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SUBMISSION TO THE MINISTRY OF JUSTICE

The Management Accountability and Governance Framework Business Plan for the
Financial Years 2015/2016 to 2017/2018 is hereby agreed between the Permanent
Secretary of the Ministry of Justice and the Chief Executive Officer of the Administrator-

General’s Department.

Signed by Carol Palmer
Permanent Secretary on behalf

of the Ministry of Justice

Signed by Lona M. Brown,
Chief Executive Officer on behalf
of the Administrator-General’s

Department

Chfft~

Car(K Palmer

Permanent Secretary
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Lona M. Brown

Chief Executive Officer

Dated this iq;}\ day of $e,wu,é/y 2014
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ADMINISTRATOR-GENERAL & CEO’S MESSAGE

The Strategic Business Plan of the Administrator-General’s Department (the Agency)
outlines the strategic objectives and key performance indicators, for the financial years
2015/2016 to 2017/2018 that the Agency will be pursuing in order to achieve its mission
and vision.

The 3-year period, 2015/2016 to 2017/2018, will see us implementing new strategies to
protect the interest of beneficiaries. This will include increased focus on three significant
areas which will enable the Agency to move forward in achieving greater efficiencies in
the administration of estates. These activities relate to the proposed amendment to the
Administrator-General’s Act to facilitate the closure of cases with multi-generational issues,
the procurement of the Agency’s Trust and Estate Management System (TEMS), and the
restructuring of the Agency.

The closure of multi-generational cases continues to be a major problem in the
administration of estates by the Agency. Multi-generational refers to situations where the
Administrator-General has been appointed in an estate as personal representative but due
to the death of the primary and secondary beneficiaries of that estate prior to distribution,
it cannot be completed until personal representatives are appointed in the estates of those
beneficiaries.

Completion of these estates will take many years. Amendments to the Administrator-
General’s Act, once enacted, will significantly reduce the timeframe and authorize the
Administrator-General to distribute properties of primary estates to secondary
beneficiaries, once relationship has been proven. As soon as the legislation is enacted, a
project will be established and additional staff employed in order to facilitate closure of
these multi-generational cases.

Another major proposed amendment will empower the AG to issue an “Instrument of
Administration” which will have the same legal authority and status as a Grant issued by
the Court. This will provide the advantage of early administration of an estate by the AG
thereby facilitating more timely distribution of property and estate closures.

Over the past three years, the Agency has been seeking to procure the services of a
software developer towards the development and subsequent implementation of TEMS.
We have utilized all the procurement procedures available including international bidding
and limited tender.

AGD MAF Business Plan 2015/2016 — 2017/2018 Page 2 of 63




[

MAF Business Plan 2015/2016 — 2017/2018

Due to the serious challenges in identifying a suitable provider, the Agency has now
engaged the services of eGov Jamaica Limited (eGov) to provide recommendations on how
the Agency should proceed. This will enable implementation of the software in the
2015/2016 financial year.

This new system, TEMS will have the capacity to process all aspects of estate
administration, including accounting, investment and property-related activities. This will
facilitate smoother information flow, easier access to information and provide assistance in
the identification and assessment of the risks attendant on the Agency’s operations. This
will result in more timely decision-making and improved service delivery to beneficiaries.

As our human resource is a key component in achieving the goals of the Agency, in
2014/2015, we continued to work with the Corporate Management and Development Unit
of the Ministry of Finance and Planning to effect the much needed organizational
restructuring. The restructuring process is in an advanced stage and it is anticipated that, if
funds are provided, the Agency will be in a position to increase the present staff
complement by at least filling the approved critical positions.

Training will be a key factor in maintaining and improving operational efficiency and
providing increased output, especially with the expected amended legislation and
implementation of TEMS. The Agency’s annual training plan will continue to focus on the
major areas such as law, management, information communication and technology and
leadership, while ensuring that a wide cross-section of staff members benefit from these
training sessions.

The early completion of the annual performance appraisals will also allow the Agency to
develop programmes geared towards addressing areas that require immediate focus. This
strategy will enable the organization to increase output and efficiency, while allowing for
an analysis of the organization’s performance.

The Agency will continue to demonstrate its steadfast commitment to delivery of quality
service as we continue to serve our beneficiaries, clients and stakeholders.

