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AGENCY’S RESPONSE
The Offi  ce welcomes the insights of the Performance Improvement Framework (PIF) Review.  The 
feedback is thought provoking, and has made a meaningful contribuƟ on to consideraƟ on of the 
Offi  ce’s four-year horizon, and its operaƟ ng model.  It also confi rmed the importance of enhanced 
engagement of the Offi  ce’s most important asset, its people. The fi ndings and raƟ ngs of the PIF 
reviewers are not dissimilar to those of the Self-review, which is encouraging.  We would like to 
thank the Lead Reviewers and staff  in the Offi  ce for their valuable involvement in the process. 

The Offi  ce has been working over the past year on new iniƟ aƟ ves in many of the areas suggested in 
the review.  These include iniƟ aƟ ves to increase engagement levels, enhance governance and 
management, understand what the Offi  ce’s customers want, and defi ne the type of culture required 
to deliver on the Offi  ce’s strategic goals. However, more work is required.

The reviewers have highlighted challenges which we will address over the next 12 to 18 months.  
Priority acƟ ons to be achieved during the period are:

Outcomes
The review recommends further work on clarifying the Offi  ce’s outcomes. We welcome this 
recommendaƟ on.  It is important that the work of the Offi  ce is well understood internally and 
externally.   We intend to address this maƩ er at a Parliament Sector level with the Parliamentary 
Service through the Advisory Board, including the Speaker.   

• The Offi  ce will work with the Parliamentary Service to develop Parliament Sector outcomes 
common to both organisaƟ ons.  

The Senior Management Team (SMT) will include staff  in processes to develop beƩ er ways to 
communicate the Offi  ce’s outcomes and the impacts it aims to achieve, thereby ensuring that all 
staff  comprehend how they contribute to the work of the Offi  ce, as well as to Parliament itself. 

• The Offi  ce will uƟ lise workshops with all staff  to enhance engagement with wider outcomes and 
assist to connect their work with what the Offi  ce seeks to achieve. 

Clarity about the Offi  ce’s outcomes should create greater certainty about our advocacy role and our 
role in public engagement in a representaƟ ve parliamentary democracy.  

Management and governance model
We are commiƩ ed to improving the governance and management of the Offi  ce. The Parliament 
Sector Advisory Board has only recently commenced its role in assisƟ ng the Chief ExecuƟ ves of the 
parliamentary agencies in their governance capaciƟ es.   Its charter will be reviewed aŌ er the fi rst 
year of operaƟ on.  

• As a fi rst step, the Offi  ce will work to appoint a specialist advisor in the area of organisaƟ onal 
development to assist the work of the board.   

The SMT will re-prioriƟ se its acƟ viƟ es in order to be more “on the business rather than in it” and 
focus on strategic and people issues, while balancing the need to conƟ nue to be leaders of the 
profession of clerk.  Achieving the right balance will allow the SMT to recognise the centrality of the 
needs of House and select commiƩ ee business, while ensuring that development for staff  with 
management responsibiliƟ es is put into pracƟ ce. This new focus, coupled with access to strategic 
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organisaƟ onal development capability, will enable us to enhance our performance in this area. New 
agreed behaviours and prioriƟ es will be communicated and demonstrated to all staff .

• The SMT will undertake a coaching and development programme to assist it with top-led re-
prioriƟ saƟ on of acƟ viƟ es and delegaƟ on down the organisaƟ on.

• The SMT will be renamed the senior leadership team (SLT), to signal the team’s commitment to 
focus on coaching, leading by example and coordinaƟ ng leadership development. 

• The Offi  ce will engage expert organisaƟ onal development services to assist in developing a 
workforce strategy and plan, reviewing career pathways, enhancing staff  development and 
confi rming the operaƟ ng model.  

As part of implemenƟ ng the workforce strategy priority will be given to: 

• The development of a professional stream to provide an alternaƟ ve career progression for 
specialist proceduralists outside the management development programme.  

• RouƟ nely reviewing our operaƟ ng model as technology advances to ensure our processes are 
eff ecƟ ve and effi  cient and our people correctly deployed.  This will commence in Select CommiƩ ee 
Services following the implementaƟ on of the electronic commiƩ ee services system.      

Porƞ olio management and project execuƟ on
We need to improve how our projects are prioriƟ sed, planned and delivered on Ɵ me. We need to 
ensure that they can advance regardless of the House and commiƩ ees’ schedules. Addressing the 
management and governance of the Offi  ce, including the delegaƟ on of senior managers’ 
responsibiliƟ es down the organisaƟ on is only the fi rst step. The Offi  ce will need to manage its 
porƞ olio of projects beƩ er to ensure that strategic projects are prioriƟ sed, resources are allocated 
properly, and to enable the SMT to monitor progress against agreed milestones.  

• The Offi  ce will bring in experƟ se to assist with porƞ olio management and take up the 
recommendaƟ on to maintain momentum by adopƟ ng a 90-day planning cycle. 

Greater connectedness to other parliamentary and execuƟ ve agencies, both 
on and off shore
The Offi  ce will set aside Ɵ me for greater connectedness to the wider State sector and inclusion in chief 
execuƟ ve fora, State sector events, access to the Top 200 and funcƟ onal leadership events. This will 
enable the Clerk and the SMT to keep abreast of organisaƟ onal development trends and contribute to 
the building of knowledge about Parliament in the public sector. However, much of this will be at the 
discreƟ on of the State Services Commission and we look forward to working with it to advance this idea.

The reviewers have drawn aƩ enƟ on to the Offi  ce’s shared service arrangements.  Shared services 
between the Offi  ce and the Parliamentary Service have been in place for many years, but during the 
past couple of years the range of shared services has been increased to include more strategic 
fi nance services, as well as most of the Offi  ce’s ICT funcƟ on.  Developing good shared services is not 
easy, but the Offi  ce is commiƩ ed to acƟ vely maturing the relaƟ onship.

• The Offi  ce will strive to be a good client and Parliament Sector partner of the Parliamentary Service 
by acƟ vely communicaƟ ng its requirements, regularly monitoring progress, fi nal milestones and 
deliverables, and developing person to person relaƟ onships.
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The Offi  ce enjoys a good level of engagement, mostly at senior level, with other Westminster system 
parliaments, but we agree that even more can be done in this area.  

• The Offi  ce will formulate a plan for more systemaƟ c engagement with other parliaments for a 
greater number of our procedural staff  as part of the training and development goals in our 
workforce strategy.

More explicit aƩ enƟ on to the internal culture and behaviours 
The Offi  ce has recognised a “dual culture” in its management for some Ɵ me.  It is important in the 
role of clerk-at-the-Table and clerk of commiƩ ee (“being on stage”) to have a very clear chain of 
command, an agreed plan and leadership.  However, (“off -stage”) we aim to foster innovaƟ on, take 
calculated risks, and embrace collegiality in our management culture.  We acknowledge that we 
have more work to do to achieve a beƩ er understanding of this “dual culture” amongst our 
operaƟ onal managers and staff .  

In order to realise the culture we want the leadership team has developed a set of aspiraƟ onal 
strategic goals focusing on its people and culture.  These goals are:

• People 

• Everyone goes the extra mile

• There is a successor for every role

• We have commiƩ ed, busy and engaged staff  looking forward

• Everyone feels trusted

• Everyone is knowledgeable

• People feel recognised, listened to and cared for

• People development is our priority

• Culture

• We all live our values

• DelegaƟ on is enhanced and control and micro-management minimised

• We communicate openly

• We are a caring organisaƟ on

• Everyone is accountable for the Offi  ce’s success

• The Offi  ce will hold a series of workshops involving all staff , in order to develop a shared view 
about these aspiraƟ onal goals, along with the Parliament Sector outcomes, the Offi  ce’s impacts, 
strategies, key prioriƟ es, targets and accountabiliƟ es.

These workshops and the stronger leadership focus of the SMT and conƟ nued and enhanced 
leadership development should assist in achieving an understanding of the “dual culture” and 
achieving our people and desired cultural goals.  
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Stronger staff  engagement
The key to embedding our new culture is the engagement of our staff . As the reviewers noted, the 
Offi  ce has a huge opportunity due to the “passionate commitment and stewardship focus of its 
staff ”. We need to harness this and transform that affi  liaƟ on to Parliament into increased levels of 
engagement at all levels with the Offi  ce.  Several iniƟ aƟ ves to achieve this goal have been in place 
over the past year, and engagement conversaƟ ons are taking place. We believe that the combined 
impact of implemenƟ ng all of the iniƟ aƟ ves set out in this agency response will achieve stronger 
staff  engagement.

InternaƟ onal contribuƟ on to parliamentary democracy
We recognise the need to measure and enhance performance in the delivery of the inter-
parliamentary relaƟ ons programme, through seƫ  ng clear goals related to building parliamentary 
capacity.  

• The Offi  ce will develop as a maƩ er of urgency an inter-parliamentary relaƟ ons strategy along fi ve 
strategic direcƟ ons: 

• Parliamentary diplomacy:  Speaker-led contribuƟ ons to New Zealand’s foreign policy foster 
understanding and promote internaƟ onal co-operaƟ on between members on global issues

• Engagement with inter-parliamentary organisaƟ ons: enhanced parƟ cipaƟ on in inter-
parliamentary organisaƟ ons develops understanding and co-operaƟ on between naƟ ons, and 
promotes democraƟ c values across the poliƟ cal spectrum

• Bilateral select commiƩ ee and friendship group visits: enhance quality of select commiƩ ee 
scruƟ ny and members’ understanding of global issues 

• Capacity building and parliamentary strengthening in the Pacifi c:  provide opportuniƟ es 
for members’ acƟ ve engagement in building funcƟ oning legislatures and to further their 
understanding of the Pacifi c region

• Members’ professional development: tailored opportuniƟ es for members to develop their 
parliamentary capacity.  

