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AGENCY’S RESPONSE
Introduc on
The Parliamentary Service welcomes the valuable opportunity presented by the PIF review. I would
like to thank the Lead Reviewers, staﬀ and stakeholders who contributed their me and insights into
the review. The review acknowledges the unique working environment of New Zealand’s Parliament
and the passion of our people in working here. They provide high quality services to the House of
Representa ves and members of Parliament and help to uphold the ins tu on of Parliament for
New Zealanders.
The report sets out the areas where we need to improve to meet the challenges set out in the Fouryear Excellence Horizon. While the PIF’s focus is on future performance, we have already embarked
upon several ini a ves to improve organisa onal performance. Some of these arose out of our PIF
Self-review. These are discussed in more detail below.
The Service con nues to adapt and change to meet the expecta ons of the House of Representa ves
and members. The comments from the Lead Reviewers and the findings of our PIF Self-review
provide a pla orm for us to meet the targets in the Four-year Excellence Horizon. This response
outlines how we intend to meet this performance challenge.
We have extracted six key themes from the PIF. These underpin our strategic direc on and ensure
that we are able to maximise the poten al of our people to meet the performance challenge:
• We grow and develop our people
• Technology is a key enabler
• We are customer-centric
• We will provide excellent shared services
• The workplace is ‘fit-for-purpose’
• We work as a parliamentary sector.
We will monitor progress carefully against these themes to ensure we remain on track to achieve our
goals.

We grow and develop our people
Our people are our greatest asset. As the report makes clear, there is a strong sense of commitment
and a real passion in suppor ng Parliament and its significance for New Zealanders. Our task is to
harness this energy to improve our services to the House of Representa ves and its members.

…by looking at our strategic HR capability and be er suppor ng the needs of members
The Lead Reviewers note that we need to develop our strategic HR capability and u lise the
rela onship management model to meet members’ expecta ons. We recognise this issue and a
number of ini a ves are underway or planned to address this.
Changes to be put in place for the 51st Parliament are focused on be er mee ng the needs of
members. Members will be provided with a new funding model for their oﬃces; updated performance
management and remunera on systems for support staﬀ; and greater flexibility in recrui ng staﬀ.
We will work closely with members to help determine and resource their support requirements,
se ng expecta ons for support staﬀ, and undertaking performance reviews of these staﬀ with
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members. The new model will provide be er learning opportuni es for support staﬀ which, in turn,
will lead to enhanced levels of support to members.
Appointments have recently been made to key HR posi ons to develop our strategic capability. We
also have a People and Culture programme in place to focus on key areas of improvement. This
programme was developed following a culture survey of staﬀ by Human Synergis cs in late 2013.
Key feedback from the survey indicated that staﬀ wanted to be involved in se ng the strategy for
the Service, be provided with be er training and development support, be fairly rewarded for their
work, and recognise how their work contributed to the overall success of the Service. Over the next
few years, the People and Culture programme will lead people on a journey which includes:
• refreshing the organisa on vision and values
• developing our people leaders and iden fying and nurturing talented staﬀ
• establishing a new remunera on policy and process, performance development system and
learning and development framework.
We recognise that this will take me and the programme is phased accordingly from 2014-2016.

…by involving our people in se ng the vision and strategy for the Service
The Lead Reviewers comment that there is a significant opportunity to tap into the commitment of
staﬀ to develop the vision and strategy. This mirrors the findings from the culture survey and staﬀ
are currently involved in developing vision statements for the Service for review and a final decision
from the SMT. We an cipate having an agreed shared vision in place by 30 July 2014. Therea er
work will commence and con nue through 2014/15 on developing the core values that underpin
our work.
Managers and staﬀ have also been involved in and informed of the development of our Strategic
Inten ons for 2014-2018. This document will provide the founda on for the Service’s people leaders
to lead their teams on the journey towards our vision (to be set for 2020 and beyond). The Strategic
Inten ons will be reviewed at least annually and we an cipate revisi ng the vision and values again
in late 2016/17.
The development and implementa on of an internal communica ons strategy will be important to
disseminate clear and consistent messages to our people. It will also provide a basis for improving
communica ons with members. This will be a key priority in the coming financial year.

…by developing our people leaders
The report acknowledges that further work is required to develop the Senior Management Team
(SMT) and managers. In late 2013, the SMT undertook a leadership assessment by Human Synergis cs
and a development programme will be put in place for the SMT. This work is directly linked to the
People and Culture programme. We recognise the need for the SMT to work as a collec vely
accountable team and exhibit decisive, visible and unified leadership and the development
programme will assist the SMT in this regard. As part of the People and Culture programme, there
will be sessions with managers in 2014/15 to develop their coaching skills to provide be er
performance management of staﬀ, unlock their poten al, and support their future development.

…and by managing and recognising our people more eﬀec vely
We are looking at ways to leverage people management tools and prac ce from across the private
and public sectors. This will be an itera ve process. We have recently established a remunera on
working party to examine the link between performance and remunera on for our core staﬀ
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workforce. This process is underway and due to finish by July 2015, and is closely linked to the
development programme for our people leaders.
Our engagement and rela onship with unions is strengthening. We recently concluded nego a ons
for a collec ve se lement for members’ support staﬀ in me for the 51st Parliament (key changes
discussed above). This represented a true partnership with the unions to achieve an outcome for all
support staﬀ and is a significant achievement. On-going engagement with union representa ves is
regular and we look forward to maintaining this construc ve rela onship over the coming years.

Technology is a key enabler
The report acknowledges that overall our Informa on, Communica ons and Technology (ICT) services
are delivering well to members and staﬀ but further work is required to support agencies on the
parliamentary precincts. We intend on con nuing our current digital by default approach in line with the
Government strategy for ICT but will look to enable our customers to become as mobile as possible. Our
focus over the next four years is to enable our customers, especially members, to be able to access
informa on securely any me and anywhere. Upcoming changes to the Speaker’s Direc ons (to be put in
place for the 51st Parliament) will give greater flexibility to members in the use of their ICT resources, e.g.
members will not be restricted to a par cular choice of mobile device but the Service will be clear upon
the level of technical and maintenance support that it can oﬀer them.

We are customer centric
…by developing greater customer awareness
The reviewers rightly note that understanding and mee ng the needs of our customers, especially
members, is at the heart of our business. We recognise that placing customers at the centre is
cri cal to realising our future state and helping to uphold Parliament as an ins tu on.
Our current Service Level Agreement with members and poli cal par es will be reviewed a er this
year’s general elec on. This work is important in helping us to develop a clear service catalogue. It
will form the basis of our on-going rela onship over the term of the next Parliament. This includes
the review and development of clear performance metrics to demonstrate how we are mee ng the
needs of members. The regular review of these metrics will help us to an cipate and respond to
their needs and enhance working rela onships.
Part of this work also involves building up a more detailed understanding of customer preferences,
their future needs, and the impact of any policy or rule changes upon the services they currently
receive. Acquiring, maintaining and using this customer intelligence has important consequences
for how we are perceived by members and the nature of the services we provide (including how we
provide them). This work has just started but will be an important focus over the next four years to
meet the challenge in the Four-year Excellence Horizon.

We deliver excellent shared services
We want to be recognised by members and others for the quality of services we oﬀer. As the report
points out, developing enhanced strategic capability across our finance and support services areas,
as well as a detailed understanding of the costs of providing services, is cri cal. Improving the
maturity of our shared services model is a key objec ve for us.
Historically, we have not had a clear view of the full costs involved in providing services to our
diverse customer base, including members. We acknowledge that achieving this is an important
priority in the short-term. Over the past two years, we have adopted a full cost model for new
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services and this will provide an important base for work going forward into 2014/15 and beyond.
In this regard, Master Service Agreements with poli cal par es will be considered for future use.

The workplace is ‘fit-for-purpose’
A key component of this theme is the use of a suitable opera ng model for the Service. The reviewers
highlight a need for us to choose and implement a suitable opera ng model. We intend on reorien ng
our current model to fit round our customer needs rather than the services we provide. This will
become a key mechanism in helping us place the customer at the heart of everything we do.
Implemen ng this revised model will also provide a pla orm for the Service to think about innova ve
products and services to improve our service delivery.