4

V) Vo L— -
Lona Brown (Mrs.)
CEO and Administrator-General
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1. EXECUTIVE SUMMARY

1.1 OVERVIEW

This MAF Business Plan provides the Honourable Minister of Justice and members of the
public with the assurance that the Agency has a clear sense of direction, is dealing
efficiently with all relevant administrative issues and is effectively managing its affairs and
resources so as to minimize the risk of not meeting or achieving agreed performance
standards within stipulated timeframes.

The Plan reflects the Agency’s vision and objectives over the next three years, as well as a
review of its achievements over the past year. The Plan focuses on the means by which the
Agency will deliver on its goals and how it will measure its progress. Any significant
divergence from stated KPIs and actual results are fully transparent.

This Plan has been prepared under the Management Accountability and Governance
Framework (MAF) approved by the Cabinet. It includes the financial and non-financial
targets and commitments that must be supported by established performance indicators
with appropriate timeframes for realizing them.

Under the Government-wide reporting requirements, the approved MAF Business Plan will
be submitted to the Performance Monitoring and Evaluation Unit (PMEU) of Cabinet Office
and to the Planning Institute of Jamaica (PIOJ) as prescribed to permit these entities to
monitor the Agency’s progress and contribution to the achievement of the National
Development Plan - Vision 2030.

1.2 VISION STATEMENT

The Agency’s Vision is to be an organization which delivers the highest quality service to
persons who by law we are required to protect and to increase our output through
continued improvement in practices and procedures thereby reducing significantly the
level of outstanding cases and effectively responding to new cases through to the end of the
Financial Year 2016-2017.
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1.3  MISSION

The Administrator-General’s Department protects the interests of beneficiaries and
creditors of the estates that the law requires the Administrator-General to administer.

1.4  PLAN SUMMARY

The main purpose of this Strategic Business Plan of the Administrator-General’'s
Department (the Agency) is to:
e Enable the Chief Executive Officer (CEO) & Administrator-General to
better manage the Agency in both the short and long term;

e Provide the basis for the establishment of a contract! with stakeholders
for the targets and performance that will be achieved;

e Define what support the Agency requires from the Government in terms
of mandate, capital investment, and new authorities; and

¢ Communicate the results of the Agency’s operations and provide a useful
reference for the CEO, the Management Team and staff.

There are three significant activities on which the Agency will focus during this period
which will enable the Agency to move forward in achieving greater efficiencies in the
administration of estates. These activities relate to the passage of legislation to facilitate
the closure of multi-generational estates which are in backlog, the procurement of the
Agency’s Trust and Estate Management System (TEMS), and an organisational
restructuring exercise which began in 2013/2014.

1.5 FUNCTIONAL AREAS AND MAF FOCUS

The Executive and Senior Management Team will continue to focus on establishing the
overall Policies and Programmes that are supportive of the MOJ's responsibility for
equitable social justice and is a contributing factor for the benefit of persons who are
beneficiaries of estates under administration. The Executive Team will also focus on the

1 The Minister will sign a Performance Agreement with the CEO and Administrator-General reflective of the elements
contained in this Plan
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design, implementation and monitoring of an appropriate TEMS that will assist in
identifying and minimizing the occurrence of risks to the Agency and to the estates it
manages.

The table below identifies MAF focus responsibilities for the other functional areas of the

Agency.

FUNCTIONAL AREAS

MAF FOCUS

Operations - Trust Administration and
Registry

Risk Management
Policy & Programmes
Citizen Focused Services

Legal Services

Risk Management
Citizen Focused Services

Corporate Affairs

Corporate Planning
Customer Service
Public Relations

Finance & Asset Management - Financial
Accounting, Trust Accounting, Investment,
Property and Monitoring of Business Assets
forming a part of estates

Risk Management

External Citizen Focused Services,
Stewardship

Accountability

Information Technology

Development and implementation of the
TEMS

Citizen Focused Services

Accessibility to ICT Services by External and
Internal Clients

Risk Management

Human Resource & Administration

People
Internal Citizen Focused Services

AGD MAF Business Plan 2015/2016 — 2017/2018
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1.6