We believe the Offi  ce is well placed to take on the challenges highlighted by the reviewers and to 
bring our staff  along with us to implement these plans and achieve our vision.

Mary Harris
Clerk of the House of RepresentaƟ ves
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THE FOURͳYEAR EXCELLENCE HORIZON
In undertaking this review the Lead Reviewers considered: “What is the contribuƟ on that New Zealand 
needs from the Offi  ce and, therefore, what is the performance challenge?”

Environment
The Offi  ce is an agency within the LegislaƟ ve branch of government. It is the secretariat of Parliament 
and assists the Clerk of the House of RepresentaƟ ves (the Clerk) in carrying out her statutory duƟ es 
as the principal permanent offi  cer of the House. 

While in some Westminster jurisdicƟ ons the Offi  ce and the Parliamentary Service are one 
organisaƟ on, in New Zealand these are standalone agencies, albeit with considerable sharing of 
back offi  ce support services.

The Offi  ce is a relaƟ vely small agency, with annual funding of around $19 million and just over 100 
staff .  The Clerk is both the technical expert and professional leader on the running of the House and 
Standing Orders, as well as the chief execuƟ ve of the agency. 

Performance challenge – Outcomes
All those who work for the Offi  ce see themselves both as contribuƟ ng to the eff ecƟ ve operaƟ on of 
the House of RepresentaƟ ves here and now, and as stewarding the insƟ tuƟ on of parliamentary 
democracy for all New Zealanders, now and in the future.

These high level outcomes require aƩ enƟ on to four key prioriƟ es:

•  Ensuring that parliamentary procedures remain relevant, open and easy for members and ciƟ zens 
to engage with

•  Ensuring eff ecƟ ve parliamentary scruƟ ny, such as that provided by select commiƩ ee processes

•  PromoƟ ng public respect for the insƟ tuƟ on of Parliament

•  Enhancing the capability of Parliament by promoƟ ng members’ engagement with other 
parliaments and inter-parliamentary organisaƟ ons.

All of these outcomes require a skilful balance between responsiveness to the immediate needs of 
Parliament and guardianship of the insƟ tuƟ on of Parliament for the future. They require dispassionate 
and objecƟ ve interpretaƟ on of the rules of procedure in order to support the day-to-day operaƟ on 
of Parliament and its members, while remaining strictly imparƟ al.

The role of the Clerk requires physical aƩ endance while the House is siƫ  ng,  technical experƟ se in 
parliamentary rules and procedures, a close relaƟ onship with and unobtrusive support to the 
Speaker and Leader of the House, soluƟ on-focussed assistance to members while remaining 
imparƟ al, and aƩ enƟ on to the balanced interpretaƟ ons that can surround procedural maƩ ers, as 
well as an eye to the future with regard to improvements to the Offi  ce’s contribuƟ on to the workings 
of representaƟ ve democracy.

The role (and thus the Offi  ce that supports the Clerk) therefore requires both technical and 
relaƟ onship skills, both authority and self-eff acement, and aƩ enƟ on to both detailed process and 
strategic vision.
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At present the Offi  ce is viewed as balancing all these aƩ ributes and requirements with some 
sophisƟ caƟ on and is admired by stakeholders for its contribuƟ on to the eff ecƟ ve ‘silent running’ of 
the House, its professionalism and procedural experƟ se.  The Offi  ce maintains a good balance 
between proacƟ vely guiding the Speaker and members toward soluƟ ons, while maintaining the 
strictest imparƟ ality and integrity.

Its role in those outcome areas that relate to the relevance and accessibility of Parliament however 
is not well understood, either within or outside the agency.  Internally the Offi  ce needs to come to a 
landing on what concepts like ‘accessibility’, ‘relevance’ and ‘advocacy for Parliament’ pracƟ cally 
mean, both for day-to-day prioriƟ saƟ on and decision-making and in the context of its stewardship 
role.  Externally it needs to communicate this relevant and accessible Parliament story more acƟ vely.  
It is likely to fi nd this somewhat challenging given its self-eff acing internal culture, where staff  take a 
deep pride in the invisible and seamless delivery of process, service and support to Parliament.

As a naƟ on without a well understood consƟ tuƟ on, liƩ le history of direct threats and liƩ le civics 
educaƟ on, New Zealanders can be very complacent about their parliamentary democracy or confuse 
the well publicised behaviours of members with the insƟ tuƟ on of Parliament.  For representaƟ ve 
democracy to thrive it must be both open and adapƟ ve, as well as carefully tended.  While there are 
many players with a role in this (the Electoral Commission, schools, media and so on) no other 
agency sits so pracƟ cally in the kaiƟ akitanga role as the Offi  ce of the Clerk. This is deeply felt by its 
staff  and is the cultural glue that binds them. However, the role is perhaps more felt than it is 
intellectually understood.  This aspect of the Offi  ce’s value to New Zealand needs to be more fully 
worked through as a core tenet of agency strategy and purpose.

Performance challenge – Agency
i Purpose and targets
While the aspect of agency purpose that relates to the procedural eff ecƟ veness and effi  ciency of 
Parliament is well understood in the Offi  ce, the targets that currently support it need to beƩ er 
refl ect strategic outcomes as opposed to process driven inputs.  

The accessibility outcomes discussed above not only require clarifi caƟ on, but will also need careful 
thought regarding to the currency in which targets might be measured. If enhanced ciƟ zen 
engagement in parliamentary processes is the aim, the intermediate outcomes need to be much 
more explicitly developed and in a way that connects to the stewardship mission of the Offi  ce’s 
people. If this is the key outcome, then targets and benefi ts aƩ ribuƟ on will be challenging.  If greater 
diversifi caƟ on of parƟ cipaƟ on in representaƟ ve democracy is the key outcome sought, then that will 
lead to a diff erent target set and required operaƟ ng model than if parƟ cipaƟ on per se is the issue. 
Other strategic goals and thus measurement currencies might relate to improved fi nancial scruƟ ny 
funcƟ ons, more mature select commiƩ ee enquiry acƟ viƟ es, more acƟ ve public discourse on the 
consƟ tuƟ on and so on.  All such strategic clarifi caƟ on will require very careful work with members 
to avoid creaƟ ng poliƟ cal spillovers.

There is an immediate opportunity here to engage all Offi  ce staff  to beƩ er develop the outcomes 
story and agree the currency and reporƟ ng dashboard through which it can be monitored and 
measured.  The process will help to unify staff , focus them on the big picture (always a challenge in 
organisaƟ ons required to focus on technical and process excellence) and assist them in beƩ er 
prioriƟ sing their work.
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Given the passion staff  in the Offi  ce have for their work and for the insƟ tuƟ ons of representaƟ ve 
democracy, beƩ er harnessing their collecƟ ve vision and ambiƟ on into a clear strategic story and some 
tesƟ ng and specifi c targets will help to take an already well performing agency to the next level.

ii Business strategy
If purpose and vision are the ‘why’ of an agency, business strategy is the ‘what’ it will do to give eff ect 
to these and reach its targets. SMT has recently developed a simple strategic roadmap which (whatever 
the ‘why’ turns out to be) appears to focus on broadly the right prioriƟ es and projects.  Staff  and 
stakeholder feedback and survey informaƟ on has been carefully taken into account in its development.  

Rather than now take this out to staff  and stakeholders for fi ne tuning (which risks messages stopping 
at middle level managers and losing the insights of the frontline staff ) we would like to see a more 
inclusive process of boƩ om-up co-development of the key prioriƟ es, targets and accountabiliƟ es 
with staff  and the external Parliament Sector Advisory Board which has recently been formed.  We 
think this needs to include some quite fundamental discussion about the nature of the organisaƟ on 
and the operaƟ ng model that will be required to execute the strategy.

At present, the Offi  ce has a view of itself as a producƟ on-based organisaƟ on, somewhat akin to a 
theatrical producƟ on or major events management enƟ ty (albeit with policy and advisory roles).  
This means its people have almost a dual culture; the consummately professional one when they are 
‘on stage’ in Parliament, select commiƩ ee and so on, and a more private camaraderie behind the 
scenes.  From a management perspecƟ ve this places a premium on being authenƟ c in both modes 
and not leƫ  ng the pressure of the set piece events crowd out inclusive and empatheƟ c people 
management.  Most senior managers presently do a good job at maintaining this balance, but below 
this there is evidence that staff  do not feel well supported by third Ɵ er managers when ‘off  stage’.  

This producƟ on model, and the rhythms of the parliamentary year, also drive a curiously episodic 
approach to organisaƟ onal management. During siƫ  ng weeks all maƩ ers are subsumed to the needs 
of House business; during the (only) 19 non-siƫ  ng weeks other maƩ ers are ‘caught up on’. There is an 
intensity to siƫ  ng periods ‘in’ the business which seems to crowd out proacƟ vity and working ‘on’ the 
business. This jerky rhythm, while predictable, seems to make it hard for staff  to consistently progress 
internal strategic projects, when they are always traded off  against operaƟ onal process requirements.