Develop the parliament sector
We are developing a closer working rela onship with the Oﬃce of the Clerk. As part of our growing
maturity, we aspire to develop a joint strategic outcome to support a more eﬀec ve Parliament. We
share a common goal of promo ng a more accessible and engaging Parliament and there is a joint
work programme in place. For the Service, this means ensuring that physical access to the parliament
buildings is maintained and its visitor services con nue to maintain (and improve) their high levels
of customer service. As part of our thinking with the Oﬃce of the Clerk on a common outcome, we
intend to consider how both agencies can work with other organisa ons, e.g. the Electoral
Commission, to improve public engagement with Parliament and ul mately par cipa on in
New Zealand’s system of representa ve democracy.

Realising our success
Building on this report, we will know that we have succeeded in mee ng the performance challenge
when:
• our people ar culate our vision and strategy and see their role in it
• our people leaders are recognised for the value of their engagement in developing staﬀ and
realising their full poten al
• our opera ng model is clearly focused on customers, especially members, and there is a clear
understanding of our service proposi on
• we work closely with the Oﬃce of the Clerk to develop a joint long-term vision and strategy for
suppor ng Parliament and making it more eﬀec ve.

David Stevenson
General Manager, Parliamentary Service
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THE FOUR YEAR EXCELLENCE HORIZON
In undertaking this review the Lead Reviewers considered: “What is the contribuƟon that New Zealand
needs from the Service and, therefore, what is the performance challenge?”

Environment
The work of the Service directly supports Members of Parliament (members) and other Parliamentary
agencies through the provision of administra ve support, corporate services for Parliament and its
related agencies, maintenance of the parliamentary precinct, library services, and security services
and so on. In prac ce, the Service feels very dis nc ve because of the intense commitment of its
staﬀ, in whatever func on they are located, not only for the eﬀec ve and eﬃcient provision of dayto-day services, but for the maintenance of the ins tu on of Parliament for New Zealanders.
Stewardship is deeply ingrained in the cultural fabric of the Service.
In theory, this ethos should posi on the Service well to balance the demands of the day-to-day with
longer term support for Parliament as an ins tu on. The parliamentary environment is based on
strong tradi ons but must con nue to evolve if it is to remain relevant and accessible, both to
members and to ci zens. In prac ce however, the Service faces a number of challenges in balancing
an assortment of countervailing environmental pressures, including:
• high and changing customer (member) expecta ons for first rate, 24/7 service within a fiscally
constrained environment
• significant proposed changes to Speaker’s Direc ons for the next Parliament that would result
in member support staﬀ financial management responsibility shi ing from the Service to the
member. Support and guidance as to how members need to operate successfully with the
changes will need to be provided to all members returned for the 51st Parliament
• reliable provision of some services that are themselves facing disrup ve and transforma ve
pressures, such as knowledge management, mobile technologies, and informa on security
• a heavily prescrip ve rules-based environment that requires constant interpreta on and
judgement, in which the consequences of non-compliance can be publicly and poli cally noisy,
largely for the customer rather than the Service as provider
• the need, shared by many corporate services providers, to move along the maturity con nuum;
from the highly transac onal, rules-based and some mes ‘blocking’ opera ng models of the past,
to the partnership based and enabling models more typical of successful modern organisa ons
• as an agency within the Legisla ve branch of government, the Service needs to grapple with such
issues with fewer external reference points than agencies within the Execu ve.

Customer expecta ons are unusually high…
Changes over me in the member demographic, members’ preferred ways of working, increases in
ci zens’ expecta ons regarding access and changes to parliamentary process all have an eﬀect on
the nature and scope of services the Service is expected to deliver.
While many corporate service providers can struggle to align service type and level to customer
expecta ons, members of Parliament are a unique customer base. They work in a high pressure
environment with mul ple demands on their me. This creates expecta ons of the Service that are
not typical of most service provision situa ons. Tolerance by members of services that do not enable
eﬀec ve use of their scarce me is rightly very low.
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Within fiscal constraints
Fiscal restraint will remain a feature of the environment for all publicly funded agencies for the
foreseeable future, and the Service is not immune. A feature here is the heritage status of the
Parliamentary buildings which will always limit the eﬃciency of property related services.
The Appropria ons Review Commi ee report issued in 2012 noted that while the Service could
make further eﬃciency savings in the 2013/14 year, finding addi onal savings in 2014/15 and out
years would be much more diﬃcult.
Some exis ng member en tlements are to undergo significant change under proposed revisions to
Speaker’s Direc ons. Members’ en tlement to support staﬀ will in future be expressed in dollars
rather than hours. The Service has a cri cal role in ensuring a smooth transi on to the new Speaker’s
Direc ons, and for ensuring any new interpreta ons are enforced consistently and fairly. These
changes are likely to create addi onal demands on the Service’s Human Resources (HR) func on.

And with most services facing transforma ve pressures
Transforma onal forces aﬀect almost every aspect of the Service’s opera ons. As in many workplaces,
technology will con nue to challenge the Service and provision will inevitably lag some members’
expecta ons; a disconnect that is more keenly felt in the pressure cooker environment of Parliament.
Concerns regarding security and the appropriate management of informa on stored on devices or
systems provided to members for the conduct of their Parliamentary business are unlikely to reduce.
The Service’s management of informa on was found to be short of expecta ons in the release of
informa on to the Henry Inquiry. There are complexi es involved in managing informa on in this
environment with unique cons tu onally significant protec ons necessary to preserve the integrity
of Parliament.
In the Parliamentary Library, there is a tension between its curatorial and custodial roles and its role
as a real me research service.

A rules based service provision context
Most aspects of service provision are characterised by a complex framework of direc ons, rules and
en tlements, all of which require careful interpreta on. Even in seemingly straigh orward service
areas such as travel, interpreta on of rules requires skill and vigilance in order to balance mee ng
members’ needs with ensuring they keep within the rules of complex policies and provisions.
Skill is required in being solu on focused and construc ve, as opposed to being perceived as
bureaucra c, to maintain a posi ve customer experience while pushing back on members or their
oﬃces’ requests when these do not comply.

The need to move from transac onal to strategic services
Some of the more historically transac onal areas in the Service, like finance, ICT and HR, are under
pressure from customers to provide more strategic services, which are based on a proac ve,
rela onship driven, business partnering model with a variety of service level op ons, as opposed to
the more passive and uniform service provision of the past.
The Service is increasing its role as the provider of shared service corporate func ons for the Oﬃce
of the Clerk, and to some extent for the Parliamentary Counsel Oﬃce and the Ministerial Support
division of the Department of Internal Aﬀairs. To the pressures inherent in working within a rulesbased environment and with dynamic customer expecta ons, the Service has thus added the
diﬀeren al expecta ons of these mul ple service partners.
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These service partners are themselves at diﬀering levels of maturity which requires the Service to be
a uned to a broader range of customer needs, and equipped to be able to respond in a fit for
purpose manner. These responses range from assis ng customers to define their service needs
through to simple delivery of services to current standards.

Preven ng insularity
Shared services have strengthened connec ons amongst parliamentary precinct agencies. The
Service remains rela vely isolated from best prac ce exemplars in the Execu ve Branch or the
corporate world and does not use shared service benchmarks for its services.