ORGANIZATIONAL CHART

Chief Executive Officer &
Administrator-General

Executive Assistant

Operations
Executive/DAG

HumanResource &

Administration

Executive

Finance & Asset
Managment
Executive

Baenior Legal
Executive

Records Managment
Coordinator

Case Officers (24)

Personnel &
Administration
Officer

Telephone
Operator

Property

|Administrators (5)

Ragistry Clerks
@)

Drivers (2)

Rent

Receival
Officer

Registry Assistant

Office Attendants (2)
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Saecratary ) Property Saecratary
Secrotary Manager

Chief Trust
Accountant

Trust
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Officers (6)

Trust
Accounting Attorneys (2)

Manager

Manager,
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Accounting Legal
Secretary

Investment &
Trust

Accountants
(L]

Business
Assets Officer

Accounting
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Financial
|Accounting Officer|
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2. ENVIRONMENTAL SCAN

2.1 SWOT Analysis

An environmental scan of the Agency points to several internal strengths and weaknesses,
as well as several external opportunities and threats, as set out in the table below.

INTERNAL EXTERNAL
STRENGTHS WEAKNESSES OPPORTUNITIES THREATS
e Perpetuity of office | ¢ Unavailability of e Government’s e Insufficient human
software facilitation of resources/ funding
° Competent staff human resource )
¢ Single location of restructuring ¢ Lo;vlcolr{npfens?fggn .
i A process and lack of sufficien
e Tools available to gency staff benefits
complete tasks
e High volume of e Legislative reform .
e  Slow response time
e Documented work i from external
policies and e Formation of stakeholders
procedures in | « Backlog of cases external _
specialised areas partnerships e Insufficient
e Manual operations N understanding of the
e Executive Agency * Ability to offer new role and function of
services the Agency
e Good customer
service e Increased public

awareness about

e Continuous training estate planning

of staff members
e Availability of

improved
technologies to
allow for
automation of
processes

Table showing SWOT Analysis of the Administrator-General’s Department
Given the changing environment within which the Agency operates, the SWOT analysis

allows for an assessment thereby providing some indication of the actions necessary for
the organization to achieve its objectives.
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3.0 OVERVIEW OF THE ADMINISTRATOR-GENERAL’S DEPARTMENT

3.1 GOVERNANCE & STRATEGIC DIRECTION

An environmental scan of the Agency’s operating environment reveals that the
organizational structure is in need of adjustment if there is to be optimization of its
efficiency, strategic allocation of resources, maximization of output and realization of the
Agency’s full potential. The Executive and Senior Management team must be capable and
well-equipped to provide the level of strategic direction required to integrate policies and
procedures to ensure that there is achievement of service excellence in all undertakings. In
this regard, the Agency will engage in organizational restructuring aided by the Corporate
Management Division of the Ministry of Finance & Planning, to ensure we are positioned to
meet our strategic objectives.

3.2 ENTITY VALUES

The Administrator-General’s Department prides itself on being an organization that holds
true to the public sector values of working towards satisfying the needs and expectations of
its customers within a unified culture of efficiency and integrity. The strategic objectives
and performance measures are predicated on these values and are monitored consistently
to ensure compliance with these objectives.

3.3  LEARNING, INNOVATION AND CHANGE MANAGEMENT

With this improved capacity and constant monitoring and analysis of performance, the
Agency will become aware of the areas that may require change and a concomitant
awareness of the tools required to achieve these changes. Staff will continue to be
encouraged to ‘think outside the box’ as a means of generating innovative ways in which
systems and procedures can be restated and improved.

3.4 RESULTS AND PERFORMANCE

Since the attainment of Executive Agency status in 1999, the Agency has developed a
vibrant system of reporting to stakeholders, based on performance-based indicators that
are measured and monitored monthly. Through collaborative strategic planning, areas of
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integration and linkages within the Agency are readily identified, assessed and used as a
tool in the decision-making processes.

Many of the Agency’s performance indicators are dependent on the efficiency with which
other organizations and institutions perform their duties. When these services are not
delivered in a timely fashion, many of our deliverables are negatively impacted. To
minimize these occurrences, the Agency has been sensitizing these organizations about the
unique position the AGD holds as a Trustee for the benefit of minor beneficiaries and the
need for the Agency to act with alacrity in the administration of estates.

