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VISION STATEMENT

AEA ' CAT AU6O 6EOEIT EO OI AA
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 therby
reducing significantly the level of outstanding cases and
effectively responding to new cases.

MISSION STATEMENT

The Administrator- AT AOA1 6 O $APAOOI AT O

interests of minors, beneficiaries and creditors of the estates
that the law requires the Administrator-General to
administer.
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LETTER TO THE MINISTE

February 27, 2017

Hon.Minister Delroy Chuck
Minister of Justice

61 Constant Spring Road
Kingston 10

DearHon. Minister:

In accadance with the requirements contained in section 15 (3) of the ¥ecutive
AgenciesAct and section 13.1 of the Financial Instructions to kecutive Agencies,|
hereby present theAnnual Repat of the Administrator-General Depatment for the

Financial Year 2015/ 2016.

The Repat contains acopy of the Agenc® audited Financial Statements for th said
financial year.

Yours sinceely,

/)
o

Lona M.Brown (Mrs.)
Administrator-General & Chief Eecutive Officer
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OVERVIEW OF THE CHIEF EXECUTIVE OFI

In the 2015/2016 financial year the Department
accomplished several important milestones. These

significant achievements included theaward of the Best

Customer Service Entity (single location), the Amendment to

the Administrator AT AOAT 60 ! AOh OEA 1 PATE
Montego Bay and the restructuring of the Organization.

( Significant progress was also made in the procurement of
’ the Trust and Estate Management System (TEMS) with the
selection of a developer. The contract will be signed in the 2016/2017 financial year with
development expected to commence immediately thereafter.

In recognition of the quality service delivered,the Administrator-* AT AOAT1 6 0 $ADA O
became the proud recipient of thed OET A - ET EOOAO0O8O 401 PEU £ O OE
Entity (single location) in the Public Sector Customer Service Competition 2014/2015. This

marked the third time that the Agency has eceived this prestigious award in seven

instances that the competition has been held.

By virtue of the Amendment to the Administrator’ AT AOAT1 8O0 | AOh AT AAOAA
Administrator -General was empowered to issue an Instrument of Administration in
intestate estates with minor beneficiaries. Such an instrument has the full legal effect in all
respectsand for all purposes as a Grandf Representationgiven to the AG by the Court.

This dlows for a shorter turn-around time from the date of an applicabn to the date of

issueof an Instrument of Administration.

The amendng Act has also authorised the AG to issuastruments of Distribution for assets
of a primary estate wheresecondary and or tertiary beneficiaries of succeeding estates are
able to prove their relationship to the primary deceased.

These legislative changes have allowed the Department to collect estate assets and begin
the administration process at an earliedate. They also allow for processing of backlog
cases in multigenerational states with a view to closure.

The Western Regional Office was opened in Montego Bay in July 2Qtb5better serve
beneficiaries andclients in the county of Cornwall. It facilitates processing of documents
pertinent to estate administration, improves thenagement of estate properties and reduces
cost to the estates in the region.

The Agency commenced the restructuring excise in April 2015. Of the, igteen employees
were recruited during the year from the twenty-four new posts approved by the Ministryof
Finance. The remaining eight will be recruited in the 2016/2017 financial year. The
challenge faced in recruitment of the additional members of staff was the lack of office
space to accommodate them. Negotiations are ongoing with the current landlofdr the
acquisition of additional space for rental.
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The Agency achieved its twentytwo Key Performance Indicators (KPIs) set for the financial
UAAO8 ! AEEAOGAI AT O 1T &£ OEAOGA +0)0 EO A OECT AL 1
its obligation to its beneficiaries, clients and other stakeholders.

A total of 226 Grant of Letters of Administration were received from the Courts and 71
Instruments of Administration were issued by the AdministratorGeneral. The number of
Grants and Instruments received bs helped the Department to collect estates assets and
EAO Al O b1l OEOEOAIT Uevdniiebvhigh@AsAincréaiedl byl5G% lovet 6 O
2014/2015.

The Agency continued to be prudent in the manageent of its financial resources and &
the end of the year, all financial targets including revenue, staff costs and the overall budget
had positive variances.

The closure of estate files is the final output in the administration procesand much
emphasis was placed on closinghese files during the year Upon fully administering an
estate, the assets are distributed to the proven beneficiaries and the case is closédtotal
of 505 estates were closedluring the year.

4EA $ADPAOOI AT O8O O00AT EA %AOAAOQEIT #AloPAECT x.
Public Education Manager This has brought specialised skills to our efforts in sensitising

the public on the functions of the Administrator’ AT AOAT 8 O $ A mdedithdT O AT 2
estate administration process.