Performance challenge – Outcomes
The Service‘s key outcome is the provision of support services to members to help them conduct
their parliamentary business. Its challenge is to con nue to improve the quality of these services to
meet members’ unique opera ng environment and demands while also managing its costs.
Customer demands are not standing s ll. The Service needs to keep pace with developments in the
way members and poli cal par es with representa on in Parliament choose to work. For example
younger members are used to working in diﬀerent ways and seek more flexible and technology
enabled services. The Service must evolve its service oﬀering and delivery methods to meet changing
member expecta ons, within a complex policy and rules context, including the Speaker’s Direc ons.
Some services are very highly regarded by members, with Library and Travel in par cular receiving
praise. These services are noted for their customer focus and responsiveness. The challenge for the
Service is to learn the lessons from these areas to help it improve its overall service delivery culture.
The Service needs to do this in a me of considerable fiscal restraint. Some ra oning of services is
necessary, and to do this well the Service needs to gain a be er understanding of members’
preferences and what they really value. This customer focused approach should be combined with
good service cos ng informa on (including an understanding of the impact changes in the level of
service have on the cost of services) and will allow greater transparency in discussions with party
Whips and members on service levels and priori sa on.
The results should be a clear service catalogue and regular repor ng of performance in mee ng
agreed service levels. Decisions will need to be made in some areas whether to change rules
themselves or to work more responsively within them. Members should have clear expecta ons on
what will and won’t be delivered. The Service would then make transparent and consistent decisions
when needing to decline requests made by members.
The Service knows it needs to be er understand customer preferences and develop a clear service
catalogue, and it must scope and resource this work. It is important that this work is undertaken in
collabora on with members. Thus another challenge is for Whips and members to find the me
away from opera onal pressures to engage more strategically with the Service on this.
A key priority for the Service is the 2014 general elec on and the transi on to the new Parliament.
In par cular this involves suppor ng outgoing and incoming members and employment issues for
member support staﬀ. Member support staﬀ comprise 59% of the Service’s total workforce and are
notable for a triangular employment rela onship between the staﬀ member, the Service as the
employer and the member as the line manager.
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This triangular rela onship complicates recruitment, staﬀ performance management and staﬀ
development. There is no easy solu on to this. Currently the Service’s HR func on is focused on
establishing and embedding hygiene level prac ces. It is a long way from opera ng at the best
prac ce level needed given the par cular challenges of triangular people management. A new
rela onship management model for suppor ng these staﬀ has been introduced and is s ll learning
the best ways of communica ng with members and their support staﬀ. We ques on whether this
new approach has been adequately resourced to significantly enhance the Service’s connec on with
member support staﬀ or to be er meet member expecta ons. The Service has underes mated the
strategic HR capability and capacity required to more proac vely address some of the frustra ons of
members in this area.
Shared services on the Parliamentary precinct are helping to realise eﬃciencies, assis ng in oﬀering
seamless services to members and enhancing the resilience of the back oﬃce func ons across the
various agencies involved. There are challenges for all the agencies involved in learning how to be
high quality purchasers or providers of services and in exploring the full range of shared services and
outsourcing opportuni es. Shared services is not at a mature state and will take some me to get
there. The parliamentary precinct is not alone in this as other shared services ini a ves across the
public sector face similar challenges.
Ul mately this is about more than shared services. The parliamentary agencies should aspire to
common outcomes and move beyond a provider/customer model to one where common success is
defined in terms of a more eﬀec ve Parliament. This is at the heart of driving improvement and
consistency in the support delivered to Parliament and members.
Parliament is becoming increasingly technology enabled. The Service has delivered well in recent
years in upda ng core ICT systems and infrastructure, and in giving members greater choice and
be er support. However the demands for increased technology services, cost eﬀec vely delivered
and with security/privacy assured, will con nue. A par cular challenge for the Service is being an ICT
provider to the Oﬃce of the Clerk as it undertakes a current suite of informa on systems projects.
The Service will need to oﬀer support to the Oﬃce of the Clerk in scoping, developing the case for
change and specifying, not just as a technology service provider.
The Service’s other key outcome relates to the accessibility of Parliament. The underlying driver for
this is public understanding of the ins tu on of Parliament and support for the democra c process.
The Service needs to consider more deeply what accessibility means, which services are most likely
to achieve this and how to work with other Parliamentary sector agencies (and others such as the
Electoral Commission) to promote these services. For the Service, accessibility may be li le more
than facilita on of physical access to the precinct and its services, but it needs to be very clear about
this aspect of its strategy, if only to manage customer expecta ons. We ques on whether this
should be one of the Service’s two outcomes, given its rela ve simplicity.
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Performance challenge – Agency
i

Purpose, Targets and Business Strategy

The Service has a clear purpose, outlined in the Parliamentary Service Act 2000, to provide
administra ve and support services to the House of Representa ves and to members of Parliament.
We note that an ‘accessibility’ objec ve is not mandated, although this is currently one of its strategic
outcomes. The Service is also a significant shared services provider that needs to work with other
Parliamentary precinct agencies to achieve joint outcomes of the overall eﬀec ve and eﬃcient
func oning of Parliament.
Governance oversight of the Service is provided by the Speaker with assistance from the Parliamentary
Services Commission. A Joint Parliament Sector Advisory Board has recently been established under
the sponsorship of the Speaker to advise the General Manager of the Service and Clerk of the House
of Representa ves. It includes three external members. The Service should reflect on its current
areas of development and the extent to which the Advisory Board can support and address the
challenges in front of it in building a truly customer-centric service with much improved people
development and management.
The Service needs to translate its clear customer service purpose into a vision and business strategy
that is widely understood and aspired to throughout the organisa on. The Service requires a whole
of organisa on vision that can help bring its quite separate func onal service areas together and
help develop and embed a customer-centric approach.
The Service is fortunate in having a dedicated staﬀ who believe in the importance of their role to
serve the ins tu on of Parliament. It is not uncommon for staﬀ to have le be er paid roles to work
for the Service because they are fascinated by Parliament and the unique work environment. There
is a huge opportunity to develop the vision and strategy in a manner that taps into the commitment
of the Service’s staﬀ.
Currently there is a significant disconnect between this passion for Parliament and commitment to
the Service as an organisa on. Some staﬀ feel intensely frustrated because they cannot see how
their day-to-day work aligns to an overall collec ve ambi on for the Service. In the absence of a
shared strategy, staﬀ default to working on things within their control in their func onal silo. This
results in a stronger allegiance to the silo than to the Service as a whole. This dilutes innova on, risk
taking and crea vity. It also fails to realise the poten al contribu on to the Service from such a
commi ed staﬀ.
The Service’s PIF Self-review notes that the SMT needs to engage more with the organisa on. Tier
three managers have an important role to play as a conduit between SMT and line staﬀ, par cularly
in rela on to the strategic direc on. Eﬀec ve communica on is vital. The engagement required
goes beyond top down socialisa on of purpose, vision and strategy by the various management
levels and should entail bo om up, joint crea on of vision and strategy with staﬀ.
SMT is aware of the need to ar culate a compelling story around the ambi on of the Service. It has
made a start in developing the strategy. As part of this the Service needs to ar culate a small number
of targets or measures that will unify staﬀ across func onal silos. This will also help SMT members
go beyond their individual areas of responsibility and act as a leadership team focused on the overall
performance and ongoing development of the Service.
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ii Opera ng Model
The opera ng model describes how the Service will opera onalise and deliver its business strategy.
The Service needs to choose and implement an appropriate opera ng model, and suppor ng
organisa onal development strategies, to meet its performance challenge. The opera ng model
needs to reflect the needs of the business strategy – delivering on a por olio of services to Parliament
and members. Because of the wide variety of services the Service is mandated to provide to
members, there has been a tendency to date to develop the opera ng model in a way that reflects
the func onal services rather than the customers’ needs and wants.
The Service acknowledges this and is making progress towards more customer-centric ways of
working. This will require the Service to develop systema c mechanisms for developing much
deeper understanding of member preferences for which current services they most value, what
services they might want or need for the future, rules or policy changes that might be required and
the costs of delivering the various services. Improved customer intelligence should also enable the
Service to reflect on what services might surprise and be er enable customers, even if they have not
iden fied a need themselves. The Service will need to ensure members believe the Service is
commi ed to operate diﬀerently. Some exis ng fora designed to capture customer insight are
currently seen as the Service ‘telling’ members what is going to happen rather than being a forum
for jointly plo ng a path forward.
This customer emphasis will require some development and me for members to get accustomed to
working with a Service that is clear about its service levels based on the Speaker’s Direc ons and
ready to work with members in ways that best enable them to be eﬀec ve. The Service’s opera ng
model will also need to evolve in a way that ensures it con nues to be able to support the other
parliamentary sector agencies to deliver on their objec ves.
The Service’s PIF Self-review notes that it doesn’t balance experimenta on, innova on and risk well.
There is evidence of staﬀ not making decisions and delega ng upwards. This means that SMT can
become diverted into opera onal ma ers, working at a level below where it should be.
Successful development of a truly customer-centric Service cri cally hinges on people and the
management of staﬀ in a way that ins lls a customer service ethos. People development is the most
significant area of weakness in the Service at present.
Key amongst the people development challenges are:
• li ing overall management competencies at ers three and four
• consistent performance management engagement with staﬀ around objec ve se ng and
ongoing feedback on performance
• greatly improved communica ons to li the staﬀ engagement, including greater management
visibility and be er alignment between management behaviours and organisa onal values.
As much as we are signalling a need to become more customer-centric and to work with members,
and shared service clients, in a co-development mind-set, we are also indica ng a need to apply a
very similar approach with the Service’s people. It is not for SMT to set goals and constantly monitor
delivery but it is SMT’s role to create the environment where staﬀ co-develop their personal learning
and development plans (that are aligned with the Service’s direc on, strategy and skill needs) with
their managers.
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There is a real chance the Henry Inquiry ma ers could make the Service, and the SMT, even more
risk averse. This should be avoided. The Service must learn from what happened as it innovates and
learns in the journey to improve its service delivery.
Ensuring that recent events do not s fle innova on will require some changes in management
prac ces. It will be important for managers to be clear about collec ve accountability, risk thresholds
and mechanisms for con nuous improvement. The decisive, visible and unified leadership of SMT
will be cri cal in this.