3.5 LINKAGE TO VISION 2030

In addition to the foregoing, the Agency will contribute to the attainment of the National
Development Plan - Vision 2030 through alignment with National Outcome #6: Effective
Governance. An assessment of our operations indicates that National Strategies 6.2,
Reform of the Justice System, and 6.5, Strengthen public institutions to deliver efficient and
effective public goods and services, are those to which the Agency is linked, and we have
established our agreed Key Performance Indicators under these two strategies.

The Agency has continued its focus on closing a number of estates that had fallen into
backlog for a variety of reasons. Legislation has been proposed to facilitate the closure of
“multi-generational estates” as this continues to be a major handicap in the closure of
estates under the portfolio of the AG. The proposal includes the amendment of the
Administrator-General’s Act. A draft Bill was subsequently produced by the Chief
Parliamentary Counsel and is currently under review. As the AG has no power to compel
relatives of deceased’s beneficiaries to move expeditiously in obtaining a Grant of LA, the
implementation of the proposed amendments will assist tremendously with the closure of
an increased number of backlog files with multi-generational issues.

The Agency renews its commitment to significantly reduce the number of backlog cases
within the three years of this Plan, while maintaining the currency of other matters being
administered by the remaining officers within the Agency.

Realizing how critical data capture and data management are to the process of increased
accountability, the Agency will continue its emphasis on electronizing all processes related
to estate management. The expected procurement of the new software to replace
Trustprocessor will continue the integration of the various sections to facilitate smoother
information flow in an electronic environment that is user friendly and able to produce
timely reports to our stakeholders.
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3.6  CITIZEN SERVICE STRATEGIES

¢+ Provide a level of customer service which ensures that customers’ needs are
met within available resources.

¢+ Ensure that relevant information is available to the public on the laws of
intestacy, on making a Will and offer citizens advice on estate planning.

¢+ Provide a customer-friendly environment.

3.7 KEY STRATEGIC OUTPUTS
In order to monitor its success in achieving its mission and strategic objectives, the AGD
has identified the following key outputs:

+ investigations completed;

¢+ assets collected; and

¢ assets managed and distributed.

The issuing and receipt of a Grant of LA is a key output in the process of estate
administration but is within the direct control of the Courts and not of the AGD. However,
the AGD has developed performance indicators, which reflect the effectiveness with which
the AGD manages its relationship with the Courts, in order to minimize the turnaround
time for LAs to be granted. This contributes towards the achievement of the final output,
which is:

+ estates closed in a timely manner.

The final output, together with outputs from other organizations, will contribute to the
overall desired outcome for the Ministry of Justice and its Agencies and Departments
articulated in the Vision 2030:

¢+ the enhancement of justice.

AGD MAF Business Plan 2015/2016 — 2017/2018 Page 11 of 63




[

MAF Business Plan 2015/2016 - 2017/2018

3.8 CORE ACTIVITIES
The core activities of the AGD are:

1. Enquiring into the status and nature of estates. The AGD must do this in order
to ensure that its legal obligations are discharged and that it neither refuses an
estate that it must administer nor accepts one that it needs not.

2. Identifying and collecting the assets of estates. As Administrator of an estate,
the AG has the sole legal authority, subject only to a decision of the Court, to
hold and manage the assets of an estate for which the AG is named as the
Administrator.

3. Managing the assets of the estates in administration to the benefit of the
beneficiaries and creditors, including the distributions for such things as the
maintenance of minor beneficiaries. Managing the assets includes:

= Investing estate funds in prescribed instruments;
» Maintaining properties and collecting rent therefrom; and

= Monitoring businesses forming part of estates.

4. Distributing the assets of the estates to adult beneficiaries and to minor
beneficiaries as they attain the age of majority.

3.9 Process Map

The relationship of these outputs to the final output and outcome is shown in the following
process map.

