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The MIND is very powerful 

It is unlimited in potential . . .  

Once you begin to understand the reach, capacity and ability of the MIND 

to create and sustain positive change,

so much professional and leadership success can be achieved for the individual,

the organization and the society.

Reaching, Extending, Achieving Excellence. . .

of the MIND
The Power 
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MIND encourages collaborations and partnerships with local, regional and inter-

national learning organisations and donor agencies, to strengthen its capacity to

provide a coordinated and integrated approach to deliver first-class management,

leadership and organisational development training to public service professionals.

MIND Consultancy also responds in support of  public and private sector organisations 

locally and regionally with their strategic planning, research, human resource and 

organisational development.

MIND's newest product line MINDReach, is aimed at empowering 'unreached' and 

under-served' stakeholders through an array of  flexible and accessible training 

products and services in support of  the Agency's business development thrust and 

with a focus on its corporate social responsibility.

MIND's offerings also include, Conferences, Public Lectures, Quarterly Policy Forums,

and a Caribbean Journal of  Public Sector Management, geared towards stimulating public

awareness of issues of  national, regional and global importance and provide a

forum for the exchange of information and ideas that result in improved quality

of  thought and behaviours.

MIND's Executive Round Table Leadership Series is also intended to provide public

sector senior executives with an 'open environment' in which to engage in dialogue,

exchange ideas and enjoy the strategic advantage of  learning from and contributing

to a forward-thinking leadership community.

MIND is committed to providing the knowledge base required for globally

competent and ethical public sector professionals to advance the fulfilment of

their individual organisations' mandates, in the interest of  creating and sustaining

national and regional growth and development and evolve into becoming world-

class exemplars of  good governance in the global community.
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Our Mandate
“provide effective leadership  
development programmes and  
management  training appropriate  
to all levels, and in line with the  
demands of a modern and  
competitive public service”  

CD 32/93 of 6 Sept, 1993
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As the COVID-19 pandemic continued to 
dominate the operating environment, the 
2021/2022 fiscal year required a resilient MIND.  
The MIND Team was equal to the task of  
ensuring the Agency remained committed to its 
role in fully supporting public sector capability 
development, innovation and transformation, as 
is evidenced throughout this Report. 

The Agency’s twelve (12) performance targets 
for 2021/2022, as articulated in its Strategic 
Business Plan and supporting the needs of  
key stakeholder groups, were aligned to critical 
government policy initiatives such as the 
National Development Plan: Vision 2030 
Jamaica, Medium Term Socio-Economic Policy 

PERFORMANCE OVERVIEW

Framework and the Millennium Development 
Goals.  The performance targets represent 
the first step in highlighting MIND’s role and 
mandate as an Agency of  the Office of  the 
Cabinet, Government of  Jamaica. 

In spite of  the challenges brought about by the 
Pandemic, the Agency fully achieved eight (8) of  
its twelve (12) performance targets and partially 
accomplished the remaining four (4), as detailed 
in Table 1: Balanced Scorecard 2021/2022. 
The Agency is encouraged by the over four 
thousand (4,000) public service professionals 
trained via one hundred and fifty-seven 
(157) learning interventions and the levels of  
satisfaction they reported:

As MIND continues in pursuit of  expanding its 
reach across the public sector, we are mindful 
of  the areas of  performance gaps. Consequently, 
special attention will be given over the next fiscal 
year to bolstering performance and to have this 
include among other things, strengthening the 
Agency’s Research Agenda to support public 
service capability development, innovation and 
transformation. 

97% Participant’s Satisfaction with Online Learning 

96% Participants’ Satisfaction with Course Facilitation 

93% Participants’ Satisfaction with Publication of Examination Results 

 

As the Agency continues to lead the effective 
and timely implementation of  the Public Sector 
Learning Framework (PSLF), we will ensure 
its integration into MIND’s operations and the  
Government of  Jamaica’s Strategic Human 
Resource Management and Service Excellence 
frameworks and Public Sector Modernisation 
and Transformation Programmes.