Once the current very promising strategic refresh has been further enhanced by staff  input and 
insight, it will be important to apply stringency to strategy implementaƟ on.  As is discussed below, 
this could come through greater use of porƞ olio management techniques and 90-day planning 
cycles.  The episodic rhythm of the Offi  ce needs to be smoothed by beƩ er planning.  Staff  will need 
to be encouraged by quick wins, in addiƟ on to longer term performance improvements.

iii OperaƟ ng model
We believe there are fi ve aspects of the operaƟ ng model for the Offi  ce that provide signifi cant 
opportunity to further liŌ  the performance of an already respected organisaƟ on.  These are:

•  the management and governance model

•  porƞ olio management

•  greater connectedness to other parliamentary and execuƟ ve agencies, both on and off shore

•  more explicit aƩ enƟ on to the internal culture and behaviours required to deliver the strategy

•  stronger staff  engagement.
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As noted above, the fundamental challenge in the Offi  ce’s management model is the need for 
managers to be at once technical and process experts, big picture thinkers and good people managers. 
They must be as authenƟ c a leader ‘on stage’ as off . As a pracƟ cal point, they simply have less Ɵ me 
to spend being managers than in most organisaƟ ons because they are heavily commiƩ ed to Ɵ me in 
the House or in CommiƩ ee. Time on show in the House or CommiƩ ee is not just Ɵ me spent; rather 
it is 80% rouƟ ne and 20% challenging  interpretaƟ on and member support, with high consequences 
for a wrong judgement.

It is akin to more than asking an actor to also be the director of a high profi le producƟ on; it requires 
them also to be the stage manager and the execuƟ ve in charge of the producƟ on company.  At the 
moment, the piece geƫ  ng lost in the mix is good people performance management and organisaƟ onal 
development or strategic HR. While esprit de corps is strong, it is more aƩ ached to the stewardship 
role of the Offi  ce and allegiance to parliamentary democracy than to the Offi  ce as an organisaƟ on.

There are several opportuniƟ es that are worth exploring:

•  The Offi  ce should invest in more extensive and systemaƟ c management development, parƟ cularly 
for frontline and middle (Ɵ er three) managers. Importantly this development training must then 
be put into pracƟ ce in the workplace, including being part of performance expectaƟ ons.

•  Access is needed to high quality strategic HR and organisaƟ onal development support.   This 
will assist the strategic people and capability plan which is to be developed to address staff  
development, succession, and career pathways. This plan is an urgent requirement.

•  SMT needs to spend more Ɵ me on people and capability management maƩ ers and think about 
mechanisms that help its members to be more ‘on’ the business than ‘in’ it, such as leadership 
development or coaching for SMT members.

•  The Offi  ce may benefi t from an extended Advisory Board to support the Chief ExecuƟ ve and 
SMT, which might comprise former chief execuƟ ves or externals with experience in organisaƟ onal 
development.

The Offi  ce is ambiƟ ous and creaƟ ve in its desire to be more responsive to the needs of members to 
work anyƟ me and anywhere. It has conceptualised a number of projects for improved service, 
including several technology projects. It is also exploring a range of mechanisms that could provide 
improved access by ciƟ zens to informaƟ on that supports greater parƟ cipaƟ on.  Progress on actually 
delivering these innovaƟ on projects can be slow however, as aƩ enƟ on to them gets distracted by 
the operaƟ onal demands of the running of the House.  Three things might help:

•  The Offi  ce needs to derive a clearly prioriƟ sed set of strategic projects from its strategic plan.  
These should be the things that will contribute most to its overall ambiƟ on and targets.  They 
should be run as a strategic porƞ olio using programme/porƞ olio management techniques.  

•  The Offi  ce needs to be clearer on where the handover point between specifi caƟ on and build 
is for these key projects, parƟ cularly in ICT.  Once conceptualised and specifi ed at a high level, 
such projects can be handed to the shared service to be the subject of business and project 
management plans, with the Offi  ce holding the shared service accountable for progress and fi nal 
milestones and deliverables.  This will require being a much smarter customer of the shared 
service.  Rather than diverƟ ng busy managers into project management, the Offi  ce needs a 
business integrator to engage with the shared service.
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•  The uneven business cycle of the Offi  ce discussed above makes it hard to maintain consistent 
momentum and urgency around change and organisaƟ onal development projects.  This would 
be greatly enhanced with the use of 90-day planning cycles to improve momentum and outline 
clear accountabiliƟ es.  The Offi  ce needs to apply the same degree of professionalism to projects 
as it does to its work in support of the House.

Greater connectedness will help the Offi  ce to idenƟ fy opportuniƟ es for shared development projects 
and to understand best pracƟ ce levels for all aspects of management.  There are three key aspects 
to greater connectedness:

•  The fi rst is improved connecƟ on to the system of ExecuƟ ve branch agencies.  While consƟ tuƟ onally 
separate, the Offi  ce faces the same management challenges as any other agency and would 
benefi t from greater inclusion in chief execuƟ ve fora, State sector events and the like (while also 
having something to off er to others).  The Chief ExecuƟ ve in parƟ cular, needs more engagement 
with peers on organisaƟ onal management maƩ ers.  SMT members would benefi t from Top 200 
and funcƟ onal leadership events.  The consƟ tuƟ onal understanding of those in the Offi  ce is 
sophisƟ cated. There is no danger of ExecuƟ ve branch capture or contaminaƟ on.

•  The second is greater inter-parliamentary connectedness.  This is already present to some extent, 
but could be moved from the present somewhat ad hoc basis to a more systemaƟ c engagement 
with other Westminster system Clerks, such as those in Scotland, Ireland, Canada and Australia.  
The issues alluded to earlier around purpose, targets and the currency of measurement appear 
to be common, and are parƟ cularly stark for the Scoƫ  sh Clerk, resulƟ ng from the establishment 
in 1998 of a new parliament and with possible further changes to come.  While the New Zealand 
Offi  ce’s inter-parliamentary work in the Pacifi c is very strong, it is so well regarded internaƟ onally 
that it could benefi t from invesƟ ng greater eff ort in a more systemaƟ c engagement with the 
wider group of mature Westminster democracies.

•  Thirdly, the Offi  ce needs to be a more demanding and sophisƟ cated priority client of the 
Parliamentary Service shared service.  Back offi  ce funcƟ ons are something of a distracƟ on for 
the Offi  ce, and it should not balk at a more comprehensive handover of these funcƟ ons to the 
Parliamentary Service.  

A parƟ cularly interesƟ ng aspect of the Offi  ce’s operaƟ ng model is its internal culture and behaviours.  
Technical skill is prized, but so too is a low ego approach to the delivery of services.  Staff  take pride 
in their ability to eff ect the smooth operaƟ on of House business in a manner that adheres to Standing 
Orders, respects convenƟ ons and balances interests but which also appears invisible to members 
and the public.  This modesty and subtlety, while admirable, can risk driving internal contest and 
creaƟ vity underground.  It requires a parƟ cularly skilled management style to ensure that the self-
eff acement exhibited while ‘on stage’ doesn’t chill ‘off  stage’ fun, experimentaƟ on and debate. 
While the current Chief ExecuƟ ve eff ecƟ vely holds this balance, her nuanced (and by the staff , greatly 
respected) management of ‘dual cultures’ may not be sustainable under a diff erent leader.

If the strategic clarifi caƟ on we suggest above is to be undertaken, it may call into quesƟ on some of 
the core behavioural traits of the Offi  ce.  Greater proacƟ vity with respect to the relevance and 
accessibility of Parliament seems likely to require a less reƟ ring style. Given the Offi  ce’s key roles and 
the immense respect in which it is held, it will be important while doing this to preserve the best of 
the legacy behaviours, and act in a way that does not detract from the Offi  ce’s work in support of the 
House, the Speaker and other parliamentary offi  ce holders.  
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Enhancing staff  engagement is an area of huge opportunity for the Offi  ce because it is so well placed 
with the passionate commitment and stewardship focus of its staff . More systemaƟ c people 
management, supported by strategic HR as described above, will help, but the key to unlocking the 
energy and engagement of staff  will be enlistment in strategy creaƟ on and the development of a 
unifying story around purpose and targets.  We have seldom reviewed any agency in which the 
stewardship role was so palpable.  This could be unleashed by a more inclusive management style, 
parƟ cularly by middle managers.

The other criƟ cal element in improving engagement is a more holisƟ c and explicit approach to career 
management for staff , many of whom cannot presently see a sustained career path in the Offi  ce.  
This has created some signifi cant succession challenges.  More strategic capability and workforce 
planning should entail engagement with other ExecuƟ ve and LegislaƟ ve branch agencies with like 
workforces (eg, Parliamentary Counsel Offi  ce, Crown Law, Ministry of Defence, Offi  ce of the Auditor-
General etc) for career path management across and between agencies.   

iv ImplementaƟ on (including change capability)
We suggest early work on the establishment of an expanded and skills based Advisory Board to 
support the SMT in the implementaƟ on of the measures suggested above.  

Also important for successful implementaƟ on will be the divestment of some corporate acƟ viƟ es to 
the shared service to reduce distracƟ ons.

The Offi  ce’s Chief ExecuƟ ve and SMT are very able in their core roles supporƟ ng Parliament, but they 
are not accustomed to having the Ɵ me and space to work on strategic business and people issues.  
Interim support from an execuƟ ve coach or similar may be helpful, in addiƟ on to the greater State 
sector connectedness and more extensive Advisory Board support suggested here.

What will success look like?
Four years hence, the Offi  ce will be as well respected and admired for its organisaƟ onal management 
as it is for its support of the House and its stewardship of representaƟ ve parliamentary democracy.  

Its staff  will be iconic for their levels of engagement with their stewardship mission and with the 
organisaƟ on.  Working in the Offi  ce will be regarded as a rite of passage for some of the most 
talented people in the ExecuƟ ve and LegislaƟ ve branches of our government.  