Matters reported Screening Investigations N ECSItateds Enhancement
to the Agency Process Completed ose of Justice

\ 4

Not Applicable A
to Department Assets
Collected

Assets
Managed and
Distributed

Letters of
Administration
Granted
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4. HUMAN RESOURCES CAPACITY PLAN

The Human Resources Capacity Plan for the period 2015/16 to 2017/18 is predicated on
the Agency receiving approval for the restructuring exercise recently concluded with the
Corporate Management and Development Unit in the Ministry of Finance and Planning. It is
anticipated that, if approval for the additional posts is received, priority in hiring will be
given to areas immediately related to estate administration.

T comploment | et | e | St
Projects (2014/2015)
Executive Office 2 2 3 3
HRM &A 8 9 10 10
s s | w |
Corporate Affairs 3 1 1 1
Operations 35 50 60 60
Legal Services 5 7 7 7
Information Systems 3 9 10 10
Internal Audit 2 2 3 3
Total 83 98 112 112
Total by 2018 112

The improved staff complement in the Agency should directly impact our operational
efficiency, output and service delivery capabilities. It will be led by the Human Resource
and Administration Executive and guided by the Human Resource Executive Committee.
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5. FUNCTIONS OF THE ADMINISTRATOR-GENERAL’S DEPARTMENT

5.1 ADMINISTRATION OF ESTATES

The functions of the Administrator-General’s Department (AGD) are primarily embodied in
the Administrator-General’s Act and the Intestates’ Estates and Property Charges Act.

The Law requires the AGD to administer estates where:
1) Persons have died intestate leaving children under the age of 18 years
2) A testator does not appoint an executor
3) The executor has died before the testator
4) The executor renounces executorship
5) There are no proven lawful beneficiaries - bona vacantia estates

In categories b) to d) above, the Administrator-General (AG) can allow a residuary or other
legatee to take administration of the estate where no minors are mentioned in the will
despite the absence of executors. The applicant would receive a Grant of Administration
with Will Annexed. Despite this, however, the AGD still ends up having to administer many
estates with Will annexed as often there are no willing or able devisees that can make the
application.

In respect of bona vacantia estates, where there are no proven lawful beneficiaries, the
assets would devolve to the Crown. However, persons who believe they have a moral or
equitable right in bona vacantia estates may petition the Governor General for a waiver of
the rights of the Crown.

It should be noted that prior to the Status of Children Act (1976) children of “illegitimate”
birth could not inherit from their father’s estate. This gave rise to a large number of bona
vacantia cases being administered by the Department.

Trust and Committee

The Department administers Trusts and may be appointed Committee for the mentally
incapacitated. It also administers and continues to be proactive in a number of large
Charitable Trusts, including the HS Hoskins Trust, for which Probate was granted to the AG
in July 1915. The Trust designates the St. Ann’s Bay Hospital and several churches in the
vicinity to be the recipients of funds for their respective benefits. This is an enduring trust
and still remains with us.
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There is also another Trust where we were appointed Trustee for the children of the
deceased from 1943 and the last child is now 98 years old, lives in England and we still
continue to make monthly payments for her maintenance.

5.2 FUNCTIONS OF THE AG UNDER THE SUPREME COURT CIVIL PROCEDURE RULES

i. Ad litem Matters
According to Rule 21.7 of the Supreme Court of Jamaica Civil Procedure Rules
(2002) (CPR) the Court may order that the AG steps into the shoes of a claimant or a
defendant where such claimant/defendant is deceased. In recent times we have
been appointed by the Court in a large number of these matters.

Ad Litem cases comprise of law suits of varied nature such as sale of assets, specific
performance and land disputes.

il.  Certificate of the Administrator General

The AG is mandated by the CPR to issue a certificate to any applicant seeking a grant
of administration where under the terms of the AG’s Act or the Intestate’s Estates
and Property Charges Act, the AG is under a duty to apply and where no minor is
entitled to any share of the estate. The issuance of such Certificate is time
consuming as many documents are required since the AG has to ensure that the
applicant has the right to apply. The Agency receives an average of 525 applications
per annum.

Funeral Expense Advance

The AGD facilitates Funeral Expense Advances to Funeral Homes once there is intestacy
and there is need for access to the deceased’s bank account in order to pay for the funeral,
however the expenditure is limited to $500,000.00.