1
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Themes Strategic Objectives 
 

Performance 
Measures 

 

Performance Targets 
Annual 
Target 

Actual 
Performance 

 
Stakeholder 
Satisfaction & 
Approval 

C1. Strengthen Stakeholder 
Satisfaction  

Percentage Level of 
Stakeholder Satisfaction  81% 91% 

C2. Expand Programme Delivery 
Options and Access 

Number of participants 
enrolled 3,334 4,046 

Number of Learning and 
Organizational Development 
(OD) Interventions pursued 

125 157  

Percentage of Distance 
Learning Plan Implemented 35% 25% 

  
Programme & 
Operations 
Excellence 

I1. Strengthen and 
Institutionalize the Agency’s 
Public Sector Leadership 
Development Centre 
(PSLDC) Strategy 

Percentage of the Agency’s 
Leadership Development 
Plan Implemented 35% 29% 

I2. Strengthen MIND’s research 
agenda to support public 
service capability 
development, innovation and 
transformation 

Percentage of the Agency’s 
Annual Research Plan 
implemented 80% 17% 

 
Transformative 
Learning and 
Professionalization 

L1.  Strengthen MIND’s Quality 
Management System 

ISO 9001:2015 Certification/ 
Re-Certification Re-

Certification  
Certification 
Maintained 

L2. Strengthen In-House Human 
Resource Capacity and 
Capability to Successfully 
Support the Development 
and Implementation of the 
PSLF 

Percentage of Agency Staff 
achieving overall annual 
performance rating of 75% 
and above 

86% 93% 

Percentage Level of Staff 
Engagement 41% 68% 

Percentage Level of staff 
accessing at least 30 hours of 
training and development 

70% 93% 

Resource 
Mobilization and 
Management 

F1. Ensure Adequate and 
Consistent Funding for 
Operational and Capital 
Development Needs. 

Percentage of Appropriation 
in Aid (AIA) Earned in 
keeping with Annual Budget 71% 65% 

F2. Ensure sound financial 
management, ethical and 
fiduciary practices, 
performance accountability 
and reporting 

Number of Auditor General 
Queries in Final Annual 
Audit Report  < 2 1 

Table 1: Balanced Scorecard: 2021/2022
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STAKEHOLDER SATISFACTION AND APPROVAL

Strategic Objective C1: 
Strengthen Stakeholder Satisfaction

Stakeholder segmentation was also an important 
part of  the process that attended the stakeholder 
satisfaction achieved, as core segments were 
analysed throughout the reporting period. 
This included the hosting of  a Virtual Executive 
Roundtable to gain the feedback of  senior 
management and executives across Ministries, 
Departments and Agencies (MDAs) of  
Government. The event was facilitated by 
the Agency’s Chief  Executive Officer (CEO) 
under the theme “Exploring the MIND, Discovering 
Opportunities”. The discussions elicited qualitative 
data from the various leaders on their level of  
satisfaction with MIND’s products and services 
and yielded much insight into the general 
perception of  the brand. The subsequent Brand 
Evaluation Report, revealed that the MIND is 
generally perceived as highly professional and 
delivering quality products and services.

In an uncertain environment where the remnants 
of  the COVID-19 Pandemic still linger, 
performance requires innovation, pivoting and 
responsiveness to customers’ perceived and 
expressed needs. 

The Agency monitored and evaluated stakeholder  
needs through monthly, quarterly and yearly 
measurements. This practise reinforced the 
establishment of  a culture of  service excellence. 
Resultantly, root cause analysis and corrective and 
preventative actions to address identified gaps 
were undertaken faster, while the Team 
maintained the behaviours underpinned by our 
public service values. Consequently, the 91% 
Stakeholder Satisfaction achieved for 2021/2022, 
underscored the success of  the approach. This 
represents performance achievement of  12% 
above target and a 7% increase over the previous 
year. 

PERFORMANCE ANALYSIS

Thursday, November 25, 2021 
 At 10:00 am

Exploring the MIND, 
Discovering Opportunities

Building Capability for Public Service Excellence

Management Institute for
National Development
An Agency of the Office of the Cabinet, Government of Jamaica

ISO 9001: 2015 CERTIFIED

VIRTUAL EXECUTIVE ROUNDTABLE
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For the FY 2021/2022, the Agency continued to 
deliver all its programmes/courses online via the 
Zoom and Moodle Platforms. As a consequence, 
the Agency was able to increase its delivery of  
learning interventions, which amounted to 157 
or 125% of  budget.  Enrolment was also at its 
highest in two years, with over 4,000 participants 
accessing the Agency’s learning and development 
products (See Figure 1 Below). 

