149-155

Bitner, Mary, Booms, B. & Mohr, L. (1994). Criticalervice encounters: the employee’s
viewpoint: Journal of Marketing, vol. 58, p. 95-106

Brown, T.J., Churchill, G.A. & Peter, J.P. (199Rgsearch note: improving the measurement of
service quality,” Journal of Retailing, vol. 69(p)127-39.

Chow-Chua, C. & Komaran, R. (2002). Managing senqgiality by combining voice of the
service provider and voice of their customers: Mama Service Quality, vol. 12(2), p.
77-86.

Cronin, J.J. & Taylor, S.A. (1992). Measuring seeviuality: a re-examination and extension:
Journal of Marketing, vol. 56, p.55-68

Czepiel, J.A. (1990). Service encounters and serkétationships: implications for research:
Journal of Business Research, vol. 20, p. 13-21.

Gowan, M., Seymour, J., Ibarreche, S. & Lackey(2001). Service quality in a public agency:
same expectations but different perceptions by eyegls, managers, and customers,”
Journal of Quality Management, vol. 6, p. 275-291.

Lewis, B.R. & Mitchell, V.W. (1990). Defining andeasuring the quality of customer service:
Marketing Intelligence and Planning, vol. 8(6), p1L7.

Parasuraman, A., Zeithaml, Valerie A. & Berry, Laoh L. (1994). Reassessment of
expectations as a comparison standard in measseingce quality: implications for
further research: Journal of Marketing, vol. 58uky, p.111-124.

PMG. (2013). Minister and Department of Public $svand Administration on Service
Charter for the public service; SA accession to Atigcan Charter. Departmental
briefing: Parliamentary Monitoring Group.

Rowley, J. (1998). Quality measurement in the muBkctor: Some perspectives from the
service quality literature: Total Quality Managemesol. 9(2/3), p. 321-333.

Zeithaml, Valerie A., Parasuraman, A. & Berry, LaohL. (1990). Delivering Quality

Service, The Free Press, New York, N.Y.

Zeithaml, V. A.. & Bitner, M. J. (2000). Servicesalkketing: Integrating customer focus across
the firm, 2nd ed., Irwin/ McGraw-Hill, Boston, M.A.

N

N

Research Centre for Management and Social Studies