Motor Vehicle Transfer

According to the law, the surviving spouse of an individual who died intestate is entitled to
the personal chattel absolutely. Personal chattel is defined as “furniture and effects,
including where relevant ..motor vehicles and accessories ... but not including furniture,
motor vehicles or other effects, used at the time of death of the intestate exclusively or
principally for business purposes...”.
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In light of the foregoing, the AGD will assist a surviving spouse in having the Motor Vehicle
Title transferred, provided that:

o theregistered owner died intestate;

e there are no debts owed by the registered owner; and

¢ the vehicle is owned by the intestate solely.

Activities Undertaken by the AGD

The AG must manage all assets of an estate, which include real property (registered or
unregistered), businesses (sole proprietorships, partnerships, limited liability companies),
intellectual property, shareholdings, insurance policies, investments, farms and bank
accounts. An estate asset can even consist of racehorses.

5.3  BASIS OF AUTHORITY

In performing its duties, the following legislation forms the basis within which the
Administrator-General’s Department operates:

e The Administrator-General’s Act (1873)

e The Intestates’ Estates and Property Charges Act (1937)
e The Status of Children Act (1976)

e The Legitimation Act (1909)

e The Trustee Act (1897)

e Supreme Court Civil Procedure Rules, 2002

e Resident Magistrates’ Court Rules

5.4  PRINCIPLES OF THE AGD

The AGD has developed the following corporate principles for conducting its operations. It
will:

¢+ not abuse its monopoly position as the central point for the administration of
estates in intestacy;

+ closely monitor its costs and strive to operate with efficiency and only pass
on the costs as fees for core services;

¢+ provide a safe and healthy environment for customers and staff;
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¢+ consult its users and providers of information in order to work with them
more effectively;

¢+ monitor customer needs and the extent to which the Agency is meeting them,
improving the reliability, quality and accessibility of services as appropriate
and affordable; and

¢+ discharge its functions with due regard to efficiency and economy and the
Agency’s financial objectives and performance targets.
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CURRENT ORGANIZATIONAL PERFORMANCE

RESULTS OF PERFORMANCE FOR FINANCIAL YEAR 2014/2015
(as at October 31, 2014)

The Agency’s current performance against its performance indicators and targets for the
financial year 2014-2015 is set out in the table below.

Indicator

Annual
Target

2014,/2015

Actual

Performance
(asatOct 31,2014)

2014/2015

Variance
(against
Cumulative
Target)

INVESTIGATIONS COMPLETED

1.

Speed: Average time for referral to
Legal Services for Application for Grant
of Letters of Administration from date
of receipt of Form of Particulars
reporting death

16 weeks

8.5 weeks

46.9%T

LETTERS OF ADMINISTRATION

2.

Speed: Average time for lodgment of
application for Grant of Letters of
Administration from date of receipt of
referral

2 weeks

1.93 weeks

3.5%T

Volume: Number of Grant of Letters of
Administration applications filed

140

119

45.1%T

4,

Volume: Number of Grants of Letters
of Administration received

130

100

31.6%T

ASSETS COLLECTED

5.

Speed: Average time taken per estate
for cash assets to be collected from
date of receipt of Letters of
Administration

12 weeks

8.08 weeks

32.7%T

Speed: Average time taken per estate
for realty assets to be collected from
date of receipt of Letters of
Administration

2.5 weeks

1.17 weeks

53.2%T

ESTATES CLOSED

7.

Volume: Number of cases closed

500

284

2.7%4
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Actual
Annual i
T Performance Varla_mce
arget (against
Indicator (asatOct31,2014) | ¢ pyjative
2014/2015 2014/2015 Target)
CUSTOMER SERVICE
8.  Quality: Index of customer satisfaction 85% 95.2% 11.99%7
on service rendered
TRUST ACCOUNTING
9. Volume: Number of estate accounts 1,200 1,041 48.79%1
completed
INVESTMENT
10. Quality: Average percentage return on 6+2% 6.83% .
Investment (Estate Funds)
PROPERTY
11. Efficiency: Percentage of tenants
against whom action taken to recover 95% 97.4% 2.59%7
rent by the end of the third month in
arrears
12. Efficiency: Percentage of insurable
properties insured  (based  on 100% 100% 0%
availability of funds)
LEGAL AND PoLicY REFORM
13. Efficiency: Provide progress reports to June 28 Repor ts
Chief Executive Officer on proposed Sept 30 submitted on 0%
legislative reform submitted to the Dec 31 June 28 &
FINANCE
14. Efficiency: Staff costs managed within $212.54M $107.76M 13.19%1
budget
15. Efficiency: Agency’s budget managed $319.68M $132.67M 28.9%1
effectively
16. Quality: Revenue Earned $102.00M $ 76.23M 28.1%T
CORPORATE AFFAIRS
17. Efficiency: Business Plan to be January 15 Not yet due for )
submitted to the Ministry of Justice assessment
18. Efficiency: Develop Risk Management || coptember 30 Deferred until
Framework P 2015/2016
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Indicator