The Offi  ce will be well known in the Commonwealth for its technical depth, integrity, commitment 
to service and for its creaƟ vity in responding to Parliament’s and members’ needs.

Rather than being a hidden gem, the Offi  ce will balance consummately professional support for the 
silent running of the House with a slightly more asserƟ ve role, in conjuncƟ on with others, in ensuring 
all New Zealanders value and understand the importance of contribuƟ ng to and guarding a well 
performing representaƟ ve parliamentary democracy.  With other agencies, it will have contributed 
to raising ciƟ zen engagement and will also be more widely known for its contribuƟ on, with the 
Speaker and members, to preserving the integrity of parliamentary democracy for future generaƟ ons 
of New Zealanders.

Debbie Francis
Lead Reviewer

Grant Taylor
Lead Reviewer



12 PERFORMANCE IMPROVEMENT FRAMEWORK: REVIEW OF OFFICE OF THE CLERK OF THE HOUSE OF REPRESENTATIVES ͵ JULY 2014

CENTRAL AGENCIES’ OVERVIEW 

The Offi  ce is a small agency that has a vital role in contribuƟ ng to the eff ecƟ ve running of Parliament 
and more broadly in helping steward parliamentary democracy in New Zealand. The reviewers point 
out that the role of the Clerk, and thus the Offi  ce also, requires a mix of skills - both technical and 
relaƟ onship skills, both authority and self-eff acement, and aƩ enƟ on to both detailed process and 
strategic vision. The reviewers note the Offi  ce is viewed as balancing these aƩ ributes and requirements 
very well and is admired by stakeholders for its contribuƟ on to the eff ecƟ ve ‘silent running’ of the 
House, its professionalism and procedural experƟ se. 

The Offi  ce has recently developed a strategic roadmap and the reviewers would like to now see an 
inclusive process of boƩ om-up co-development of the key prioriƟ es, targets and accountabiliƟ es 
with staff . The reviewers also consider there are aspects of the operaƟ ng model required to execute 
the strategy that require thought. Important areas for aƩ enƟ on are management and people 
capability, culture and staff  engagement. A porƞ olio management approach and planning cycles will 
assist the Offi  ce as it enhances and redevelops core systems and in its overall change programme. 
This will also help the Offi  ce to scope its requirements beƩ er in the important relaƟ onship with the 
Parliamentary Service as shared services provider. 

The Offi  ce is an agency within the LegislaƟ ve branch of government and thus our role as central 
agencies is diff erent than our role with ExecuƟ ve branch agencies. However the reviewers note that 
the Offi  ce faces similar management challenges as other agencies and would benefi t from greater 
inclusion in State Services fora and events and support in its change and people development 
programmes. The reviewers consider this can happen without imperilling the Offi  ce’s consƟ tuƟ onal 
status. We will work with the Offi  ce to agree the support to be off ered in these areas.

Iain Rennie
State Services Commissioner

Gabriel Makhlouf
Secretary to the Treasury

Andrew Kibblewhite
Chief ExecuƟ ve, Department of 
the Prime Minister and Cabinet
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SUMMARY OF RATINGS

Results 

PRIORITIES RATING

Parliament remains relevant because 
it has the capacity to adapt its 
procedures

Eff ecƟ ve parliamentary scruƟ ny 
enhances government outcomes

Public respect for the insƟ tuƟ on of 
Parliament grows because the public 
is informed about what Parliament is 
doing and able to parƟ cipate

Parliament’s capacity is enhanced by 
members’ engagement with other 
parliaments and inter-parliamentary 
organisaƟ ons

RaƟ ng System

 Strong  Well placed  Needing development  Weak  Unable to rate/not rated

CORE BUSINESS
RATING

ΈEFFECTIVENESSΉ
RATING

ΈEFFICIENCYΉ

Secretariat services to 
the House and 
CommiƩ ees 

Maintaining the 
record

Publishing

Advocacy for 
Parliament  

InternaƟ onal 
contribuƟ on to 
parliamentary 
democracy

RATING

Regulatory Impact 



14 PERFORMANCE IMPROVEMENT FRAMEWORK: REVIEW OF OFFICE OF THE CLERK OF THE HOUSE OF REPRESENTATIVES ͵ JULY 2014

OrganisaƟ onal Management

LEADERSHIP, DIRECTION AND DELIVERY RATING

Purpose, Vision and Strategy

Leadership and Governance

Values, Behaviour and Culture 

Structure, Roles and ResponsibiliƟ es

Review

EXTERNAL RELATIONSHIPS RATING

Engagement with the Ministers

Sector ContribuƟ on

CollaboraƟ on and Partnerships with 
Stakeholders

Experiences of the Public

RaƟ ng System

 Strong  Well placed  Needing development  Weak  Unable to rate/not rated

PEOPLE DEVELOPMENT RATING

Leadership and Workforce Development

Management of People Performance

Engagement with Staff 

FINANCIAL AND RESOURCE MANAGEMENT RATING

Asset Management

InformaƟ on Management

Improving Effi  ciency and Eff ecƟ veness

Financial Management

Risk Management

Note: There have been three signifi cant upgrades to the PIF Agency Model since it was implemented 
in 2009. The fi rst was the inclusion of the Four-year Excellence Horizon in October 2011. The second 
was the Strategic Financial Management upgrade in December 2012. The most recent is the BeƩ er 
Public Services upgrade in January 2014. These upgrades aff ect comparability with previous PIF 
reports. For more informaƟ on on the upgrades see: hƩ p://www.ssc.govt.nz/pif-core-guide-1.
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AGENCY CONTEXT

The Offi  ce of the Clerk is established under secƟ on 14 of the Clerk of the House of RepresentaƟ ves 
Act 1988. It is the legislature’s secretariat and assists the Clerk in carrying out the core funcƟ ons 
established under the Act. 

The Clerk of the House of RepresentaƟ ves is the principal permanent offi  cer of the House and carries 
out the funcƟ ons required under secƟ on 3 of the Clerk of the House of RepresentaƟ ves Act 1988, 
which provides that:

The funcƟ ons of the Clerk of the House of RepresentaƟ ves shall be: 

a  to note all proceedings of the House of RepresentaƟ ves and of any commiƩ ee of the House: 

b to carry out such duƟ es and exercise such powers as may be conferred on the Clerk of the 
House of RepresentaƟ ves by law or by the Standing Orders and pracƟ ce of the House of 
RepresentaƟ ves:

c  to act as the principal offi  cer of the Offi  ce of the Clerk of the House of RepresentaƟ ves and, in 
that capacity, to manage that offi  ce effi  ciently, eff ecƟ vely, and economically:

d  to ensure that the members of the Offi  ce of the Clerk of the House of RepresentaƟ ves carry out 
their duƟ es (including duƟ es imposed on them by law or by the Standing Orders or pracƟ ce of 
the House of RepresentaƟ ves) and maintain:

i proper standards of integrity and conduct; and 

ii concern for the public interest:

e  to be responsible, under the direcƟ on of the Speaker of the House of RepresentaƟ ves, for the 
offi  cial reporƟ ng of the proceedings of the House of RepresentaƟ ves and its commiƩ ees.

As at 30 July 2013, the Offi  ce employed 110 staff  (104 FTEs). The Offi  ce is funded through Vote Offi  ce 
of the Clerk with planned departmental baseline funding of $18.866 million for 2014/15 and out 
years. 
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Delivery of PrioriƟ es

RESULTS SECTION

Part One: Delivery of PrioriƟ es
This secƟ on reviews the agency’s ability to deliver on its strategic prioriƟ es. While the quesƟ ons 
guide Lead Reviewers to retrospecƟ ve and current performance the fi nal judgements and raƟ ngs are 
necessarily informed by scope and scale of the performance challenge. 

The prioriƟ es listed are the impacts from the Offi  ce’s outcomes framework.

Priority 1: Parliament remains relevant because it has the capacity to adapt its procedures

Performance RaƟ ng: Well placed

Parliament is a tradiƟ onal and ceremonial environment. Its tradiƟ ons and convenƟ ons are someƟ mes 
in tension with the need to be ever more accessible and responsive to both members and to the 
public who wish to engage with democraƟ c processes.

The Offi  ce’s role in regard to this priority is advising and supporƟ ng the Speaker and members as 
consideraƟ on is given to updaƟ ng parliamentary procedures. Standing Orders are reviewed every 
three years by the Standing Orders CommiƩ ee, which is serviced by the Offi  ce. This process is well 
regarded and eff ecƟ ve. The Offi  ce’s advice is viewed as proacƟ ve and construcƟ ve in suggesƟ ng and 
facilitaƟ ng procedural change.  It is seen as both agile and authoritaƟ ve.  

However the Offi  ce has been slow to develop technology to automate and simplify some parliamentary 
processes and to redevelop its core systems. That work is now underway and needs to be subject to 
a much more rigorous porƞ olio management system and improved governance. 

Some observers consider there should from Ɵ me to Ɵ me be a more fundamental review of 
Parliamentary pracƟ ce, for example to consider the eff ecƟ veness of fi nancial and regulatory scruƟ ny 
and how Parliament promotes accessibility.  While the Offi  ce is recepƟ ve to mechanisms to enhance 
pracƟ ce and accessibility, its high operaƟ onal tempo and lumpy week-to-week workload seems to 
make it diffi  cult to give aƩ enƟ on to the case for such a review.  

The Offi  ce needs to develop beƩ er impact and outcomes measures for this area.  This should be 
addressed through the current strategic planning process and would benefi t from an inclusive 
approach with staff .  