The delivery of excellentcustb AO OAOOEAA xAO EECE 11 OEA $APA
year. The Agency increased its efforts and provided prompt and professional service to

the clients and ensured that beneficiaries were kept abreast of the progress of the
respective matters.

| would like to express thanks to themembers of staff who have worked hard to ensure
that the Department met its objectives. Thanks also to thinistry of Justice, the Ministry

of Finance& the Public Service the Advisory Board and all other stakeholdex who have

supported the work of the Departmentasit continues to executeits mandate.

The AGD impacts many Jamaican families both locally and overseas. With this in mind, the
AGD team has reaffirmed its commitment to ensuring that its mandate is exded in an
efficient and professional manner that will support the development of the country while
consistently meeting its stated objectives.

7
 So—

Loha M. Brown (Mrs)
Administrator -General & CEO
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RECOGNISING OUR PEOPLE

The Administrator- AT AOAT1 6 0 $ADPAOOI Aylsi® (96 deoted membBebsiof T £ 1T E
staff who have dedicated themselves to the service of the beneficiaries, clients and to the

people of Jamaica in general. The tdented persons enables the Agencyo perform with

efficiency, maintain high levels of customeservice & it aims tosecurethe legaciesof the
beneficiaries.

The Department is led by the AdministratorGeneral & Chief Executive Officer and her five
Executives who are responsible for the strategic direction of the organisatiofihe fourteen
Senia Managers and seventysix staff members who make up the full staff complement,
execute the daily activities within the Department. The competence and knowledge that
reside in our cadre of staff has aided the Department in effectively cangut its numerous
functions.

As the work of the AGD is deeply entrenched in the law, more than fifty percent (50%) of
the staff complement are either Attorneysat-Law or trained Paralegals. These members
are complemented by competent and highly trained team members imé areas of human
resources, internal auditing, records management, information technology, property
management and accounting.

The Departmenthasa good retention record as sixtyfour percent (64%) of its staff are in
employment for in excess of fiveyears. Thishas helped the Department to serves its clients
with greater speed and efficiencyas a result of theknowledge that resides in in the
members.

During the year much emphasis was placed on training iorder to ensure continuous
development of gaff and that they were equipped and had the flexibility to adapt to
changes in the law, maintain good customer service and are empowered to continue to
perform at a high level.

The AGD team pledges to continue executing its mandate in a manner that \eitirich the
lives of our beneficiaries as we continue to secure their legacies.
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The Executive Team
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Front row:Lona Brown, AdministrateGeneral & CEO; AndeeGyles, Deputy Administrat@eeneral
Back row Colin Ebanks, Human Resource & Administration; Ingrid Cole, Estate Administration;
Patrick Wright, Finance & Planning; Kedia Delahaye, Legal Services (absent from photo)

Lona Millicent Brown , Administrator-General for Jamaica and Chief Executive Officer, is
an Attorney with thirty -nine years at the Bar.She joinedthe AGD as AdministratorGeneral
in 1996 and wasalsoappointed Chief Executive Officer in 1998.

Under her stewardship, the Department was transformed to one of the first Executive
Agencies in Jamaica in 1999.She has converted the AGD into the customé&wscused
Department that was awarded the Public Sector Customer Service Competition Awards for

Best Executive Agency and Best Customer Service Entity in 2003 and 2006; and the Prime
-ETEOOAOG6O 401 PEU £ O OEA "AOO #0001 1 A0 3A0O0E
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Andrew Robin Gyles joined the Administrator- AT AOAT 60 $APAOOI AT O
served in various capacity including AdministratorGeneral for Jamaica, Deputy
Administrator -General, Senior Legal Executive and Operations Executive.

An Attorney-at-Law for over thirty-nine years, Mr. Gyledgs widely respected in the legal
fraternity and is often consulted for advice on ust and estate related matters.In his
twenty-five years at the Administrator' AT AOA1 6 O $ AvBsArst@xinehtal nhthe E A
reform of numerous pieces of Legislations impacting the Laws of Succession, including the
latest amendment to theAdministrator-* AT AOAT 60 ' AO ET ¢mpus8

Patrick Wright joined the Administrator- AT AOA1 8 0 $APAOOI A1 O
Accounting Manager. Hassumed the position ofinance and Asset Management Executive
in 2008 andcurrently serves as the Finance and Planning Executive.

A Specialist in trust and estate accounting, he has served on many committees within the
Department and throughout the Government service Mr. Wright is very knowledgeable of

ET

ET

A1l AOPAAOO T &£ OEA ' CATAU60 1 PAOAOGETT AT A EO

I CAT AUGO AOACAO AT A OEA OOOAOAGEA | AT ACAi AT O

Colin Ebanks joined the AGD inMay 2011 as theHuman Resourceand Administration
Executiveand played an instrumental role in the recent restructuring of the Department.