Strategic Objective C2:
Expand Programme Delivery Options and Access

The improved performance was correlated to the 
following developments:

1.	 Training professionals and participants 
deciding to continue business in spite of  
COVID 19;

2.	 Enhanced and revised marketing 
strategies;

3.	 Continued high quality facilitation; and 
4.	 A revised Agency Costing Model. 

Figure 1: Learning Interventions and Participant Enrolment 2021-2022 

      
 

91
157

LEARNING & ORGANIZATIONAL DEVELOPMENT 
INTERVENTIONS

Learning Interven�ons 
2021-2022

Target Actual

3,334
4,046

PARTICIPANT ENROLMENT

Par�cipant Enrolment 
2021-2022

Target Actual

Figure 1: Learning Interventions and Participant Enrolment 2021-2022
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Strategic Objective I1: 
Strengthen and Institutionalize the Agency’s Public Sector Leadership Development Centre 
(PSLDC) Strategy 

PROGRAMME AND OPERATIONS EXCELLENCE

Leadership Development
MIND continued to lead implementation of  
the Public Sector Learning Framework (PSLF) 
with focused attention given to the Leadership 
Development Strategy, one of  the eight (8) 
elements of  the Framework. The Strategy when 
implemented, will effect a new public sector 
leadership culture. It will enable public officers 
to better navigate change, create positive relation-
ships and leverage their strengths to achieve the 
vision of  a transformed public service. Public 
servants will access leadership development 
interventions in keeping with the relevant 
professional and learning pathways, ultimately 
resulting in public servants who recognize self  as 
a leader and is able to influence positive change, 
regardless of  title and/or role. Consultations 
around the Leadership Development Strategy 
will continue in the 2022/2023 financial year. 

Special Events
Webinar
The Agency hosted a webinar in partnership 
with the Jamaica Productivity Centre themed 
Working from Home: Productivity Issues and Implica-
tions for the Future of  Work. The data shared, 
provided a global view of  the pros and cons of  
working from home and identified specific ways 
to increase productivity when employees operate 
away from the main office. The importance of  
employee engagement and well-being were also 
examined. 

The support for the webinar was encouraging, 
with almost 200 participants from all levels 
of  organisations. The interest in the webinar 
provided an indication of  the value public  
officers place on research that is packed and 
presented specifically for the sector to utilise 
for data backed decision making. 

WWoorrkkiinngg  ffrroomm  HHoommee::  
PPrroodduuccttiivviittyy  IIssssuueess  aanndd  IImmpplliiccaattiioonnss  
ffoorr  tthhee  FFuuttuurree  ooff  WWoorrkk

2200
2211

presents

For more information: 1 876 927 1761

Time:  Venue:       11  00    ::0000  aa..mm..  ––  1122  nnoooonn OOnnlliinnee  vviiaa  ZZoooomm

FFrriiddaayy,,  NNoovveemmbbeerr  1199,,

Presenter:

Target Groups: Middle and Senior Managers, Supervisors, HR Professionals 

RSVP – Keilia Livermore Palmer    Email:      Website: www.mind.edu.jmmarketing@mind.edu.jm  

Building Capability for Public Service Excellence

Management Institute for
National Development
An Agency of the Office of the Cabinet, Government of Jamaica

ISO 9001: 2015 CERTIFIED

iinn
  ccoollllaabboorraattiioonn

  wwiitthh

 
Mrs. Tamar Nelson, JP

Chief Technical Director
Jamaica Productivity Centre 
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Policy Forum
As the world slowly unfolded from the unrelen-
ting impact of  the COVID 19 Pandemic, the 
MIND hosted its Policy Forum around data 
unearthed through the COVID 19 Labour 
Market Task Force Report. The Agency’s 
Advisory Board Chairman, Professor Neville 
Ying shared the Report on December 10, 2021, 
focusing on: 

•	 	Economic Growth and Job Creation 
•	 	Digitization 
•	 	Productivity 
•	 	Social Protection 
•	 	ILO Conventions and Decent Work 

Agenda 
•	 	Local Labour Laws 
•	 	Recommendations for Labour Market 

recovery Sustainability and Resilience 

The Agency is committed to creating a culture  
of  research in support of  public sector capability 
development, innovation and transformation. 
Over the year under review, events such as the 
aforementioned Policy Forum and Webinar 
provided useful research for the public service. 
Notwithstanding, the Agency in keeping with its 
Research Agenda for 2021/2022, commenced 
research focused on; An Examination and 
Evaluation of  Recent/Current Improvements In Public 
Sector Efficiency and Its Corelation with Capability 
Development, Innovation, Transformation and Service 
Excellence.