iii Implementa on (including change capability)
The Service has a number of influences that are currently aligning in a way that increases the
opportunity to successfully make change:
• the staﬀ have a strong belief in the value of a well func oning Service, and its contribu on to a
strong Parliament
• a new General Manager is in place with an open and inclusive communica on approach
• there is a general level of sa sfac on amongst key customers for the current services and a
consistent view as to where the Service can improve. Some service lines are regarded as providing
excep onal customer service
• the Speaker, as responsible Minister, has confidence in the Service to respond to member
requirements
• there is growing confidence and trust from the Oﬃce of the Clerk in the Service’s ability to
deliver on shared services, and increasing buy-in to the ra onale for closer strategic planning and
objec ve se ng amongst sector agencies
• the new Parliament Sector Advisory Board is in place and has the poten al to provide key strategic
challenge and insight to support a more joined up sector approach.
To meet its performance challenge the Service needs to:
• con nue to listen to its customers and evolve its opera ng model to keep pace with how members
want to operate their Parliamentary business. It needs a culture of working collabora vely with
members and involving them in decisions, while being selec ve how it uses members’ me.
Par cular thought should be given to how to work more strategically with party Whips
• work inclusively with customers and staﬀ to flesh out the vision and strategy, set targets and monitor
and report on these. This process must tap into the sense of mission held by staﬀ and unify them
across business groups in the service of the collec ve story. All staﬀ must be able to see how their
day-to-day work contributes to strategy and direc on and thus find real meaning in it
• embark on a period of intense development for its SMT and managers. SMT needs to become a
collec vely accountable team. To maximise the passion staﬀ have for Parliament and its ongoing
success, all managers need to be developed to engage, mo vate and challenge staﬀ
• invest urgently in strategic HR management, in order to move this from the current transac onal
and patchy state to a performance level commensurate with the sophis ca on required to
manage both disparate corporate func ons and the par cular employment rela onship with
members’ staﬀ. In saying this we note this is already an area of a en on for the Service and it can
be diﬃcult for a small agency to a ract the skills required
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• complete with some urgency an eﬀec ve communica ons strategy. At present there are a number
of touch points with staﬀ and customers that are not being maximised. The Service should be
more deliberate about the purpose of each of these interac ons. Messages, delivery style and
mode need to be planned to ensure the intended benefits are achieved.
As a Legisla ve branch agency the Service has been at some distance from the types of support
available to Execu ve branch agencies. The Execu ve branch needs to provide more support to the
Service in its change and people development programmes. This can occur without imperilling the
Service’s cons tu onal status.

What will success look like?
This sec on describes what the Service will look like in a future state if it has successfully transformed
itself to capitalise on some of the opportuni es iden fied here and in the Service’s PIF Self-review.

People
In four years me the Service will have tapped into the passion and real personal connec on its staﬀ
have for the preserva on of a strong Parliament and for promo ng its accessibility to ci zens. This
will include:
• the Service truly engaging staﬀ in the development of its vision and strategy. Staﬀ will have a good
understanding of how their work contributes to the Service’s overall objec ves. The passion
staﬀ have for Parliament will be matched by their commitment to the Service as an organisa on.
Some ini al steps have been taken to improve staﬀ interac on across the business groups. This
should be con nued and strengthened
• SMT members being visible leaders across the Service, not just within their business group.
Leaders are consistently communica ng priori es against the back-drop of a well ar culated, codeveloped strategy
• the Service having leading people management prac ces based on an investment in developing
management competencies. There will be open and honest two-way communica on around
career planning, and real- me meaningful feedback on performance will be a regular feature of
staﬀ/manager interac ons
• the Service will have achieved a greater sense of place and support for member support staﬀ,
irrespec ve of any formal changes to the employment arrangements of these staﬀ
• the Service’s leaders will be more connected across the public sector, in par cular to avail
themselves of the tools, techniques and learnings from others who have dealt with similar
challenges.

Customers
In four years me the Service will be working to a more customer-centric model. This will include:
• a clear service catalogue and regular repor ng of a small number of key performance service
metrics. Priori sa on will occur in collabora on with members and will be based on a good
understanding of value to members and the cost of services. Members will have a clear
understanding of what will and won’t be delivered
• shared services for the precinct will be based on informed purchasers and providers with a service
culture. The Service will have supported the other agencies as this state is achieved. Success will
be star ng to be defined in terms of a joint view of a more eﬀec ve Parliament
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• the Service has worked with other agencies to develop a joint long-term vision and strategy for
parliamentary stewardship in New Zealand.
Overall the performance challenge for the Service is one of improving alignment: between the
voca on of its people and the strategy of the agency; between customers’ needs and service
provision; between func onal service silos, and between its opera onal outcomes around service
and its stewardship outcome around suppor ng Parliament as an enduring ins tu on of
New Zealand’s democracy.

Grant Taylor
Lead Reviewer
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CENTRAL AGENCIES’ OVERVIEW
The Service supports the ins tu on of Parliament by providing administra ve and support services
to the House of Representa ves, Members of Parliament and agencies working within the
Parliamentary precinct. The Service faces a number of pressures including high member expecta ons,
transforma ve pressures in areas such as technology, fiscal pressures and the need to move to more
partnership based and enabling models with its customers.
The reviewers note there has a tendency for the Service’s opera ng model to reflect the wide variety
of func onal services it oﬀers rather than the customers’ needs and wants. The Service acknowledges
this and is making progress towards more customer-centric ways of working.
The reviewers note that the Service is fortunate in having a dedicated staﬀ who believe in the
importance of their role to serve the ins tu on of Parliament, and there is a huge opportunity to
work with staﬀ to develop a shared vision and strategy for the Service. The reviewers also note the
importance of developing leading prac ce people management and that a customer-centric Service
will not happen without this.
The Service is an agency within the Legisla ve branch of government and thus our role as central
agencies is diﬀerent than our role with Execu ve branch agencies. However the reviewers note that
the Service faces similar management challenges as other agencies and would benefit 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 Service’s cons tu onal
status. We will work with the Service to agree the support to be oﬀered in these areas.