Mr. Ebanks possesses a wealth of experience in the areas of staffing, performance
management and strategic human resource management-e places great emphasisn
training to ensure that the cadre of staff is competent and equipped to adequately
undertake their functions.

Ingrid Cole is the Estate Administration Executive with responsibility for estate
administration and property management. She joined the Admistrator- AT AOAI
Department in 2002 as a Case Attorney and was later promoted in 2015. Her area of
expertise includes Conveyance, Succession Law, Corporate Law and Family Law.

Since becoming a member of the Departmemiss Cole was very instrumentaln reducing
the level of backlog cases anthas contributed significantly to the closure of over five
thousand (5,000) backlog casesShe has also played a pivotal role ithe Amendment to the
180 ! AOS

Kedia Delahaye joined the Administrator- AT A Odpharinént i$ 2011 as a Legal Officer.
She assumed the post of Senior Legal Executive (Acting) in 2015. Miss Delahaye is very
knowledgeable in the areas of succession and trust law, property conveyance and civil and
estate litigation.

She has successfyllrepresented the Departmentin various matters in the Courts
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Stalwarts Serving 20 Years & More

Front row: Andrew Gyles, Deputy Admstrator-General; Lona Brown, AdministratGeneral & CEO; Carol Kiffen; Sophia Le
Customer Service Officer

Back row:Hillary Dwyer, Senior Case Officer; Michelle BaRgtto Financial Accountant); Oliver Morris, Customer Service Off
Shernet Mrrel, Senior Trust Accounting Officer

The attainment of 20 years in any arena is no easy feat. The AdministratorAT AOAT 8 O
Department has benefitted fromthe services ofl1 members of staff o haveeachserved
the Department with distinction for 20 years and more.

These personswho are currently serving in a wide crosssedion of the Department
includes:

Lona Brown, Administrator-General & CEQ Shernet Morrel, ®nior Trust Accounting

20 years; Officer - 22 years;

Kareene Pitter, Trust AccountingOfficerz Sherda Deacon, (ffe Attendant - 23 years;

21 years; Andrew Gyles, Deputy AdministratorGeneral

Michelle Barrett-PintozFinancial Accountant- Z 25 years;

21 years; Viviene Smythe, Senior Case Officer26

Carol Kiffen, Case Officer22 years; years,

Oliver Morris, Customer Service Officeg Hillary Dwyer, Senior Case Officex 27 years

22 years; Sophia Levy, Customer Service Officer 28
years.

The Department salutes thes stalwarts who have helpedthe organisations in achieving its
goals over these years and look forward to their continued dedication to the Department.
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Employee of the Year

Donovan Reid

It gives us great pleasure to congratulate
Donovan Reid, Seior Property Administrator, as
OEA I CAT AUBO i DI T UAA
2015/2016.

Donovan emerged winner ahead of his three
worthy colleagues and the award fittingly reflects
the high regard in which he is held by his
colleagues.

: Donovan joined the team m 2000 as a Property
Administrator and in 2015 he was promoted to the post oSenior Property Administrator.

As a requirement ofhis job function, he travels on a weekly basiscross the island to
oversee the maintenance of properties, supervises Rent @adtion Officers and meets with
beneficiaries and external clients. Henas a passion for his job and always executes his
mandate with great alacrity.

Despite his responsibility as Senior Property Administrator does not prevent him from
actively participating in a number of extracurricular activities at the Department. Mr. Reid

is a Player/Coach for the AGD football team and also the Vice President of the Staff
Relations Committee.

He is a hard worker whose commitment and dedication to the work of the Agey are
unwavering. As testament to the quality employee, his colleagues selected him as
Employee of the fourth quarter.

Mr. Sylvester Scott, Manager for Mr. Reid stated that he is a high performer who is very
efficient in all the areas of his work. Heuirther stated that heis an exemplary team player
who earned the respect of all his team members.

The Agency congratulates Mr Donovan Reid on his well deserving selection as employee of
year.
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THE DEPARTMENT

Functions

The Administrator- AT A O A lird 1873 leddadlished the office of the Administrator

AT AOCAT1 80 $APAOOI AT O AlGhare éneabsulated linAtleEMidsian 1T £ O
Statement which is toOD OT OAAO OEA ET OAOAOGOO 1T &£ 1 ETT O00h
estates that the law requires t Administrator-General to administe8 6

The laws that governthe operations of the Departmentrequires the Administrator-Gereral
to administer estateswhere:

1) persons have died intestate (without a Will) leaving beneficiaries under the age of
18 years

2) persons have died intestate leaving only adult beneficiaries, the AG issues consent
by issuing aCertificate of the Alministrator -General

3) persons have died intestate and his/her estate consists solely of personalty valued
less than One Hundred Thousand Dialrs ($100,000.00)