Priority 2: Eff ecƟ ve parliamentary scruƟ ny enhances government outcomes

Performance RaƟ ng: Needing development

In recent years the Offi  ce has improved the inducƟ on and training of Select CommiƩ ee staff  to 
support improved legislaƟ ve and fi nancial scruƟ ny. Despite this the Offi  ce’s PIF Self-review notes 
that more meaningful analyƟ cal informaƟ on could be provided to members to discharge their 
scruƟ ny funcƟ on eg, through select commiƩ ees, and that it is crucial that everyone understands the 
purpose of the scruƟ ny process. 
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Delivery of PrioriƟ es

In this New Zealand is unusual compared to other Westminster democracies in having a model 
whereby select commiƩ ees tend to be regarded more as useful training grounds for aspiring ministers 
than as arenas for long serving backbenchers to make their mark.  The incenƟ ves in New Zealand to 
take a medium-term strategic approach appear weaker than in jurisdicƟ ons with more backbench 
members to spread across commiƩ ee roles.

The Offi  ce’s 2013 Four-year Plan notes that legislaƟ ve scruƟ ny is highly regarded but there is room 
to enhance scruƟ ny of consƟ tuƟ onal and administraƟ ve law issues and regulatory impact, including 
cost benefi t and value for money consideraƟ ons.

Stakeholders, and the Offi  ce in its Four-year Plan, note that fi nancial scruƟ ny is not as rigorous as 
legislaƟ ve scruƟ ny. Improving the Select CommiƩ ee fi nancial scruƟ ny funcƟ on will require deeper 
engagement with the Offi  ce of the Auditor-General at one level and wider parliamentary support at 
the next level.  Both will entail thinking about more strategic approaches to fi nancial scruƟ ny while 
balancing the diff erent poliƟ cal interests in the process of government and opposiƟ on members.

Some observers note that the enquiry funcƟ on could be used more by select commiƩ ees and that 
more could occur to encourage a wider range of submissions to some select commiƩ ees. These are 
areas where the day-to-day demands on the Offi  ce and its role as a facilitator of process can make it 
diffi  cult to take a longer term view. They also require carefully balancing poliƟ cal consideraƟ ons 
given that both may appear to benefi t opposiƟ on rather than Government members.

Priority 3: Public respect for the insƟ tuƟ on of Parliament grows because the public is informed 
about what Parliament is doing and able to parƟ cipate

Performance RaƟ ng: Needing development

The Offi  ce has enhanced the accessibility of Parliament in recent years with iniƟ aƟ ves such as 
improvements to the Parliament website (but with more to do), more extensive television and radio 
broadcasƟ ng (including YouTube clips), the use of social media and pilots of televised Select 
CommiƩ ee hearings including through webcasƟ ng and podcasƟ ng. The Offi  ce is, with the 
Parliamentary Service, developing a Parliament CommunicaƟ on Strategy based on a 2011 agreement 
with the Standing Orders CommiƩ ee. This is a good development but it requires greater project 
management discipline to help implement its prioriƟ es.

The Offi  ce has limited understanding of what the public wants and which programmes will have the 
most impact in enhancing public respect for Parliament and parƟ cipaƟ on.   Between it and the 
Parliamentary Service, some more systemaƟ c voice of customer work is required.  The Offi  ce also 
needs to consider how its contribuƟ ons marry with the contribuƟ ons of the Speaker, members and 
other agencies such as the Parliamentary Service, Electoral Commission and the educaƟ on system 
(in regard to civics). 

As a result of its limited customer analysis, the Offi  ce cannot be sure that it is procuring the most 
representaƟ ve array of submissions to parliamentary processes such as select commiƩ ees.  UnƟ l it 
knows more about barriers to parƟ cipaƟ on and preferred customer channels by segment, it cannot 
be sure that processes are as accessible as possible for all New Zealanders.

While this accessible Parliament story is arguably the most important contribuƟ on it can make to 
stewarding parliamentary democracy, the Offi  ce’s PIF Self-review notes that some regard this 
outcome as aspiraƟ onal and that strategies to make it meaningful need to be devised.
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Delivery of PrioriƟ es

This maƩ er needs to be progressed with some urgency. Staff  and stakeholders are confused about 
this aspect of the Offi  ce’s posiƟ oning.  There is an immediate opportunity here to engage with all 
Offi  ce staff  to beƩ er develop the outcomes story and agree the currency and reporƟ ng dashboard 
through which it can be monitored and measured.  The process will help to unify staff , focus them 
on the big picture (always a challenge in organisaƟ ons required to focus on technical and process 
excellence) and assist them in beƩ er prioriƟ sing their work.

There are some challenging issues that will have to be managed in this process; discourse on these 
maƩ ers confl icts somewhat with the Offi  ce’s prevailing culture of ‘silent running’. It will also require 
Speaker and across Parliament support (while recognising that parƟ es may want to give such a 
process a poliƟ cal dimension).

Priority 4: Parliament’s capacity is enhanced by members’ engagement with other 
parliaments and inter-parliamentary organisaƟ ons

Performance RaƟ ng: Needing development

This priority is concerned with members’ engagement with other parliaments and organisaƟ ons, 
and the Offi  ces’ role in facilitaƟ ng such engagement.  The major acƟ viƟ es are developing a high level 
inter-parliamentary relaƟ ons strategy (to do), facilitaƟ ng opportuniƟ es for members to advance 
their professional development through aƩ endance at conferences and workshops (ongoing), and 
assisƟ ng with the hosƟ ng of the Conference of Speakers and Presiding Offi  cers of the Commonwealth 
(held in early 2014). The development of the strategy should be a priority and the Offi  ce’s PIF Self-
review notes it should include measurable goals. This strategy will explore the contribuƟ on the 
Speaker and the House can make to both parliamentary democracy worldwide and New Zealand’s 
internaƟ onal reputaƟ on. 
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Delivery of Core Business

RESULTS SECTION

Part Two: Delivery of Core Business
This secƟ on reviews the agency’s eff ecƟ veness and effi  ciency in delivering its core business. While 
the quesƟ ons guide Lead Reviewers to retrospecƟ ve and current performance the fi nal judgements 
and raƟ ngs are necessarily informed by scope and scale of the performance challenge.

Core business 1: Secretariat services to the House and commiƩ ees

Performance RaƟ ng (Eff ecƟ veness): Strong

Performance RaƟ ng (Effi  ciency): Needing development

The Offi  ce performs very well in delivering services to the House and commiƩ ees. The Offi  ce has 
improved its procedures and has met the logisƟ cal challenges of extended siƫ  ngs. There has been 
increased training for Select CommiƩ ee clerks to induct and support new clerks as they come into 
the role and to reduce variability of pracƟ ce. 

Stakeholders’ note that the Offi  ce has dedicated and helpful staff  who are well connected to the 
Offi  ce’s purpose. The 2013 stakeholder survey rated the Offi  ce’s overall performance at 96% 
saƟ sfacƟ on (compared with 97% in 2009) and its procedural advice at 94%. These are the Offi  ce’s 
core funcƟ ons and the Offi  ce is very focused on their delivery. However there was a decline in 
saƟ sfacƟ on with services to select commiƩ ees from 85% in 2009 to 73%. This will need to be explored 
in ‘voice of the customer’ work.

In discussion members (who are the Offi  ce’s major stakeholders) praise the performance of the 
Offi  ce. It is very highly regarded for its contribuƟ on to the eff ecƟ ve running of the House, its 
procedural experƟ se, professionalism, objecƟ vity and imparƟ ality. 

The Offi  ce’s PIF Self-review notes that it struggles with a very lumpy workload that can lead to staff  
being either under or over-commiƩ ed. Resourcing its projects well is parƟ cularly important as it 
updates the core systems that support the House (as noted elsewhere).  This lumpiness is very 
predictable and thus not an excuse for underachieving on projects.  Discipline needs to be applied to 
advancing projects in siƫ  ng as well as adjournment weeks if the Offi  ce is to achieve the upgrades 
required.  

There are comments in the Four-year Excellence Horizon secƟ on above regarding the unusual acƟ vity 
cycles of the Offi  ce’s business.  They can be smoothed by more rigorous porƞ olio management of 
key development iniƟ aƟ ves, rolling 90-day plans and increased divestment of the build aspect of 
projects to the shared service.  The Offi  ce’s SMT knows it needs to get to grips with this challenge if 
it is to improve its focus on being ‘on’, rather than ‘in’, the business.

As noted there is a variable workload and the Offi  ce intends to progress work to review processes, 
resource allocaƟ on and responsibiliƟ es in some areas. This should include the development of 
measures and cosƟ ng informaƟ on that indicate performance and progress over Ɵ me. In the absence 
of these, it is diffi  cult to give an effi  ciency raƟ ng for this and the other Core Business areas described 
below.
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Delivery of Core Business

Core business 2: Maintaining the record

Performance RaƟ ng (Eff ecƟ veness): Strong

Performance RaƟ ng (Effi  ciency): Needing development

The Offi  ce has made improvements in recent years to the way it maintains the record, including the 
move to a more verbaƟ m record for Hansard which has improved Ɵ meliness. A capƟ oning service for 
the hearing impaired is being introduced. Hansard and the Journal are regarded as accurate and high 
quality. 

The Offi  ce faces challenges as it seeks further improvements to enhance relevance, openness and 
Ɵ meliness. For example can the record of the House be audio-visual only? Can electronic versions of 
parliamentary records reduce the need for printed copies? 

The broadcasƟ ng of Parliament is generally well regarded. A trial of broadcasƟ ng select commiƩ ees 
is underway and this will enhance the public’s experience. The Parliamentary website is widely 
known to be diffi  cult to navigate and there are plans to improve it. 