Iain Rennie
State Services Commissioner

Gabriel Makhlouf
Secretary to the Treasury

Andrew Kibblewhite
Chief Execu ve, Department of
the Prime Minister and Cabinet
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SUMMARY OF RATINGS
Results
PRIORITIES

RATING

The House of Representa ves and
members receive high quality support
services
Parliament is accessible to members
of the public

RATING
EFFECTIVENESS

CORE BUSINESS

RATING
EFFICIENCY

Services to members
Services to other
parliamentary
agencies
Precinct services
RATING
Regulatory Impact

Ra ng System
Strong

16

Well placed

Needing development

Weak

Unable to rate/not rated
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Organisa onal Management
LEADERSHIP, DIRECTION AND DELIVERY

RATING

PEOPLE DEVELOPMENT

RATING

Purpose, Vision and Strategy

Leadership and Workforce Development

Leadership and Governance

Management of People Performance

Values, Behaviour and Culture

Engagement with Staﬀ

Structure, Roles and Responsibili es
FINANCIAL AND RESOURCE MANAGEMENT

Review

RATING

Asset Management

EXTERNAL RELATIONSHIPS

RATING

Informa on Management

Engagement with the Ministers

Improving Eﬃciency and Eﬀec veness

Sector Contribu on

Financial Management

Collabora on and Partnerships with
Stakeholders

Risk Management

Experiences of the Public

Ra ng System
Strong

Well placed

Needing development

Weak

Unable to rate/not rated

Note: There have been three significant upgrades to the PIF Agency Model since it was implemented
in 2009. The first 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 Be er
Public Services upgrade in January 2014. These upgrades aﬀect comparability with previous PIF
reports. For more informa on on the upgrades see: h p://www.ssc.govt.nz/pif-core-guide-1.
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AGENCY CONTEXT
The Service supports the ins tu on of Parliament by providing administra ve and support services
to the House of Representa ves, members of Parliament and the agencies working within the
precincts of Parliament. The Service is a non-Public Service department that is part of the Legisla ve
branch, not the Execu ve branch, of government.
The principal du es of the Service are defined under sec on 7 of the Parliamentary Service Act 2000
and are:
a To provide administra ve and support services to the House of Representa ves and to members
of Parliament, and
b To administer, in accordance with direc ons given by the Speaker, the payment of funding
en tlements for parliamentary purposes.
To assist members in the fulfilment of their roles as legislators and elected representa ves, the
Service provides members with the tools, staﬀ and working spaces they require to work as eﬀec vely
as possible. Services are provided to members, both in Parliament and at their out-of-Parliament
oﬃces, as well as to other agencies within the parliamentary precinct.
The variety of services provided to members includes the provision of personnel services to members
in rela on to member support staﬀ, security services, provision of informa on and library research
services, and travel and catering services.
The Service also provides a range of shared services to other agencies on the parliamentary precinct
including finance, ICT, payroll and informa on and research services.

Resources
As at 30 July 2013, the Service employed 721 staﬀ (598 full me equivalent staﬀ). There are two
workforces – the events-based workforce (member support staﬀ) directly suppor ng and working
for the members of Parliament and within the poli cal party oﬃces (59% of staﬀ), and the core
workforce that provides a range of services to the House of Representa ves, members and the
parliamentary precinct (41% of staﬀ).
The Service is funded through Vote Parliamentary Service with planned departmental baseline
funding of $67.931 million for 2014/15 and out years.

18
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RESULTS SECTION
Part One: Delivery of Priori es
This sec on reviews the agency’s ability to deliver on its strategic priori es. While the ques ons
guide Lead Reviewers to retrospec ve and current performance the final judgements and ra ngs are
necessarily informed by the scope and scale of the performance challenge.
Priority 1: The House of Representa ves and members receive high quality support services
Performance Ra ng: Well placed
This is one of the two outcomes for the Service in its Outcomes Framework. It is supported by three
impacts:
• members can work flexibly and eﬀec vely wherever they are
• members receive a high quality seamless transi on between Parliaments
• members and par es receive quality informa on, research and collec on services.
The Service is generally clear about its purpose and the services required to meet the needs of
Parliament and its members. However it faces some par cular service delivery challenges including:
• members have demanding needs because they operate in a 24/7, high profile environment,
geographically spread with o en ght me pressures. For example if a computer is not working
for 20 minutes when a press release is occurring, it can be a major inconvenience
• it is some mes diﬃcult to dis nguish between spending for parliamentary purposes and for
poli cal purposes. This makes the Service an arbiter of rules that are cri cal to members
• there is a triangular employment rela onship for member support staﬀ – between the staﬀ
member, the Service as the employer and the member as the line manager. This creates issues in
recruitment, staﬀ performance management and staﬀ development
• an environment of budget pressures, which mean the Service needs to consider how to limit or
ra on some services.
Despite these challenges the Service is generally delivering well to members (HR services are the
most problema c) and members recognise there has been a considerable improvement in recent
years. The Service is regarded as bureaucra c by some but at the same me many members and
their staﬀ say the Service is dedicated and professional. The major service delivery ini a ves and
customer feedback are discussed further under Core Business below.
The Service’s PIF Self-review notes more work is required on systems, processes and structures;
there needs to be a consistency of focus on customer service across all service areas; and there
needs to be adequate resourcing.
The Service will need to constantly balance the individual service requirements of members with the
need to be equitable across all members.
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Priority 2: Parliament is accessible to members of the public
Performance Ra ng: Needing development
This is the other of the Service’s two outcomes. Both the Service and the Oﬃce of the Clerk have
stated outcome objec ves rela ng to accessible Parliament. At its core is a concern that New
Zealander’s declining par cipa on rates put at risk our democra c process. It is vital to a healthy
democracy that the ins tu on of parliament is not taken for granted. Neither agency alone, nor
these two agencies together, can address the range of factors that contribute to society’s apathy
towards Parliament. Each does however need to be clear on its par cular contribu on to a shared
strategy for enhancing accessibility and relevance.
The Service’s work to support this outcome includes maintaining the parliamentary buildings and
collec ons, ensuring public access to the precinct, visitor services, educa onal resources, website
material and business con nuity planning. Educa ng young New Zealanders about Parliament and
democracy as part of the New Zealand curriculum is seen as important. This includes visits by school
groups, an interac ve website and a mock chamber where students can re-enact debates. The
Service does good work in these areas it has direct responsibility.
However we ques on whether this outcome ought to feature at this level in the Service’s performance
framework. If the outcome is to be retained it needs to be ar culated in a way that considers what
accessibility means to people, which services are most likely to achieve this and how to work with
other agencies to promote these services thereby enhancing accessibility.
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RESULTS SECTION
Part Two: Delivery of Core Business
This sec on reviews the agency’s eﬀec veness and eﬃciency in delivering its core business. While
the ques ons guide Lead Reviewers to retrospec ve and current performance the final judgements
and ra ngs are necessarily informed by scope and scale of the performance challenge.

Core business 1: Services to members
Performance Ra ng (Eﬀec veness): Needing development
Performance Ra ng (Eﬃciency): Needing development
The Service oﬀers a range of services to members including ICT (personal computers, internet
connec vity and telecommunica ons), travel services, financial and accoun ng services, en tlements
advice, payroll services, member support staﬀ, out-of-Parliament oﬃce administra on and
management services, and research and informa on services.
Travel services and research and informa on services are highly regarded. Considerable work has
occurred in recent years to improve ICT, finance and HR services. HR services have a considerable
way to go and improvement is complicated by the challenging triangular rela onship between
member support staﬀ, the member and the Service. As already noted the Service must monitor the
fine line between using funding for parliamentary or poli cal purposes. Likewise member en tlements
are a complex area.
A service level agreement is in place that details the services available to members and associated
performance informa on. For the 2012/13 year the Service achieved an average 89% of deliverables.
Other feedback is from a scorecard completed six-monthly by party Whips and from a member
support staﬀ survey, which was first conducted in 2013 and is to be repeated annually. Both give
generally favourable results with HR, the member and support staﬀ service and finance requiring the
most improvement.
The Service is aware of the need to develop a customer-centric approach, and an enabling rather
than preven ng philosophy. The recent example of ICT moving to support a range of members’ own
devices is a good example of how the Service can be responsive to member preferences. Ul mately
the Service should be iden fying trends in ways it can support members and pro-ac vely oﬀering
service level changes that reflect its deep understanding of its customer. Developing a customercentric service model is about understanding the customer and being solu on focused. It is also
about clarity by both groups about the range and scope of services that are able to be delivered.
Customer-centric does not mean always saying ‘yes’ to customer requests. In a budget constrained
environment the Service needs to be clearer when to say ‘no’. This involves being more proac ve in
defining the service oﬀerings, making rules clear and enforcing them, while recognising the unique
and diﬃcult roles that members undertake. The Service is aware of these issues and is star ng to
implement such approaches.
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Currently the Service is not aware of the costs of each service it oﬀers and is not able to make
informed decisions about trade-oﬀs and priori es. The Eﬃciency ra ng in this area will improve
when the Service has a be er understanding of its costs and can make these decisions on the basis
of quality informa on. Some areas, such as HR, may require investment – more resources may be
required in rela onship management with members and their support staﬀ. The implementa on of
proposed changes to Speaker’s Direc ons will require addi onal support for members and their staﬀ
so these changes are implemented as intended.