4) persons have died testate (leaving a Will) and:
a. the AG is appointed as Executor under a valid Will

b. a Testator did not appoint an Executor
c. the Executor died before the Testator
d. the Executor has renounced his/her executorship

5) a Court Oder has been issued mandating that the AdministrateGeneral extracts a
Grant of Administration

6) a Court Order has been issued appointing the AdministrateGeneral as the Trustee
or Committee for a named beneficiary

7) the deceased persons were not survivelly any eligible relatives and the residue of
the estate will fall to the Crown as Bona Vacantia

8) testators name the AG as executor in respecto Charitable Trusts There are
Charitable Trustsdating back tothe early 1900s.
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ESTATE ADMINISTRATION PROESS

Process Map

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

Estates _ﬁ Enhancemer
Closed of Justice

Instruments of
Administration
Issued

Matters reported
to the Agency

_4 Screening Investigations
Process Completed

v

Not Applicable A
Coliected
Assets
Managed
and

Distributed

Key Terms and Activities in Administration

Complete Form of Particular (FP)

A Form of Particulars, FP must be completedby the person reporting the death, or a
relative of the deceasedAn assessment ighen done to ascertain whether the estate is one
to be administered by the AdministratorGeneral.

Commencement of Investigation

The information detailed on the completed FRwill enable the Department to commence
investigation to confirm the death, ownership of assets antb identify any relatives who
may possibly be entitled to benefit from the distribution of the assets.

Proof of Death
The death of the intestatemust be confirmed by way of an original Death Certificate or
Affidavit in Proof of Death.
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Proof of Relationship

SAAOGETT ¢y T &£ OEA )T OAOOAOAODG, stipiaied hédcategdry ck 0 OT D
relatives who are eligible to be recognised as beneficiariegntitled to benefit from the

estate, provided the requisite means of proof is received.Proof may be in the form obirth

certificate, marriage certificate or a Court Order, depending on the relation being proven.

Small Estates

Section 53A of the Admistrator- AT A O A prévides th@ @here an estate consists of
personalty and does not exceed One Hundred Thousand Dollars ($100,000.00), &@may
collect the assets falling tothe estate without the need for obtaining a Grant of
Administration.

Identifying and Collecting Estate Assets

As Administrator of an estate, theAGhas the legal authority, subject only to a decision of
the Court, to hold and manage the assets, personalty and realty, of an estate for which the
AGis named as the Administrator

Personalty : The Department is required to make enquiries of institutions reportedly

Ei 1l AET C AOOAOj] 6q 11 AAEAh&E reteiit oOtheh Grahthok A A OA A ¢
Administration, to ascertain whether the proceeds are payable to the estate or a nathe
beneficiary. An assessment is done thereafter wetermine whether the matter is a small

estate or if it requires an application for a Grant of Administration to collect the asset(s).

Realty: Where there is realty involvedin the estate a copy of tle title, property tax receipt
AOT I 4A@ ' AT ETEOOOAOETT *Ai AEAAh xEOE OEA A/
owner, or conveyance is requested to confirm that the intestate has an interest in the

property. Formal possession by the Degrtment is done assoon as the Grants received.

Instrument of Administration and Letters Administration

After investigation is completed, an application is mad& the Administrator -Generalfor an
Instrument of Administration or to the Courts for aLetter of Administrati on, which gives
the AGlegal authority to administer estates.

Fatal Accident Proceeds

Legal action must be taken to recover proceeds from fatal accidents within a specific period
as required under the Fatal Accident Aceand the Law Reform (MiscellaneouBrovisions) Act
which provide the basis for the grant of an award of damages for wrongful death.

Administrator-DS Yy SNI £ Q&4 5SLJ NI YSy i Annual Report 2012016 ][ Pagel3




Funeral Expenses

Funeral expenses are the first charge against an estate. Therefore, it is the duty of the
Department to honour the claimfor funeral expenses, subject to the availability of funds.

The duly completed claim form and the original receiptdor funeral expensesfrom the

A£O01T AOAT ETIT A xEOE OEA Al AEiI AT 080 T1TAI A AT AT O
processing the claim for funeral expenses. Funar expenses may be settled before the
deceased is buried.

Managing Estate Assets

Upon collection of the assets, the Department has a responsibility to manage the assets of
the estates in administration to the benefit of the beneficiaries and creditordVlanaging the
assets includes nmvesting estate funds in prescribed instrumentsmaintaining properties,
collecting rent andmonitoring businesses

Distribution of Estate Assets

Upon completion of a matter, the Department idtribut es the assets of the estateto adult
majority. Adult beneficiaries mayexperience delays irreceiving their entitlement until the
last minor has attained the age of majority, depending on thegpe of asset.

Closure of Estate Files
Upon fully administering an estate, the assets are distributed to the proven beneficiaries
and the case is then considered closed.