Again here, more systemaƟ c capture of voice of the customer would assist the Offi  ce in prioriƟ sing 
some key projects to maintain the record above others.

As noted the Offi  ce has made improvements in this area in recent years, but in the absence of 
adequate performance measures it is diffi  cult to assess effi  ciency.

Core business 3: Publishing

Performance RaƟ ng (Eff ecƟ veness): Needing development

Performance RaƟ ng (Effi  ciency): Needing development

Stakeholders consider that Hansard and the Journal are accurate and well balanced and that the 
quality and Ɵ meliness of publicaƟ ons has improved in recent years. The move to online publishing is 
welcomed and users want enhanced ability to search for informaƟ on rather than just access the 
material sent to them.  There is pressure from users for more real-Ɵ me informaƟ on on proceedings 
in the House available through a range of channels. 

Many of the systems underlying the Offi  ce’s publicaƟ on funcƟ ons use aging technology and do not 
meet modern business needs.  The Offi  ce is undertaking a major redevelopment of its core systems 
and is also scoping the Siƫ  ng Day InformaƟ on project which will draw data from core systems to 
present members with the informaƟ on they need daily. 

In doing this the Offi  ce needs to work closely with the Parliamentary Counsel Offi  ce to integrate with 
its systems (and where necessary with those of the Parliamentary Service) and thereby provide the 
one source for informaƟ on required by members. The Parliamentary Service is now the Offi  ce’s 
outsourced systems provider and these arrangements require the Offi  ce to be beƩ er at scoping and 
specifying its business requirements and benefi ts, as well as being a more demanding customer of 
the shared service for reporƟ ng and delivery. The Parliamentary Service (and possibly other external 
advisors) will need to help the Offi  ce as it develops this capability. 
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Delivery of Core Business

There is room to improve effi  ciency given the manual nature of many core processes at present and 
the high number of touch points required.  Processes for making submissions to commiƩ ees for 
example, are highly manual, as is the publicaƟ on of submissions and sessional compilaƟ ons.  Core 
Ɵ me-criƟ cal processes such as QuesƟ ons for Oral Answer are old fashioned and high touch, although 
stakeholders agree that within these constraints, Offi  ce staff  go the extra mile to make things as 
smooth as possible.

Core business 4: Advocacy for Parliament

Performance RaƟ ng (Eff ecƟ veness): Well placed

Performance RaƟ ng (Effi  ciency): Needing development

The advocacy role is recognised by the Offi  ce as being about its input into deliberaƟ ons on 
parliamentary procedure and on the consƟ tuƟ onal framework that ensures Parliament’s 
independence (for example in regard to privilege, freedom of informaƟ on and privacy). This work 
largely falls to the Clerk, who has to combine it with busy roles as the agency’s chief execuƟ ve and 
as the procedural champion in the House in support of the Speaker. 

The role is not currently a proacƟ ve one or external to the precinct. If it were to be more proacƟ ve 
there are quesƟ ons on how this would interface with the Speaker and members, what its target 
audience would be and how the Clerk would prioriƟ se this role against other demands on her Ɵ me. 

Core business 5: InternaƟ onal contribuƟ on to parliamentary democracy

Performance RaƟ ng (Eff ecƟ veness): Needing development

Performance RaƟ ng (Effi  ciency): Needing development

The Offi  ce organises a programme of inwards and outwards inter-parliamentary visits. The programme 
is aimed at supporƟ ng members’ and the House’s engagement with inter-parliamentary organisaƟ ons, 
delegaƟ on visits,  a limited select commiƩ ee exchange with Australia and hosƟ ng of conferences and 
events (and see Priority 4 above also). The programme also supports parliamentary capacity building 
in the Pacifi c where good governance is important to support New Zealand’s aid eff orts and where 
the realm and other states look to New Zealand as a model. The Offi  ce consults with the Ministry of 
Foreign Aff airs and Trade (MFAT) and the Visits and Ceremonial Offi  ce (VCO) that help facilitate some 
of these visits. MFAT provided funding for the successful Pacifi c Parliamentary and PoliƟ cal Leaders 
Forum in 2013, hosted by the Offi  ce.

The programme regarding the Pacifi c is currently quite reacƟ ve. Some goals and a structured 
programme need to be developed (and see Priority 4 above). As a small agency it is diffi  cult for the 
Offi  ce to scale up and resource this acƟ vity. Thus it is important to prioriƟ se.  

The Offi  ce has liƩ le evidence of the effi  ciency of the current programmes.  While an insƟ ncƟ vely cost 
conscious culture is apparent, this is not refl ected in cost to serve tools at present.
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Leadership, DirecƟ on and Delivery

ORGANISATIONAL MANAGEMENT SECTION

This secƟ on reviews the agency’s organisaƟ onal management. The quesƟ ons guide Lead Reviewers 
to current and future performance. Final judgements and raƟ ngs are informed by the scope and 
scale of the performance challenge. 

Part One: Leadership, DirecƟ on and Delivery

Purpose, Vision and Strategy
How well has the agency defi ned and arƟ culated its purpose, vision and strategy to its staff  and 
stakeholders?  

How well does the agency consider and plan for possible changes in its purpose or role in the 
foreseeable future?

Performance RaƟ ng: Needing development

Leadership and Governance
How well does the senior team provide collecƟ ve leadership and direcƟ on to the agency?

Performance RaƟ ng: Needing development

Values, Behaviour and Culture
How well does the agency develop and promote the organisaƟ onal values, behaviours and culture 
it needs to support its strategic direcƟ on?

Performance RaƟ ng: Needing development

Structure, Roles and ResponsibiliƟ es
How well does the agency ensure that its organisaƟ onal planning, systems, structures and pracƟ ces 
support delivery of government prioriƟ es and core business?  

How well does the agency ensure that it has clear roles, responsibiliƟ es and accountabiliƟ es 
throughout the agency and sector?

Performance RaƟ ng: Needing development

Review
How well does the agency encourage and use evaluaƟ ve acƟ vity? 

Performance RaƟ ng: Needing development
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As noted in the Four-year Excellence Horizon secƟ on, the Offi  ce’s purpose as the secretariat of 
Parliament is well understood and arƟ culated, but the deeper and more visceral aspect of its strategic 
idenƟ ty (its role as steward of a relevant, accessible Parliament for all New Zealanders, now and in 
the future) is much less developed.  How it will measure progress on an outcomes basis in these 
areas is something that needs much more work.  This is the element of the strategy that connects to 
the deepest moƟ vaƟ ons of the Offi  ce’s strongly commiƩ ed staff .  

There is an immediate opportunity to engage with all Offi  ce staff  to beƩ er develop the outcomes 
story and agree the currency and reporƟ ng dashboard through which it can be monitored and 
measured.  The process will help to energise and unify staff , focus them on the big picture (always a 
challenge in organisaƟ ons required to focus on technical and process excellence) and assist them in 
beƩ er prioriƟ sing their work.

Once arƟ culated, the Offi  ce will need to think carefully about how to engage the wider group of 
stakeholders in its development and execuƟ on.  The more acƟ ve the Offi  ce, the more it risks changing 
percepƟ ons of its hard won reputaƟ on for poliƟ cal neutrality.  The balance must be found. History 
shows us that parliamentary democracy can be damaged as much by complacency and ossifi caƟ on 
as by more direct aƩ ack. Taking a more proacƟ ve role in what the Offi  ce refers to as ‘consƟ tuƟ onal 
conversaƟ on’ is likely to be required. To do so, the Offi  ce must be crystal clear on its stewardship 
strategy.

As noted above, the fundamental challenge in the Offi  ce’s management model is the need for 
managers to be at once technical and process experts, big picture thinkers and good people managers. 
They must be as authenƟ c a leader ‘on stage’ as off . 

SMT has listened to engagement survey feedback from staff  and understands that it needs to work 
on itself in terms of improved robustness in debate, demonstraƟ on of greater collecƟ ve responsibility, 
improved visibility to staff , and beƩ er alignment with Ɵ er three managers.  There is a sense of team 
at the top table, and this could be further enhanced by spending more Ɵ me on strategic rather than 
operaƟ onal management maƩ ers and thinking about other mechanisms which help SMT members 
to be more ‘on’ the business than ‘in’ it, such as leadership development or coaching for members.

If SMT is to step up and reach its full potenƟ al as a strategic leadership team, signifi cant investment 
liŌ ing the capability of the Offi  ce’s Ɵ er three operaƟ onal managers will be required, parƟ cularly with 
respect to people and performance management, as discussed in secƟ on three below. 

SMT members also need to build their confi dence as people managers and remain vigilant to ensure 
that the innate hierarchialism and formality of the Offi  ce, which derives from its role, does not work 
against collegial relaƟ onships with and among staff .  At present SMT members are trying hard in this 
respect, with demonstrable success.

As noted above, from a governance perspecƟ ve the Offi  ce would benefi t from an extended advisory 
board to support the Chief ExecuƟ ve and SMT. This might comprise former chief execuƟ ves or 
externals with experience in organisaƟ onal development. 