Core business 2: Services to other parliamentary agencies
Performance Ra ng (Eﬀec veness): Needing development
Performance Ra ng (Eﬃciency): Needing development
The Service provides services to other agencies, principally:
• Oﬃce of the Clerk – finance, ICT, payroll, informa on and research services
• Parliamentary Counsel Oﬃce – transac onal finance services, ICT backbone network, payroll,
informa on and research services
• Ministerial Support division of DIA – ICT, payroll, travel, informa on and research services.
This func on has grown in recent years. It is part of a wider coming together between agencies
(par cularly between the Service and the Oﬃce of the Clerk) with the drivers for common services
being able to oﬀer seamless service delivery to users and eﬃciency. This is an excellent development.
However shared services are s ll in their infancy with the agencies learning what is required. In
par cular the Oﬃce of the Clerk needs to be a more proac ve and informed purchaser, be er able
to specify its needs and monitor that they are being delivered. It needs to be able to dis nguish its
transac onal from its strategic requirements and consider how to deliver the (more diﬃcult) strategic
part. The Service will need to help the Oﬃce of the Clerk as it develops this capability. The Service,
as supplier, needs to have a service delivery culture and not be seen to priori se its own needs
ahead of those of the purchaser agencies.
Eﬃciency is a major driver for these arrangements. However the financial arrangements (who pays
what for what services) are not always clear or are based on historical assump ons. The Service
needs a be er understanding of the costs of its services and must be able to nego ate charges with
the other agencies for diﬀeren al levels of service.
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Core business 3: Precinct services
Performance Ra ng (Eﬀec veness): Well placed
Performance Ra ng (Eﬃciency): Needing development
Precinct services include building management, security, visitor services including educa on,
catering and messenger services. Precinct services are generally well regarded and considered to be
at an appropriate level by members, their staﬀ and the other agencies in the parliamentary precinct.
However even in these areas the demands of a 24/7 working environment (for members, some staﬀ
and others such as the press gallery) and at mes the lack of a service culture from the Service were
raised as issues. The importance of healthy and accessible catering op ons for staﬀ and members in
such an intense and me-pressured environment was a key issue for many. There were a range of
views including the need for more flexible op ons such as coﬀee carts and longer opening hours.
The Service has a good picture, informed by a 2013 review of its property por olio, of the future
maintenance needs across the precinct. This review indicated that the Service’s asset management
is opera ng at a ‘core’ level of maturity. Given the importance of the management of the precinct
property assets, we support the Service’s desire to move to a higher level of maturity.
More complete long-term asset planning and a be er understanding of the cost structures of
services will support an improvement in the eﬃciency ra ng for this area.
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ORGANISATIONAL MANAGEMENT SECTION
This sec on reviews the agency’s organisa onal management. The ques ons guide Lead Reviewers
to current and future performance. Final judgements and ra ngs are informed by the scope and
scale of the performance challenge.

Part One: Leadership, Direc on and Delivery
Purpose, Vision and Strategy
How well has the agency defined and ar 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 Ra ng: Needing development

Leadership and Governance
How well does the senior team provide collec ve leadership and direc on to the agency?
Performance Ra ng: Needing development

Values, Behaviour and Culture
How well does the agency develop and promote the organisa onal values, behaviours and culture
it needs to support its strategic direc on?
Performance Ra ng: Needing development

Structure, Roles and Responsibili es
How well does the agency ensure that its organisa onal planning, systems, structures and prac ces
support delivery of government priori es and core business?
How well does the agency ensure that it has clear roles, responsibili es and accountabili es
throughout the agency and sector?
Performance Ra ng: Needing development

Review
How well does the agency encourage and use evalua ve ac vity?
Performance Ra ng: Needing development
The Service’s purpose is outlined in the Parliamentary Services Act. The development of a vision and
strategy are areas of current development for SMT. Refreshing the Service’s purpose, vision and
strategy, in a way that galvanises its passionate workforce is cri cal to the Service’s success.
24
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The Service’s workforce has a strong belief in the value of a well func oning Parliament, and the role
the Service can play in suppor ng this through providing member services in an eﬃcient and eﬀec ve
manner. While ar cula on of interven on logic in the Service’s external accountability documents
has improved in recent mes, it is not grounded in a vision of the future that resonates with staﬀ.
Striking the right balance between providing very tailored services to members that meet their
individual needs and the reality of ongoing fiscal constraints is not straight forward. The Speaker’s
Direc ons essen ally establish a formulaic set of en tlements for members. While members are
accep ng of the need for restraint, they do observe a gradual reduc on in service levels with more
tasks being performed by member support staﬀ and less by the Service’s core staﬀ.
Staﬀ have noted a good level of communica on from the newly appointed General Manager. Staﬀ
perceive SMT is s ll not visible enough and that SMT members do not regularly and consistently
communicate a compelling strategy and updates on actual performance at a whole of Service level.
Previous arrangements promoted individual accountability for business groups to the General
Manager, rather than SMT being a body with joint responsibility for managing the Service. For the
Service to develop into a truly customer-centric organisa on SMT members need to develop insight
into each other’s aspects of the Service to sa sfy themselves it is opera ng on the right track and
assume collec ve accountability for results.
As noted in the PIF Self-review the Service operates in silos with varying and insular cultures within
teams. As an organisa on whose legisla ve purpose is expressed in terms of customer service, the
Service lacks a visible expression of what this means in terms of expected behaviours for its people.
Some staﬀ and teams are already very customer-centric, but this is not being driven consistently across
the Service in response to a set of well developed and consistently applied behavioural expecta ons.
Due to the Service’s risk averse nature, staﬀ appear reluctant to make decisions without the added
protec on of delega ng upwards. While there are some areas of the Service where the poten al for
precedents to be set should give rise to staﬀ seeking input from more experienced managers, this
should be in the minority of cases if the Service is driving towards becoming a highly responsive
customer organisa on.
SMT currently has two ac ng members which can create a sense of temporariness. In par cular we
observe the impact on the team of having an ac ng CIO posi on for 18 months. This has significant
impact on a cri cal part of the Service and should be addressed with haste.
To its credit the Service has stepped up to provide a range of shared services to fellow Parliamentary
precinct agencies. This aspect of the Service needs to con nue to mature but it has added value in
terms of cost eﬃciencies and the sustainability of service for the smaller agencies.
The Service has implemented the majority of the recommenda ons of the 2012 Appropria ons
Review Commi ee. This process is seen as eﬀec ve.
There is an expecta on that a high performing agency u lises evalua on and review ac vi es to
contribute to its understanding of what’s working and what isn’t. The Service should consider the
opportunity to, in a structured and ongoing way, to use reviews of its core service areas as part of
building a learning performance culture.
SMT’s ac ons in response to review and evalua ons and communica ng how these ac ons are
consistent with the overall strategic story, are cri cal to embed these con nuous improvement
expecta ons across the Service.
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ORGANISATIONAL MANAGEMENT SECTION
Part Two: External Rela onships
Engagement with the Ministers
How well does the agency provide advice and services to Ministers?
Performance Ra ng: Well placed

Sector Contribu on
How eﬀec vely does the agency work across the sector?
Performance Ra ng: Needing development

Collabora on and Partnerships with Stakeholders
How well does the agency generate common ownership and genuine collabora on on strategy
and service delivery with stakeholders and the public?
Performance Ra ng: Needing development