Closure is sometimes impeded by the difficulties in locating proven beneficiarieslowever,
all attempts are usually made to locate these beneficiaries Where it proves to be
unsuccessful,cash assets aresent to the Consolidated kinds as unclaimed balances If

however, estate consists of real properties, it will result in delays ibringing the matter to

closure as the Department seeks to locate these beneficiariedVhere there are noproven

beneficiaries and the estate consists of property, it igansferred to the Commissioner of
Lands as bona vacantia.
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MAIN FOCUS FOR THE YEAI

During this financial year, themain areas of focus for theAgencywere: (i) the amendment
of the Administrator- AT A OA1 &)QGhe RestiEjuring of the Department (iii) the
procurement of a Trust and Estate Management Syster(iv) the opening ofan office in
Montego Bay; (v) the establishment of an Enquiry Sectiorand (vi) the Public Education
Campaign.

() AMENDMENT TO THE ADMINISTRATOR %. %2 ! , 63 ! #4

An ACT to Amend the Administrator AT AOA1 6 O !piAcds oAlégiklatibn@d-efc0t
reform of the law relating to the administration of estates;were enacted onJune 26, 2015.

The amended Act empowers the Administrator-General to issue Instruments of
Administration (IA) which: OOEAT 1 EAOA &£O011 1 ACAT AEEAAO EI
grant of represemation made to the Administrator AT AOAT AU OEA #1 00058

4EA 1 1000 CEOA A om AAU 11 OEAA O OEA 30DPOA
for the Court to state whether there is an application before the Court or &ant was

already made in the state.

The AGhas also beerauthorised to issuelnstrument of Distribution for assets of a primary
estate provided thatsecondary and or tertiary beneficiaries of succeeding estates are able
to prove their relationship to the primary deceased.

These legislative changeshave allowedthe Departmentto collect estate assets andegin
the administration processat an earlierdate. They also allow forprocessng of backlog
casesin multigenerational estateswith a view to closure.

() RESTRUCTURING OF THE DEPARIENT

The Agency continued to execute the organizational restructuring as approved by the
Ministry of Finance & the Public Service. The recruitment of an Estate Administration
Executive, Public Education Manager, additional Paralegals and Property Adminggors
has positioned the Agency to increase its output, generate additional revenue and more
quickly address challenges in estate administration.

There were some changes made to the organizational structure with posts being
reassigned to new Sections ahadditional responsibilities given to other posts. This plays a
key role in the ability of the Agency to meet its objectives: to increase levels of productivity,
generate greater revenue and manage estates effectively. This will ultimately result in
higheO 1 AGAT O T &£ 1 06600 ET Al1l AOAAO 1T &£ OEA ' CAl

The revamping of job descriptions, changes in areas of responsibility and a greater
emphasis on individual productivity were part of the restructuring exercise. The
performance management system as reviewed and redesigned to improve target creation
and measurement
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(1)  PROCUREMENT OF TRUST AND ESTATE MANAGEMENT SYSTEM (TEMS)

During the year,much progress was maden the procurement of a software developer for
the Trust and Estate Mnagement Systen{TEMS)

The Department partnered with eGov Jamaica Limited (eGovijor management of the
procurement process using the Limited Tender methodology In April 2015, tender
documents were issued to six pre-qualified bidders. Responses to the Request for
Proposal (RFP) were received from threef the vendors.

The evaluation of theOA T A ipropddals was conductedand a preferred bidder was
identified. Submission was then madeto the National Contract Commission (NCCand
endorsement was received o Felruary 8, 2016. Cabinet approvalwas received February
15, 2016for the procurement and implementation of TEMS

As at March 31, 2016, negotiation with the selected supplier wasxderway and contracting
should be completed in early 2016/2017. The developmet will be done on a modular
basis and the implementation processs expected to takeapproximately fifteen months.

(IV)  OPENING OF AN OFFICE IN MONTEGO BAY

In keeping with its vision to continuously improve service delivery toits clients, the AGD
opened ts Montego Bay office n July 2015 bringing its services closer tobeneficiaries,
clients and residents of Western JamaicaThe office is staffed with two Property Officers
and one Case Officer.

TheofficcEAO AT EAT AAA OEA pwmcAi AU
make property visits and process documents
relevant to estate administration within a
shorter timeframe. This has resulted in
significant improvement in the facilitation of
the estate administration process and the
management of the property portfolio in the
region.

Estates are now benefitting from savings in
costs associated with property Vvisits as
Officers in Montego Bay conduct property
inspections and undertake formal possessionof estate properties without the need for
Officers totravel from Kingston.