INFORMATION TECHNOLOGY

Annual
Target

2014/2015

Actual

Performance
(as atOct 31,2014)

2014/2015

Variance
(against
Cumulative
Target)

19. Efficiency: Procure services of estate
management  software  developer |  parch 31 Not yet due for
(Actual  procurement  based  on assessment .
availability of funds)

20. Efficiency: Review the Information and Report to be _
Communications  technology  (ICT) || sypmitted by Report submitted Tai.‘get
infrastructure and submit | pctober 14 on October 9 achieved
recommendations to the CEO

As per Target being met

21. Efficiency: Maintain security of the Schedule as per schedule -

Agency’s information submitted submitted
As per Target being met

22. Efficiency: Maintain backup of the Schedule as per schedule .
Agency’s data submitted submitted

HUMAN RESOURCE

23. Quality: Percentage of staff receiving 70% 48.2% 18.0%71
an average of 3 hours training

Appraisals

24. Efficiency: Submit annual performance July 31 submitted by -
appraisals for employees July 31

ADMINISTRATION

As per Target being met

25. Efficiency: Fixed assets managed and Schedule as per schedule -

maintained submitted submitted
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7.0 PRIORITY PLANS AND PROGRAMMES (2015-2018)

7.1  STRATEGIC OBJECTIVES

1. Assess the entitlement and provide timely distribution of assets to
beneficiaries and creditors to expedite closure of estates and improve
customer satisfaction.

2. Optimize the net worth of each estate within the law to maximize the value
that will accrue to beneficiaries.

3. Review the effectiveness of legislation and make recommendations for
amendments to further enable achievement of the Agency’s objectives.

4. Provide strategic planning and direction and ensure the cost-effectiveness of
the Agency’s operations through prudent financial management.

5. Develop the electronic environment and integrate critical business processes
to ensure improved efficiency, productivity and security of information.

6. Provide a highly functional work environment where staff members are
competent, properly equipped and motivated to perform at the highest level.
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7.2  KEY PERFORMANCE INDICATORS FOR THE FINANCIAL YEARS 2015/2016 T02017/2018

Year 1 Year 2 Year 3

Indicator

2015/2016 2016/2017 2017/2018

STRATEGIC OBJECTIVE 1:
Assess the entitlement and provide timely distribution of assets to beneficiaries and
creditors to expedite closure of estates and improve customer satisfaction.

INVESTIGATIONS COMPLETED

1. Speed: Complete investigations for
90% of the cases from date of receipt
of Form of Particulars reporting
death

16 weeks 16 weeks 16 weeks

LETTERS OF ADMINISTRATION

2. Speed: Percentage of applications for
Grants of Letters of Administration
filed within 15 working days from
date of referral.

85% 85% 90%

3. Volume: Number of Grants of 140 150 160
Letters of Administration received

ASSETS COLLECTED

4. Speed: Time taken within 90% of the
estates to submit request to
institution for each confirmed cash 2 weeks 2 weeks 2 weeks
asset from date of receipt of Grant of
Letters of Administration

5. Speed: Time taken within 90% of the
estates to take formal possession

from date of receipt of Grant of 2.5 weeks 2.5 weeks 2.5 weeks
Letters of Administration

ESTATES CLOSED

6. Volume: Number of cases closed 520 800 1,000

TRUST ACCOUNTING

7. Volume: Number of estate accounts 1,500 2,000 * Automated
completed

AGD MAF Business Plan 2015/2016 — 2017/2018 Page 22 of 63




[

MAF Business Plan 2015/2016 — 2017/2018

Year 1 Year 2 Year 3
Indicator

2015/2016 2016/2017 2017/2018

STRATEGIC OBJECTIVE 2:
Optimize the net worth of each estate within the law to maximize the value that will
accrue to beneficiaries.