Experiences of the Public
How well does the agency understand customers’ and ci zens’ sa sfac on?
Performance Ra ng: Needing development
The Service’s rela onship with the Speaker is very good, although it was aﬀected in 2013 by the
Henry Inquiry ma ers. The Speaker completes a survey once a year on his sa sfac on with aspects
of the Service’s work. Recent ra ngs have been good.
The Service and the Oﬃce of the Clerk form the core parliamentary sector. In recent years they have
considerably increased their level of collabora on 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 and this should be a priority.
As noted under Core Business above, the Service and the Oﬃce of the Clerk (plus Parliamentary
Counsel Oﬃce and the Ministerial Support division of DIA) are using common services to be able to
oﬀer a seamless service to users and to realise eﬃciencies. However as noted these arrangements
are not yet well understood and there needs to be both an informed purchaser and a supplier with
a service delivery culture.
The Service’s major stakeholders are members and their staﬀ, and other users of the Parliamentary
precinct such as the press gallery and other agencies. As noted under Core Business above,
stakeholders are generally happy with the services they receive, but with varia ons across the
diﬀerent services and some areas the Service needs to improve. The Service is aware of the need to
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develop a much be er service culture. It also needs to develop service catalogues and changes to
service levels in collabora on with users. This can be problema c as its users are o en very busy
people.
The public’s direct experience of the Service is limited to visitors to Parliament. Visitors a end
Parliament for a variety of reasons ranging from educa onal tours to a endance at Select Commi ee
hearings/submissions. Anecdotal feedback about the experience of those who visit Parliament is
very posi ve regarding the quality of the precinct and the professionalism of the service staﬀ they
interact with. The service has mechanisms in place to capture direct feedback as an input to evolving
its services.
Expecta ons of how sophis cated agencies are in terms of transla ng voice of customer into changes
to their service design and delivery con nue to evolve. The Service is one of the first agencies where
the revised PIF expecta ons have been applied.
The Service seeks feedback from its member customers including party Whips (on behalf of members)
and member support staﬀ. This feedback provides some input into decisions about service delivery.
As noted elsewhere the Service needs to do more to define its Accessibility outcome and consider
what visitors to the precinct and the wider public want. Feedback from the common/shared services
customers is currently informal. Overall the Service is not currently a customer-driven organisa on,
using input from customers to help design and deliver its services. The Parliament Communica on
Strategy 2013-15 is being developed jointly with the Oﬃce of the Clerk and signals that a more
customer-centric approach is planned.
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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 an cipate and respond to future capability requirements?
Performance ra ng: Weak

Management of People Performance
How well does the agency encourage high performance and con nuous improvement among its
workforce?
How well does the agency deal with poor or inadequate performance?
Performance ra ng: Weak

Engagement with Staﬀ
How well does the agency manage its employee rela ons?
How well does the agency develop and maintain a diverse, highly commi ed and engaged
workforce?
Performance ra ng: Weak
The success of the Service depends on its people. It is vital they work together with a shared
commitment to the Service and understand its direc on, its challenges and what they can do to help
make Parliament succeed given the demanding context within which its customers work. People
who are well led and highly engaged are much more likely to give great service to customers.
In spite of the high levels of intrinsic mo va on and commitment of the Service’s people, the
Service’s PIF Self-review iden fies people development as a weakness. We agree this should be
seen as a key area of opportunity and acted on with urgency.
The HR func on of the Service was un l recently old fashioned and highly transac onal. It has clearly
improved but understands it s ll has a long way to go to be within sight of best prac ce levels.
Unfortunately, such is the complexity of the management model (given the triangular rela onship
for members’ staﬀ) that best prac ce is required. During our review staﬀ expressed par cular
concerns regarding:
• some mes inauthen c notes in management communica ons, including disconnects between
rhetoric and management behaviours, par cularly at er three
• lack of focus by line managers on people issues
• few opportuni es for engagement by the front line in vision and strategy, outside their par cular
func onal silo
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• poor induc on for new starters
• lack of helpful feedback on performance and inconsistent ac on taken to address poor performers
• low management a en on paid to the explicit culture and behaviours required from all those in
the Service
• absence of meaningful conversa ons about their careers, areas of development, opportuni es
for progression or broadening their experience base.
Many of these challenges are par cularly stark for support staﬀ in members’ oﬃces, including outof-Parliament staﬀ, who have less direct contact with the Service as employer than is usual, given
their line management rela onship is with their member. They also have a rela onship breakdown
clause in their employment agreements which makes it rela vely easy for them to be replaced; a
factor that at mes adds a certain stress to both employee and member.
These issues require all managers in the Service to be as focused on the needs of their staﬀ as they
are on the needs of their external customers and to see these two things as absolutely connected.
Managers require sound people management competencies that are supported with training and
development ac vity, par cularly for middle level and front line managers. Managers should be held
accountable for the quality of their people management, including engagement scores and customer
service metrics.
Progress to the extent required will also necessitate rethinking of the approach to performance
management, which was historically ghtly linked to remunera on increases. Since it was recently
uncoupled from rewards, some managers and staﬀ appear not to see ‘the point’ of performance
reviews. Some also feel that developmental discussions are pointless given the limited career paths
in some func ons. These issues must be addressed with urgency. Management is people
management, and regular, normalised discussion on strengths and development points are at the
heart of people management. A significant reset is needed in this regard.
The Service has some of these challenges in common with other agencies in the Execu ve branch.
We encourage it to leverage investments already made in other public sector agencies including an
improved performance management system, talent management frameworks, and professional
development curricula. Career path issues can be addressed on a mul -agency basis, both within
the Legisla ve branch and beyond.
Union rela onships appear somewhat dated and more adversarial than necessary. The SMT needs
to consider a more strategic and proac ve approach to joint work with unions on key people issues
outside of formal bargaining processes.
The need to move with urgency to a best prac ce model is par cularly essen al given that members
are in need of sensi ve and strategic support in their line management of their staﬀ. Rela vely few
come to oﬃce as experienced people managers themselves and even if they are, the stresses of
their roles are such that they cannot priori se this. They need to be supported with a de touch. At
present, they more o en feel frustrated than supported.
The Service’s PIF Self-review also notes specific communica ons challenges which are adversely
aﬀec ng engagement. These relate to inconsistent communica on of expecta ons by managers to
staﬀ, and in par cular weak and inconsistent communica on from the Service to its member support
staﬀ.
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Similar messages have been given through the culture survey. Staﬀ are now wai ng to see how
management responds. It will be cri cal for SMT to do so in a manner that does not push the work
back onto staﬀ or shirk the hard issues. They must be seen to be listening, owning and ac ng on the
feedback from staﬀ.
There have been recent eﬀorts to improve communica on from SMT to staﬀ through the opera onal
managers. These are not reaching staﬀ in a way that communicates key messages or connects with
staﬀ ’s strong commitment to the mission of Parliament. Staﬀ do not feel they are safe to provide
feedback to managers or that requests for grass roots input are genuine.
To make the progress required the Service should:
• start at the top to ensure all SMT members have clear and consistent communica ons and a
strong sense of team, as discussed above. SMT needs to be more ac ve in communica ng its
expecta ons of managers in rela on to their role in growing and developing their staﬀ. More
importantly SMT members need to lead by example including consistently showing a greater
commitment to working with teams to set objec ves, suppor ng them to make progress in
achieving these objec ves and ul mately openly and transparently assessing performance
• focus management development eﬀort, and development conversa ons, on er three and front
line managers to reinforce the requirement for those with staﬀ management responsibili es to
significantly li performance in this regard
• once the overall strategy for the Service has been co-developed with staﬀ, undertake further joint
work with staﬀ on the required culture and behaviours necessary to execute on the strategy
• link management performance ra ngs to staﬀ engagement levels
• undertake regular engagement with unions on an improvement strategy for people management
• implement a new performance management tool
• leverage people management tools and material from across the public sector
• develop, with input from members, a more explicit people management strategy for its member
support staﬀ
• supplement the exis ng HR capability with access to more strategic HR advice to support be er
day-to-day service and the development of an enhanced workforce strategy
• consider the adequacy of the current HR rela onship management resource to truly discharge
the Service’s responsibili es as the employer of the member support staﬀ.
It is not enough for the Service to bring its HR func on up from its historically poor levels to a
hygiene state. If the Service is to be all that it can be and partner with members to unleash the talent
of its people, this area requires a more urgent and transforma ve approach.
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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 me?
Performance Ra ng: Needing development