Staff members of the Montego Bay office
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(V) ESTABLISHMENT OF AN ENQUIRY SECTION

Over the years the Department has been faced with numerous challenges in obtaining the
required documents to support application for Instruments of Administration or Letters of
Administration in a timely manner. Case @icers with responsibility for the actual estate
administration were also responsible for undereking the investigation process which
involves constant communication and followup with beneficiaries, financial and
government institutions.

In an effort to tackle these issuesan Enquiry Section, with Officers dedicatedolely to the
investigation process, was established in the last quanteof the year. This Section is
responsible for completing investigation and referring matters for the issuing of
Instruments of Administration, before the actual administration process begins.

The Agency will continue to improve partnerships with government organisations and
financial institutions to facilitate the submission of important documents and critical
information necessaryfor the issuing of Instruments of Administration or Letters of
Administration.

(VI PUBLIC EDUCATION

During the year public education continued to be a main focus of the Department. This was
facilitated through presentations within various private and public sector organisations,
interviews on radio, television as well asadvertising in the print and electronic media.

Presentations were made ata number of workshops and seminars organised by plib and

private sector entities, church groupsand other organisations. The Department also
participated in the 60 Biennial Jamaica Diaspora Conference 2015 at the Montego Bay
Convention Centre. There were over 2000 local and international participants at the
conference many of whom visited the AGDO ET &I Of AOETT OAOOGEAA Al 1T C
the role and services of the Department.

In January 2016, the Agency welcomed its first Public Education Manager, a post included
in the restructuring of the organisation. The Agency benefitted from the eperience and
expertise of the new manageras she introduced new ideas and perspectives through a
revised communication plan.

4EA | CAT AUS O consibtényEr€viBwedk ghdupdated and is now designed to
facilitate Mlotices of Intent to Distribute Assés in Multi-generational Estate®

The AG Mrs. Lona Brown and the Estate Administration Executive, Miss Ingrid Cole
journeyed to Englandto attend the Diaspora Surgeriesorganised by the Jamaican High
Commissionerduring the third quarter. The Departmen made presentatiors and provided
information to persons in London, Birmingham and Manchesteand was also a part of a
live broadcast from England
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HIGHLIGHTS OF PERFORM£

In the 2016/2017 financial year, there will be significant increase in the public education
campaignasthe Department aims to improve visibility and ensure that the public is made
aware of its role in theestateadministration process.

4 EA
were set for the financial yar. Theyincorporate both financial and nonfinancial measures
AT A & Ooi OEA AAOEO 11 xEEAE OEA
During the 2015/2016 financial year, the Agency began applying weights to its targets
basedon the significance of each KPlotthe overall performance of the organisation and
also based on the level of activity that goes into the final output.

The performance evaluation will be baed on each KPI satisfying thperformance criteria
while taking the relevant weight into consideration.

STRATEGIC OBJECTIVE ONE:

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

KPI 1: Complete Investigations f or 90% of the cases from date of receipt of
Form of Particulars reporting death

The Agency investigates dl reported
matters to ascertainand confirm proof of
death of the deceased the existence of
any assets andany minor beneficiaries.

a target of 16 weeks. This represented a
positive variance 0f31.94% above target.

Since the amendments were made to the
AO ' AO ET OEA EEOOO

I CAT AU O EAU b A GugheOto thd si AtratBgic Atfiedtide®thad O A OA

For the year, a total of two hundred ad
seventy-eight (278) new matters were
reported to the Agency.

It took an average of 10.89 weeks to
complete investigation and refer matters
with the relevant documents for an
application to be made to the Court for
Grant of Letters of Administration against

with minors were referred internally for
Instruments of Administration while only
matters without minors were referred to
the Courtsfor Letters of Administration.

There is still a reed for information to be
provided by the beneficiaries in amore
timely manner to facilitate a reduction in
the timeframe for the issuing of IAs.
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KPI 3: Number of Grants of Let ters of Administration Received

During the year, the Department receied issuedwere for applications made during
a total of 226 Grants of Letters of the year.

Administration from the Courts against a

target of 140. Thisresulted in a positive This performance wasattributable to the
variance 0f61.43%. continuous efforts by the Department to

follow-up with the Courts and also the

A | f 71 Instrumen f : -
total o struments - 0 good relationships that were formed as a

Administration were also issuel by the

AG. result. At the end of the year, there were
175 outstanding applications for Letters
The LAs received during the year related of Administration in the Couts.

to matters that were outstanding from
previous years while the IAshat were

250
200
150 .
100
i
50
(Ol f ;

Target Actual

Number of Grants of Letters of Administration Re ceived |

KPI 5: Time taken within 90% of the estates to take formal possession from date of
receipt of Grant of Letters of Administration

Formal possessionis the act oftaking charge of pioperties belonging to estates. Having
obtained the Gran{the AGis vestedwith legal authority to take formal possession and may
enter into rental agreements, initiate action to recover rental arrears, pay insurance and
property taxes, as well as effect repairs.