INVESTMENT

8. Quality: Average percentage return

0, 0, 0,
on Investment (Estate Funds) 622% 6+2% 6+2%

PROPERTY

9. Efficiency: Percentage of tenants
against whom action taken to 959, 95% 959
recover rent by the end of the third
month in arrears

10. Efficiency: Percentage of existing
insurable properties insured by the
renewal date (based on availability of
funds)

95% 95% 95%

STRATEGIC OBJECTIVE 3:
Review the effectiveness of legislation and make recommendations for amendments to
further enable achievement of the Agency’s objectives.

LEGAL REFORM

11. Efficiency: Review and submit
recommendations to amend relevant || October 30 October 30 October 30

legislation

STRATEGIC OBJECTIVE 4:
Provide strategic planning and direction and ensure the cost-effectiveness of the Agency’s
operations through prudent financial management.

FINANCE
12. Efficiency: Staff costs managed $270.167M $277.401M $284.316M
within budget
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submitted to the Ministry of Justice

Year 1 Year 2 Year 3
Indicator

2015/2016 2016/2017 2017/2018

13. Efficiency: Agency’s budget managed || - §399,700Mm $379.121M $371.386M
effectively

14 Volume: Revenue Earned $115.200M $119 700M $124800M
CORPORATE AFFAIRS
15. Efficiency: Business Plan to be|l yovember30 | November30 | November 30

STRATEGIC OBJECTIVE 5:

Develop the electronic environment and integrate critical business processes to ensure
improved efficiency, productivity and security of information.

INFORMATION TECHNOLOGY

16. Efficiency: Procure services of estate

Agency’s approved data set backup

management software developer ||  March31 | Implementation | Implementation
(Actual procurement based on
availability of funds)

17. Efficiency: ~ Review and ma}ke Report to be Report to be Report to be
recommendations for Information | gybmitted by | submittedby | submitted by
and ~ Communications Technology || - gctober 14 October 14 October 14
(ICT) infrastructure improvement

18. Efficiency: ~ Percentage  of ~thell Atleast95% | Atleast95% | Atleast95%

STRATEGIC OBJECTIVE 6:

Provide a highly functional work environment where staff members are competent,
properly equipped and motivated to perform at the highest level.

HUMAN RESOURCE
19. Quality: Percentage of st.af.f receiving 70% 75% 75%
an average of 3 hours training
20. Efficiency: Complete staff
satisfaction survey January 29 January 29
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Year 1 Year 2 Year 3
Indicator
2015/2016 2016/2017 2017/2018
21. Efficiency: Complete annual
performance appraisals for July 31 July 1 June 1
employees
ADMINISTRATION
22. Efficiency: - Renew the Agency'sfl o 4 29 April 30 April 30
insurance policy
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STRATEGIC OBJECTIVE 1:

Assess the entitlement and provide timely distribution of assets to beneficiaries
and creditors to expedite closure of estates and improve customer satisfaction.

KEY PERFORMANCE INDICATOR 2015/2016 2016/2017 2017/2018

INVESTIGATIONS COMPLETED

1. Speed: Complete investigations for 90%
of the cases from date of receipt of Form 16 weeks 16 weeks 16 weeks
of Particulars reporting death

KPI No. 1: The objective of this performance indicator is to speedily complete the
investigations relating to the status of a deceased person and refer the case to the Legal
Services Section for an application for a Grant of LA. The timely completion of the
investigative process however, is highly dependent on the cooperation of the relatives of
the deceased and several external organizations such as Government entities, financial
institutions and other employers. Once the requisite information is received, the matters
are referred to the Legal Services Section for the application to be made, thereby facilitating
the early administration of the estate.

As at October 31, 2014, the time taken on average to refer an estate to the Legal Services
Section for an application for a Grant of LA to be made was 8.5 weeks, a positive variance of
46.9%, against a target of 16 weeks.

Notwithstanding the credible performance being reflected, there are several challenges
which hinder the timely completion of the investigative process. The issues which persist
include