Informa on Management
How well does the agency manage and use informa on as a strategic asset?
Performance Ra ng: Needing development

Improving Eﬃciency and Eﬀec veness
How robust are the processes in place to iden fy and make eﬃciency improvements?
How well does the agency evaluate service delivery op ons?
Performance Ra ng: Needing development

Financial Management
How well does the agency plan, direct and control financial resources to drive eﬃcient and
eﬀec ve output delivery?
Performance Ra ng: Needing development

Risk Management
How well does the agency manage its risks and risks to the Crown?
Performance Ra ng: Well placed
The Service is a medium sized agency that supports 121 members, employs 721 staﬀ throughout
New Zealand and manages large oﬃce accommoda on assets (primarily heritage buildings). It is a
shared services provider to the other agencies in the parliamentary precinct and this role is increasing,
especially for the Oﬃce of the Clerk and Ministerial Services. Accordingly the Service requires high
quality strategic capability in the finance and support services areas. This capability has improved in
recent years but s ll requires more emphasis. A cost to serve financial model is an urgent requirement.
This informa on will enable the Service to engage with the Speaker and party Whips in a more
evidence based discussion about priori es and service levels.
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The Service manages Crown property assets with a book value of $446 million and departmental
non-current assets with a book value of $19.3 million (cost $54.6 million). Long term asset
management plans are being put in place which will help to put building maintenance on a structured
basis. More work is required to flesh out the detail of maintenance and capital plans and to ensure
funding requirements are known well in advance. Four year and longer capital plans are being
established for other assets and should assist in understanding lifecycle costs and asset replacement
decisions.
The Service has been on a development path with its ICT including improving capability, enhancing
customer experience, the consolida on of service providers and the extension of services to other
precinct agencies. It recently refreshed its ISSP although this will need to be redone in the near future
with the Oﬃce of the Clerk as a partner. Parliament is a 24/7 business with demanding ICT customers
who expect ICT services to be available when they need them. Overall ICT is delivering well to members
and staﬀ but full service delivery to other precinct agencies needs much more focus.
Deficiencies were found with informa on management during the period of the Henry Inquiry. A
number of recommenda ons are being worked through and there is a much clearer understanding
of the Service’s roles as a custodian of informa on. This should now be reflected in a much more
strategic informa on management strategy.
In recent years the Service has reviewed all its business groups and undertaken restructuring to
improve eﬃciency. Shared services on the precinct are genera ng savings. The Appropria ons
Review Commi ee assesses the adequacy, eﬀec veness and eﬃciency of parliamentary funding
every three years. In 2012 the Commi ee recommended the Service make eﬃciency savings of
$1.8m in the 2013/14 year across a range of ac vi es (back oﬃce process eﬃciencies, reduced
accommoda on costs at Bowen House and business system improvements). The Service has
ac oned these recommenda ons. The Commi ee noted that savings targets will be much more
diﬃcult to achieve for the 2014/15 year.
The Service uses the BASS measures to benchmark its finance, HR, IT and property func ons and
con nue to seek eﬃciencies in these areas. The Appropria ons Review Commi ee noted that
“human resources and finance func ons are broadly performed in accordance with the relevant
peer en es as contained within the BASS benchmarking metrics”. The Service has good awareness
of the opera ng models used in other jurisdic ons for delivery of similar services. It has periodically
considered whether alterna ve arrangements (for example the way in which member out-ofParliament oﬃce accommoda on is managed) would deliver an enhanced level of service or cost
eﬃciencies.
Overall there has been good progress but the Service’s PIF Self-review notes that there needs to be
be er benefits analysis of proposals and projects as currently it is diﬃcult to assess whether the
Service is achieving the best eﬃciencies possible. One of the risks of con nuing to reduce costs in
the absence of quality cost to serve informa on and a strong understanding of the impact of cost
reduc ons on service levels, is a poten al to reduce services in areas of high customer expecta ons.
In the past the finance func on has struggled with processing tasks and adequate systems and
controls. A new CFO was appointed in 2013 and has led an improvement programme including
pu ng in place a new FMIS. The audit ra ngs for financial and service informa on, systems and
controls have both improved from Needs improvement to Good; although there is further to go.
Financial literacy among users (including the Service’s managers, member support staﬀ and shared
services users) has been limited but is improving.
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Strategic financial management, including integra ng performance and risk with planning, is in its
infancy. Finance is ge ng greater visibility of capital planning, business cases and projects. A ‘cost of
service’ project has started to support be er priori sa on decisions on the services oﬀered. The
CFO role includes the Oﬃce of the Clerk and is important to the growth of strategic financial
management in that organisa on.
There is a risk framework and policies, and regular repor ng on strategic and opera onal risk. There
is a dedicated risk and assurance func on. A new Parliament Sector Advisory Board has been formed
with the Oﬃce of the Clerk, eﬀec vely merging the two agencies’ previous risk and assurance
commi ees. However risk management needs to be be er integrated with opera ons and projects.
And while doing this, it is important that the Service does not, in the post Henry Inquiry environment,
become bureaucra c and overly risk averse. Rather, as discussed above, the Service needs to take
calculated risks, innovate in service delivery and learn from lessons.
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APPENDIX A
Overview of the Model
Delivery of Government Priori es
How well is the agency responding to government priori es?

Delivery of Core Business
How eﬀec vely is the agency delivering each core business area?
How eﬃciently is the agency delivering each core business area?
How well does the agency exercise its stewardship role over regula on?

Organisa onal Management
How well is the agency posi oned to deliver now and in the future?

Leadership, Direc on
and Delivery
• Purpose, Vision and
Strategy
• Leadership and
Governance
• Values, Behaviour and
Culture
• Structure, Roles and
Responsibili es
• Review
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External Rela onships
• Engagement with
Ministers
• Sector Contribu on
• Collabora 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
• Informa on Management
• Improving Eﬃciency and
Eﬀec veness
• Financial Management
• Risk Management
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Lead Ques ons
Results
Cri cal Area

Lead Ques ons

Government Priori es

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

Core Business

2. How eﬀec vely is the agency delivering each core business area?
3. How eﬃciently is the agency delivering each core business area?
4. How well does the agency exercise its stewardship role over regula on?

Organisational Management
Cri cal Area

Leadership,
Direc on and
Delivery

External
Rela onships

People
Development

Element

Lead Ques ons

Purpose, Vision and
Strategy

5. How well has the agency ar 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?

Leadership and
Governance

7. How well does the senior team provide collec ve leadership and direc on to the
agency?
8. How well does the Board lead the Crown en ty? (For Crown en es only)

Values, Behaviour and
Culture

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

Structure, Roles and
Responsibili es

10. How well does the agency ensure that its organisa onal planning, systems,
structures and prac ces support delivery of government priori es and core
business?
11. How well does the agency ensure that it has clear roles, responsibili es and
accountabili es throughout the agency and sector?

Review

12. How well does the agency encourage and use evalua ve ac vity?

Engagement with
Ministers

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

Sector Contribu on

14. How eﬀec vely does the agency work across the sector?

Collabora on
and Partnerships
with Stakeholders

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

Experiences of the Public

16. How well does the agency understand customers and ci zens’ sa sfac on?

Leadership and
Workforce Development

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

Management of People
Performance

19. How well does the agency encourage high performance and con nuous
improvement among its workforce?
20. How well does the agency deal with poor or inadequate performance?

Engagement with Staﬀ

21. How well does the agency manage its employee rela ons?
22. How well does the agency develop and maintain a diverse, highly commi ed and
engaged workforce?

Asset Management

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

Informa on Management 24. How well does the agency manage and use informa on as a strategic asset?
Financial and
Resource
Management

Improving Eﬃciency and
Eﬀec veness

25. How robust are the processes in place to iden fy and make eﬃciency
improvements?
26. How well does the agency evaluate service delivery op ons?

Financial Management

27. How well does the agency plan, direct and control financial resources to drive
eﬃcient and eﬀec ve output delivery?

Risk Management

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

PERFORMANCE IMPROVEMENT FRAMEWORK: REVIEW OF THE PARLIAMENTARY SERVICE JULY 2014

35

