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FOREWORD
Citizens are no longer solely interested in the administration of laws but they are
rather concerned with the quality of services that are delivered and the outcomes of
the service that accrue to them from governmental interventions. In line with global
trends, governments are moving from endless debates to effective implementation
and decisive action, holding public office bearers and public servants accountable.
The process of reform in public sector management has highlighted the fundamental
dilemma of upholding the government’s role as a promoter of change as well as of
stability and consensus. Creating conditions in the public sector which promote a
culture of continuous improvement, foster innovation and capitalise on individual
and team performance have been an ongoing challenge that governments are
confronted with.
The realization that service users in Africa are increasingly demanding that their
governments demonstrate results was a key factor in setting the theme focus for the
34th Roundtable Conference of the African Association for Public Administration
and Management (AAPAM) held in Zanzibar in November, 2012. The conference
addressed the theme “Performance Management for Improving Public Service
Delivery in Africa”. The conference which triggered the production of this book was
co-hosted by the Revolutionary Government of Zanzibar, with the support of four
principal sponsors: the Department of Foreign Affairs, Trade and Development
Canada (DFTAD), the Institute of Public Administration of Canada (IPAC), the
United Nations Department of Economic and Social Affairs (UNDESA) and the
Commonwealth Secretariat. As with all previous Roundtables, the conference
participants were from the public sector including the academia, researchers,
students and representatives of organizations external to government.
Performance management is an important implementation vehicle that aids
governments in keeping up with society in terms of responsiveness and the reestablishment of trust in government. It is a critical component in the policy
implementation machinery not only for improved service delivery but more
appropriately for a definitive impact on citizens’ lives.
It is acknowledged that African countries have, since independence, made
significant strides to improve the quality of lives of their citizens. It is also noted
that despite several public sector reforms, public service delivery has not met the
expectations of the users. Public Service users want government to demonstrate
results through better performance management. Performance management
ensures that managers effectively perform their functions and deliver value to the
citizens accountably. The central thrust of performance management systems is to
create competent public servants as human resources are key to the capability of
any state.
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By producing this book, AAPAM is playing a central role in sharing knowledge as
far as performance management and service delivery is concerned. The authors
have extensively shared their knowledge and the editors have ensured that the
readers benefit from the discussions that ensued during the conference. The book
is a priceless asset for those who are keen in making and implementing informed
policies and reforms in performance management and service delivery. It is also
useful for all individuals or entities interested in performance management matters.
I urge you to explore the pages of this book and benefit greatly from the wealth of
knowledge in it.
I would like to express my great appreciation to the editors, George K. Scott
and Prof. Malcolm Wallis who have endlessly reviewed this book. I additionally,
acknowledge the priceless contribution of the AAPAM Secretariat who have
fruitfully steered this project. The publication of this book has further been made
possible by the support of the Administrative Staff College of Nigeria (ASCON)
who capably provided their expertise as the key external reviewers thus ensuring
the success of the book.
Further, I would like to thank the AAPAM Executive Committee for their support
and commitment towards AAPAM programmes and activities which include the
production of this book.
Finally to all who in one way or the other contributed to the successful production
of this book, though not mentioned herein we say thank you.
Abdon Agaw Jok Nhial
AAPAM President
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