For the period, formal possession was takenn 95.74% of reported properties within 2.5
weeks after receiving a Letterof Administration or Instrument of Administration. This is a
positive variance 0f6.38% above the target 0©90% within 2.5 weeks
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KPI 6: Number of estates closed

The closure of estée files is the final
output in the administration process and
signifies that all the assets that form a
part of the estate have been distributed to
beneficiaries. This is a crucial objective of

the Agency as it facilitates the transfer of
wealth to proven beneficiaries.

During the year, the agency closed a total
of 505 estate files against a target of 500.

Number of Estates Closed
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50
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STRATEGIC OBJECTIVE TWO:

Optimize the net worth of each estate within the law to maximize the value that will

accrue to beneficiaries.

The main assets of estates that are
managed by the Department are cash, real
properties, and shares.

There are currently over 4,000 estate
properties, valued at over $20 billion in
the property portfolio. Approximately
2000 of these are improved (wih

buildings), of which 515 are deemed to be
insurable. The Agency manages m@
investment portfolio of $2.256 billion
invested in  secured government
instruments. There were also twenty
businesses being monitored by the
Department.
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KPI 7: Number of estate accounts completed

Statements of Accounts areprepared in
order to ascertain the financial position of
each estate and particularly before the
final distribution is made to beneficiaries.

For the year under review, a total of 1,912
accounts were competed. This was
27.46% above the target of 1,500.

The trust accounting process which
facilitates the preparation of statement of

accounts is a manual one. Transactions
are manually updated on a daily basis.

The Trust and Estate Administration
Software (TEMS) which is slated to
commence development in 2016/2017

will automate the accounting processes
resulting in all estate accounts being
maintained with up-to-date and reattime

records.

Number of Estate Accounts Completed
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KPI 8: Average percentage return on estate fund s invested

The Administrator- AT AOAIT 6 O
that estate funds must be invested in
secure instruments thereby eliminating

the risk of loss. During the year, estate

funds were invested under the

Ci OAOT I AT 060 . $8

I A OThéd GaletageA A ©entage

return on
investment on estate funds wa$.63% for
the year, against a target of 6£2%.

Payments to beneficiaries and estate

AT A  expedised @uting Gha iydad @rdunted to

$496.72M.
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Investment Portfolio

Mid-Term
24.53%

KPI 10: Percentage of insurable properties insured by renewal date

As a means ofsecuring the assets of May 31, 2015. Additionally, all new
estates against possible risksjt is the insurable properties received after the
policy of the AGDto insure all estate renewal date was subsequently insured
properties that are deemed insurable, where funds were available. Thishas
subject to the availability of funds in the resulted in a 100% achievement of this
respective estates. target.

All insurable properties with funds were
insured by the renewal date on

STRATEGIC OBJECTIVE FOUR:

Provide strategic planning and direction and ensure the cost -effectiveness of the

~

I CAT AUGO 1 PAOAOEI T O OEOTI OCE DPOOAAT O &£ET Al AEAI

KPI 12: Staff Costs Managed within Budget

Saff costs representa combination of all consequent on the restructuringexercise
salary-related items including travel and in 2014/2015; however, only sixteen (16)
subsistence payments. For the period, a of the approved posts were filled during
total $208.95Mwas spent on staff related the year. Additionally,amounts budgeted
costs, 18.40% below the budgeted for lump sum payments including
amount of $275.12M. incentive, increment and gratity, were

- _ _ not utilized during the year.
Provision was made for a 28% increase in

the staff comgement (24 additional staff),
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Staff Costs

208.95M

Target Actual
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KPI13: ! CAT AU

For the year a total of $283.21M was TEMS and also compensation related
spent from a budget of $404.7M.This expenses that were deferred to the
30% positive variance was as a result of 2016/2017 financial year.

funds budgeted for the procurement of

Agency's Budget

200

150

283.21M

100

50

Target Actual
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KPI 14: Revenue Earned

Revenue collected for the year amounted to estates by $22.82Mlhe positive variance
$153.03M against a budget &115.2M. was attributable to an improvement in
Total revenue earned was $175.85M, the inflow in legal fees resulting from an
however,due to some estates not having the increase inthe number of Instruments of
funds to settle their costs resulting in an  Administration and Letters of
increase in the accounts receivable from Administration that were granted.

Revenue Eamed
200
150
100
50 /
0 ! .
Target Actual
KPI 15: Business Plan to be submitted to the Ministry of Justice
4EA | CAirafegidd Busin8ss Plan Ministry of Justice on November 30, 2015
outlines the strategic direction and Contained in the Plan are the
defines key objectivesfor the next three $ADPAOOI AT 060 300AGACEA 1
years. Key Performance Indicators for the
period.