A more systemaƟ c engagement with other Westminster Clerks, such as those in Scotland, Ireland, 
Canada and Australia could be benefi cial.  Issues of purpose, targets and the currency of measurement 
appear to be common, and for example are parƟ cularly stark at present for the Scoƫ  sh Clerk.  While 
the New Zealand Offi  ce’s inter-parliamentary work in the Pacifi c is very strong and greatly respected, 
the Offi  ce is so well regarded internaƟ onally that invesƟ ng greater eff ort in a more systemaƟ c 
engagement with the wider group of mature Westminster democracies would reap benefi ts in terms 
of enhanced strategic heŌ  and opportuniƟ es for shared staff  and systems development.
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The values of the Offi  ce (accuracy, imparƟ ality, experƟ se and integrity) are well understood and 
modelled throughout all levels of the organisaƟ on.  PosiƟ ve behaviours in the culture include a lack 
of egoism, elegance in speaking truth to power, strong responsiveness to members’ needs, and as 
noted, an unusually strong stewardship ethos.  Engagement surveys suggest that less construcƟ ve 
traits include lack of management confi dence in decision-making, hierarchialism, staff  working in 
silos and an overly process driven and technocraƟ c approach to people issues.

Behaviours that need further internal discussion and perhaps reinforcement for the future strategic 
posiƟ oning are likely to be agility, risk taking, innovaƟ on and a more proacƟ ve stance on parliamentary 
kaiƟ akitanga. In other words, the Offi  ce of the future (and thus its people) might need a  less reƟ ring 
personality.  It will be very important for the Offi  ce not to lose the legacy cultural traits and to 
encourage wide ranging discourse on risk appeƟ tes, the right balance of behaviours  and so on.

As the Offi  ce’s strategy becomes clearer and work on its operaƟ ng model is undertaken, aƩ enƟ on 
will also need to be paid to greater clarity in decision-making and accountability.  A natural risk 
aversion (and an organisaƟ on in which the chief execuƟ ve is also the professional leader) causes 
staff  and junior managers to escalate upwards more than is convenƟ onal. As the Offi  ce’s PIF Self-
review noted, this can impede individual manager development, innovaƟ on, creaƟ vity and risk 
taking.  The Offi  ce is currently trying to develop communiƟ es of pracƟ ce to encourage staff  to discuss 
and learn from mistakes rather than blaming.  While there are signs of progress, the most powerful 
lever is day-to-day feedback from managers to staff , and modelling by SMT members.  Staff  will 
readily spot any disconnect between management rhetoric and behaviours.

A more systemaƟ c approach to evaluaƟ on and review of key porƞ olio iniƟ aƟ ves would also help 
embed a conƟ nuous improvement culture in the Offi  ce.  Benefi ts idenƟ fi caƟ on, monitoring and 
reporƟ ng is, at present, highly underdeveloped.  The extended governance suggested above also has 
a role in ensuring review and reporƟ ng against intended targets and benefi ts are undertaken 
systemaƟ cally, honestly and construcƟ vely.
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External RelaƟ onships

ORGANISATIONAL MANAGEMENT SECTION

Part Two: External RelaƟ onships 

Engagement with the Ministers
How well does the agency provide advice and services to Ministers?

Performance RaƟ ng: Strong

Sector ContribuƟ on
How eff ecƟ vely does the agency work across the sector?

Performance RaƟ ng: Well placed

CollaboraƟ on and Partnerships with Stakeholders
How well does the agency generate common ownership and genuine collaboraƟ on on strategy 
and service delivery with stakeholders and the public?

Performance RaƟ ng: Well placed

Experiences of the Public
How well does the agency understand customers’ and ciƟ zens’ saƟ sfacƟ on?

Performance RaƟ ng: Needing development

The Speaker is the responsible Minister for the Offi  ce. The Clerk, the Deputy Clerk and House staff  
work closely with the Speaker to facilitate the smooth running of Parliament, and in other support 
for his role. The Offi  ce is regarded as highly technically competent and as very professional, helpful 
and capable.    

The Offi  ce works most closely with the Parliamentary Service, the Parliamentary Counsel Offi  ce and 
the Offi  ce of the Auditor-General. It also has links to the other agencies in the parliamentary precinct, 
the other Offi  ces of Parliament and the Treasury.

The Offi  ce and the Parliamentary Service have considerably increased their level of collaboraƟ on in 
recent years and have put in place joint governance arrangements including the Parliament Sector 
Advisory Board and the Parliament Sector Senior Managers Group. They are planning to develop 
joint sector outcomes. As noted above the shared services arrangements between the two agencies 
sƟ ll require some work to specify their respecƟ ve roles and responsibiliƟ es, and to get to a stable 
state. 

CooperaƟ on with the Parliamentary Counsel Offi  ce is maturing, such as in the use of its LENZ system. 
The Offi  ce could consider working with the Offi  ce of the Auditor-General to see if an enhanced 
approach to supporƟ ng Select CommiƩ ee fi nancial review is possible.    
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The Offi  ce’s core role in supporƟ ng the House can make it seem internally focused to other agencies 
and to stakeholders outside Parliament. The innate modesty that is central to its culture means it has 
a low profi le and some stakeholders say they are unsure who to talk to when they have an issue.  

The Offi  ce’s main stakeholders are members of Parliament. RelaƟ onships with members are excellent, 
with the Offi  ce consistently highly regarded for its professionalism and responsiveness. Some 
members and their staff  comment on the slow pace of updaƟ ng systems such as eCommiƩ ee, 
QuesƟ ons for WriƩ en and Oral answer and Siƫ  ng Day InformaƟ on. The Offi  ce surveyed stakeholders, 
including some members and staff , in 2009 and 2013 and is acƟ vely using this feedback as it seeks to 
improve its services. 

The Offi  ce’s work is less visible to stakeholders outside Parliament. For example 98% of those 
submiƫ  ng to select commiƩ ees did not see the newspaper adverƟ sing. The Offi  ce notes that it 
currently has liƩ le understanding of the public’s expectaƟ ons and that there is liƩ le systemaƟ c 
capture of customer voice. The newly developed CommunicaƟ ons Strategy looks to be a good 
plaƞ orm from which to develop an improved approach to systemaƟ cally and regularly idenƟ fying 
customer/stakeholder expectaƟ ons and using these to diversify channels and improve services. 
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ORGANISATIONAL MANAGEMENT SECTION

Part Three: People Development 

Leadership and Workforce Development
How well does the agency develop its workforce (including its leadership)?  

How well does the agency anƟ cipate and respond to future capability requirements?

Performance RaƟ ng: Weak

Management of People Performance
How well does the agency encourage high performance and conƟ nuous improvement among its 
workforce?  

How well does the agency deal with poor or inadequate performance?

Performance RaƟ ng: Weak

Engagement with Staff 
How well does the agency manage its employee relaƟ ons?  

How well does the agency develop and maintain a diverse, highly commiƩ ed and engaged 
workforce?

Performance RaƟ ng: Needing development

As the Offi  ce’s PIF Self-review acknowledges, considerably more aƩ enƟ on needs to be paid to 
strategic workforce and capability development.  This will require access to high quality strategic HR 
and organisaƟ onal development support and is also likely to require greater connecƟ vity with other 
agencies. Almost every aspect of workforce development is presently underdeveloped or ad hoc, 
with succession issues and management development as two areas of parƟ cular need and 
opportunity. A strategic people and capability plan is to be developed and is an urgent requirement. 

Succession will need to be managed in part by a mulƟ -agency approach to recruitment, career 
pathing and talent management, including with ExecuƟ ve branch agencies.  A management 
development programme for third Ɵ er managers is important and might best be accessed by 
piggybacking on such programmes in another agency.  Talent management needs to be undertaken 
very openly with staff , so all managers are aware of individual aspiraƟ ons and requirements. The 
Offi  ce is taking steps to address these issues. Early steps have been taken in talent management and 
succession planning and a management development programme for third and fourth Ɵ er managers 
is being developed under the auspices of the Leadership Development Centre. 

As the new strategy becomes more clearly arƟ culated through joint work with staff , there is an 
opportunity to enlist them in arƟ culaƟ ng the broad outline of a people capability strategy which will 
ensure the Offi  ce has the right capability in the right places to deliver on its new purpose and targets.
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The Offi  ce also accepts that people performance management could be improved.  With the current 
performance appraisal system viewed by some staff  and managers as a somewhat perfunctory, Ɵ ck-
box exercise, it will be criƟ cal to embed and normalise a culture of regular, ongoing performance 
discussions and developmental feedback.  Management of poorer performers needs to be less 
variable between managers and more creaƟ vity needs to be applied to the recogniƟ on and reward 
of excellent performance.  

The Offi  ce might also consider developing a professional stream to provide an alternaƟ ve career 
progression route for people with these skills. This would mean these skills are valued and retained 
in the organisaƟ on, while ensuring that managers have the Ɵ me and focus to manage their teams.  

Union relaƟ onships are sound and well invested in.  There is real aƩ enƟ on to the health and wellbeing 
of staff  given the pressures of being ‘on stage’ and the constant stress of making criƟ cal judgements 
on process that may have major consequences. Staff  and managers take care to respect the emoƟ onal 
and intellectual toll that serving Parliament can someƟ mes take.

Staff  engagement surveys report weaknesses in management communicaƟ ons with staff  and a sense 
that greater diversity of personality and thinking style amongst staff  should be sought and valued.  
Some staff  see the Offi  ce as a hierarchical organisaƟ on with technical experƟ se valued above all else. 
Some believe that this can result in pressures for conformity which reduce agility and risk taking. 

Enhancing staff  engagement is an area of huge opportunity for the Offi  ce because it is so well placed 
with the intense commitment of its staff  to the insƟ tuƟ on of Parliament.  How powerful this could 
be if this passion was also applied to the Offi  ce as an organisaƟ on. More systemaƟ c people 
management, supported by strategic HR as described above, will help, but the real key to unlocking 
the energy and engagement of staff  will be their enlistment in strategy creaƟ on and the development 
of a unifying story around purpose and targets through constant, meaningful face-to-face interacƟ on 
between managers and staff .  