The Planfor the 2016/2017 z 2018/2019
financial years was submitted to the

AdministratorDS Y SNI £ Qa 5SLJ NI YSy Annual Report 2012016 I[ Page24




STRATEGIC OBJECTIVE FIVE:

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

KPI 16: PROCURESERVICES OESTATEMANAGEMENTSOFTWAREDEVELOPER

During the year the Agency executed all The procurement processcommenced in
the procurement processes required for April 2015 and Cabinet approval was
the acquisition of a suitable supplier for received in February 2016. The

OEA $ ADAOOItA&nd® 6E3tate 4 O POcurement process was completedon

Management System. March 31, 2016

s~ e o~

KP118: - AET OAET AAAEODP 1T £ wub 1 E£-s&EA | CAT AUGO AD:

The Agency, during the year, took the In order to facilitate business continuity,
necessary steg in ensuring that its data Al OEA 1 CATAUBO AAOAAAC
was preserved and could easily be up in accordance with an established
retrieved in the event of equipment schedule. Data was backedip daily
failure or other eventualities. utilizing three different media, namely;

onsite, offsite and cloud technology.

STRATEGIC OBJECTIVE SIX:

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

KPI 19: Percentage of Staff receiving an Average of 3 Hours Training

As the operation of the Agency is very  Training was conductedin the areas of

specialized and requires technical skills in Leadership, Laws of  Succession
most areas; continuous training of staff is Accounting, Information Technology and
necessary to ensure that they are Change ManagementMembers of staff
equipped with the right skillsets for the also  benefited from  workshops
effective executon of their duties. organized by the Ministry of Justice.

During the year, atotal of 86.5% of staff
received at least three (3) hours training
against a target of 70%.
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KPI 20: Complete Staff Satisfaction Survey

The Agency used the staff agisfaction The survey wascompleted on January 27,

survey, during the year, as 2016 in comparison to the stated

tool to measure the level of timeframe of January 29.2016.

employeeengagement and to get the

opinion of members ofstaff. The results of the survey will be used in
the human resource management
planning.

KPI 21: Annual Performance Appraisals for Employees

The timely evaluation of performance management intervention to address
enables the Agency to assess the deficiencies in technical competences.

achievement of staff, identifythe training All the annual performance appraisals for
needs and provide opportunities for employees were submitted by July 31,

2015 as targeted.

ADMINISTRATION

KPI19: 2A7T Ax OEA | CATAUBO0 )1 OOOAT AA o011 EAU
In order to provide protection against risks, stated date. All fixed assets received during
tEA | CAT AU6O EAA A Qhegeah @ere Grisuredifninddiately Eafie®
insurance policy for its assets by April 30, acquisition.

2015. The policy was renewed on the
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Best Customer Service Entity 2015 (single Location)

4EA ' CATAUGO AT T i EOI AT O O1 AgAAI T AT O AOOGOI I AO
OOEI A -ETEOOAOGEO Ax AOAst @abt@nercSerpice Emtity fova SEfHO OE A
Location in the Public Sector Customer Service Competition held in October 2015. This is

the third time the Department has received the award since the inception of the

biennial competition in 1994.

The Agency wasrery proud to be the recipient of this prestigious award and reaffirmed its
commitment to the delivery of excellent service in all areas of its operation.

At the AGD, we believe that service excellence is critical to the success of our organisation
and aur aim is to remain a serviceoriented and focused Department while consistently
improving the quality of service-delivery in meeting the demands of the people it serves.

At the AGD, we maintain a customefocused culture and the staff is trained and egpped

to deliver efficient and professional service on a consistent basis. Through the
administering of Customer Service Questionnaires and Suggestion Forms, we utilize the
AAAAAAAE 1T &£ 1 00 Al EAT 060 O1 1 AAOOOA OEA NOA]
information garnered as an indicator of areas in which further improvements are
necessary.

During the year the Agency served in excess of twenfive thousand (25,000 client
contacts,at least sixty percent (60%) of which were faceo-face while the remaining forty
percent (40%) were over the telephone.

In keeping with the standards as set out in our customer service charter, clients are served
within ten minutes of their arrival, telephones are answered promptly, while requests from
beneficiaries fa advances are processed and cheques prepareind issuad within two
hours.

In addition to the administration of estates, the Agency also assidependentsin accesing
funds from financial institutions for funeral expensesand facilitates the transfer of motor
vehicles to spouses

The Agencyendeavours to foster an environment of professionalism, confidentiaty,
transparency, courtesy and respect and was rewarded with an index of customer
satisfaction of ninety-five percent (95%) for the year.

We will continue with our initiatives to ensure that our beneficiaries, clients and other

stakeholders are provided with the level of service that they deservi order to raise the
bar to a higher level and exceed their expectation.
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