At their heart these issues can best be addressed by authenƟ c and commiƩ ed leaders at all levels 
engaging eff ecƟ vely with staff , not by telling them things, but by the constant reinforcement and 
modelling of desirable behaviours and by working together in the service of a powerful collecƟ ve 
ambiƟ on.  Staff  must be supported to see the meaning in all their work.  This is well within the grasp 
of the Offi  ce’s leadership. They should seize the opportunity provided by the talent and commitment 
of their people.
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ORGANISATIONAL MANAGEMENT SECTION

Part Four: Financial and Resource Management 

Asset Management
How does the agency manage agency and Crown assets, and the agency balance sheet, to support 
delivery and drive performance improvement over Ɵ me?

Performance RaƟ ng: Needing development

InformaƟ on Management
How well does the agency manage and use informaƟ on as a strategic asset?

Performance RaƟ ng: Needing development

Improving Effi  ciency and Eff ecƟ veness
How robust are the processes in place to idenƟ fy and make effi  ciency improvements?  

How well does the agency evaluate service delivery opƟ ons?

Performance RaƟ ng: Needing development

Financial Management
How well does the agency plan, direct and control fi nancial resources to drive effi  cient and 
eff ecƟ ve output delivery? 

Performance RaƟ ng: Needing development

Risk Management
How well does the agency manage its risks and risks to the Crown?

Performance RaƟ ng: Well placed

Small agencies can fi nd it diffi  cult to maintain adequate capability in the Finance and Resource 
Management areas. In the past few years the Offi  ce has increased the use of the Parliamentary 
Service as a service provider for ICT, fi nancial management, payroll and some informaƟ on and 
research services. If this works well it can both create effi  ciencies and give access to higher levels of 
capability than would normally be available in a small agency. 

The Offi  ce’s assets are mainly internally developed soŌ ware. There has been limited asset planning 
to date (most key applicaƟ ons are ageing and not meeƟ ng business needs) but a start is being made. 
The Parliamentary Service has taken over the Offi  ce’s ICT infrastructure and services. The applicaƟ ons 
development for the Offi  ce’s bespoke applicaƟ ons is also moving to the Parliamentary Service, but 
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the Offi  ce will need to have excellent capability as the owner and purchaser of these systems as it 
works collaboraƟ vely with Parliamentary Service. 

The Offi  ce has several informaƟ on management projects in planning or under way including a 
website enhancement, Core Parliamentary Data, Hansard publishing system, and eCommiƩ ee 
upgrade. These projects are important to improve the management of informaƟ on and to help 
maintain and enhance service levels and improve users’ experience. There needs to be beƩ er 
connecƟ vity with the Parliamentary Counsel Offi  ce and other agencies. Another important 
informaƟ on management project being scoped is Siƫ  ng Day InformaƟ on which will draw data from 
various systems to provide seamless access to members to parliamentary and legislaƟ ve informaƟ on 
for each siƫ  ng day. This project has been subject to delays. There is a need for much beƩ er project 
governance and management as the Offi  ce undertakes the considerable suite of informaƟ on system 
upgrades required across its porƞ olio.

As noted in the Four-year Excellence Horizon secƟ on above, the Offi  ce needs to be very clear about 
its strategic informaƟ on management projects and the handover points from specifi caƟ on/business 
integraƟ on to producƟ on/build.  The former should be done in house; the laƩ er is a maƩ er for which 
the Offi  ce needs to hold the shared service more acƟ vely to account.

Quarterly reporƟ ng to SMT includes reporƟ ng on quality and Ɵ meliness measures. These measures 
need to be reviewed for usefulness and can be used as the Offi  ce evaluates service delivery opƟ ons. 
The Offi  ce’s PIF Self-review notes there is not a culture of constantly looking for effi  ciency gains – 
staff  are much more focused on quality. Despite this effi  ciencies have been made including staff  
numbers reducing from 116 to 110 since 2011 (primarily management and administraƟ ve roles). The 
drive for shared services with the Parliamentary Service and the transiƟ on to a ‘parliamentary sector’ 
approach is based on seeking effi  ciencies and delivering seamless services.  

The Offi  ce’s PIF Self-review notes that previously there was not a clear linkage between fi nancial 
budgeƟ ng and overall strategic direcƟ on. It notes that the Offi  ce now shares a CFO and management 
accountant with Parliamentary Service and this has already resulted in beƩ er reporƟ ng and strategic 
fi nancial management being delivered to SMT.  Financial management skills in the Offi  ce however, 
are currently low.  SMT will need to take care to be a more acƟ ve and aware customer of the shared 
service in this area.

The Offi  ce has a risk management policy and framework and is soon to use an automated system for 
recording and monitoring risks. The Offi  ce’s role means it is very conscious of risk and it has handled 
operaƟ onal risk well. As noted in the Leadership, DirecƟ on and Delivery area above, the Offi  ce can 
be risk averse. Accordingly it needs to be aware of its risk tolerances and ensure that decision making, 
accountability and innovaƟ on are not sƟ fl ed.  Understanding of strategic risks and a dynamic 
approach to these, including regular discussion at SMT, will be very important in this.

Previously there were poor disciplines, including risk management, around projects but this situaƟ on 
is improving and the arrangements with Parliamentary Service mean that some of the project work 
is now being undertaken there.  
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APPENDIX A 

Overview of the Model

Delivery of Government PrioriƟ es
How well is the agency responding to government prioriƟ es? 

Delivery of Core Business
How eff ecƟ vely is the agency delivering each core business area?
How effi  ciently is the agency delivering each core business area?

How well does the agency exercise its stewardship role over regulaƟ on?

OrganisaƟ onal Management
How well is the agency posiƟ oned to deliver now and in the future?

Leadership, DirecƟ on 
and Delivery

• Purpose, Vision and 
Strategy

• Leadership and 
Governance

• Values, Behaviour and 
Culture

• Structure, Roles and 
ResponsibiliƟ es

• Review

External RelaƟ onships

• Engagement with 
Ministers

• Sector ContribuƟ on
• CollaboraƟ on and 

Partnership with 
Stakeholders

• Experiences of the Public

People Development

• Leadership and Workforce 
Development

• Management of People 
Performance

• Engagement with Staff 

Financial and Resource 
Management

• Asset Management
• InformaƟ on Management
• Improving Effi  ciency and 

Eff ecƟ veness
• Financial Management
• Risk Management
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Lead QuesƟ ons

Organisational Management

Results

Element

Purpose, Vision and 
Strategy

Leadership and 
Governance

Values, Behaviour and 
Culture

Structure, Roles and 
ResponsibiliƟ es

Review

Engagement with 
Ministers

Sector ContribuƟ on

CollaboraƟ on 
and Partnerships 
with Stakeholders

Experiences of the Public

Leadership and 
Workforce Development

Management of People 
Performance

Engagement with Staff 

Asset Management

InformaƟ on Management

Improving Effi  ciency and 
Eff ecƟ veness

Financial Management

Risk Management

CriƟ cal Area

Leadership, 
DirecƟ on and 
Delivery

External 
RelaƟ onships

People 
Development

Financial and 
Resource 
Management

CriƟ cal Area

Government PrioriƟ es

Core Business

Lead QuesƟ ons

1. How well is the agency responding to government prioriƟ es?

2. How eff ecƟ vely is the agency delivering each core business area?
3. How effi  ciently is the agency delivering each core business area?
4. How well does the agency exercise its stewardship role over regulaƟ on?

Lead QuesƟ ons

5. How well has the agency arƟ culated its purpose, vision and strategy to its staff  and 
stakeholders?

6. How well does the agency consider and plan for possible changes in its purpose or 
role in the foreseeable future?

7. How well does the senior team provide collecƟ ve leadership and direcƟ on to the 
agency?

8. How well does the Board lead the Crown enƟ ty? (For Crown enƟ Ɵ es only)

9. How well does the agency develop and promote the organisaƟ onal values, 
behaviours and culture it needs to support its strategic direcƟ on?

10. How well does the agency ensure that its organisaƟ onal planning, systems, 
structures and pracƟ ces support delivery of government prioriƟ es and core 
business?

11. How well does the agency ensure that it has clear roles, responsibiliƟ es and 
accountabiliƟ es throughout the agency and sector?

12. How well does the agency encourage and use evaluaƟ ve acƟ vity? 

13. How well does the agency provide advice and services to Ministers?

14. How eff ecƟ vely does the agency work across the sector?

15. How well does the agency generate common ownership and genuine collaboraƟ on 
on strategy and service delivery with stakeholders and the public?

16. How well does the agency understand customers and ciƟ zens’ saƟ sfacƟ on?

17. How well does the agency develop its workforce (including its leadership)?
18. How well does the agency anƟ cipate and respond to future capability 

requirements?

19. How well does the agency encourage high performance and conƟ nuous 
improvement among its workforce?

20. How well does the agency deal with poor or inadequate performance?

21. How well does the agency manage its employee relaƟ ons?
22. How well does the agency develop and maintain a diverse, highly commiƩ ed and 

engaged workforce?

23. How well does the agency manage agency and Crown assets, and the agency 
balance sheet, to support delivery and drive performance improvement over Ɵ me?

24. How well does the agency manage and use informaƟ on as a strategic asset?

25. How robust are the processes in place to idenƟ fy and make effi  ciency 
improvements?

26. How well does the agency evaluate service delivery opƟ ons?

27. How well does the agency plan, direct and control fi nancial resources to drive 
effi  cient and eff ecƟ ve output delivery?

28. How well does the agency idenƟ fy and manage agency and Crown risk?