The Research therefore seeks to investigate the 
progress and impact of  selected transformation 
initiatives associated with:

•	 HRM Transformation
•	 Compensation Management
•	 Rationalization of  Public Bodies
•	 Public Sector Efficiency and ICT
•	 Shared Corporate Services

It is envisaged that work on this research paper 
will be completed in the 2022/2023 fiscal year.

Strategic Objective I2: 
Strengthen MIND’s Research Agenda to support Public Sector Capability Development, 
Innovation and Transformation

Professor Ying presented data that policy  
developers and strategists could infuse in their 
literature reviews, justifications and recommen- 
dations for needed changes. The event provided 
a platform on which like and varying thoughts 
were ventilated with the aim of  enriching final 
outputs and outcomes. This supports a key 
objective of  the Agency’s Policy Forum.
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The Agency maintained its ISO9001:2015 
certification. The achievement reaffirms the 
robustness of  its Quality Management Systems 
(QMS). Maintaining and ensuring ongoing 
improvements to the QMS are at the forefront 
of  MIND’s activities. 

Strategic Objective L1:
Strengthen MIND’s Quality Management System

MIND’s efforts are supported by:
•	 Accreditation/Certifying Body Audits;
•	 Stakeholder Satisfaction and Perception 

Feedback;
•	 Internal/External Audit Results;
•	 Management Review Committee 

Meetings; and
•	 Employee Feedback;

TRANSFORMATIVE LEARNING AND PROFESSIONALISATION

MIND is committed to buiding the Agency’s 
human resource capability and capacity to 
improve on overall performance outcomes, and 
successfully deliver on its mandate. As a result, 
we remain focused on enabling staff  to become 
highly skilled and competent in their area of  
specialization, through training and development 
interventions.

For 2021/2022, the Agency recorded a staff  
complement of  sixty-seven (67) permanent 
employees, of  which ninety-three percent (93%) 
or sixty-two (62) team members successfully 
participated in a minimum of  thirty (30) hours 
of  training and development interventions. 
A major contribution to this achievement is the 
Agency’s two-year investment in the Udemy 
Learning platform, which is accessible to all 
staff, as well as the exposure of  the MIND staff  
to Risk Management and Customer Service 
Excellence training.

Strategic Objective L2:
Strengthen In-House Human Resource Capacity and Capability to Successfully Support the Development 
and Implementation of  the PSLF

The impact of  the training is being evidenced in:
•	 Reduced levels of  non-conformances;
•	 Reduced customer complaints; 
•	 Optimization of  identified business  
	 growth opportunities;
•	 Increased risk monitoring and evaluation  
	 practices; and a
•	 More seamless ICT experience.
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RESOURCE MOBILIZATION & MANAGEMENT

Revenue
The Agency generated revenue 
of  $169.1M or 64% of  budgeted 
revenue for the period April 2021 
to March 2022. This was $94.9M 
or 36% below the budget of  
$264M. However, it was $44.5M 
or 36% above the revenue for the 
corresponding period April 2020 
– March 2021 (see Figure 2). 

Despite the improvement in revenue over prior 
year, programme uptake remains impacted by 
the pandemic, as both Scheduled Programmes/
Courses and Customised and Consultancy 
interventions fell below budget by $47.7M or 
30% and $48M or 45% respectively (see figure 3). 

Strategic Objective F1:	
Ensure Adequate and Consistent Funding for Operational and Capital Development Needs

Figure 2: MIND Revenue Comparisons to Budget and Prior Year 

 
 

Figure 3: Agency’s Revenue across Product Lines 

 
 

Table 2: Summary of Reduction in Accounts Receivables 
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                       $ 
                226,407,961 

Revenue (April 2021 - March 2022)                 169,144,913  
                395,552,874  

Provision for Bad Debts                 (178,809,156)  
                216,743,718 

Balance as at March 31, 2022                   38,529,866 

Reduction in Receivables (April 2021 – March 2022)                 178,213,852 
 

Figure 4: Expenditure for FY 2021-2022 
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Self-Sponsored 163,551,578 

Corporate Clients 53,787,444 
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Nevertheless, we are confident that with the 
Agency’s focused attention on growth in 
enrolment and learning interventions delivered, 
we will be on track to meet our revenue targets 
for the ensuing fiscal years.

Figure 2: MIND Revenue Comparisons to Budget and Prior Year

Figure 3: Agency’s Revenue across Product Lines
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The Agency improved its management of  Accounts Receivables during the year resulting in a reduction 
over the last financial year as detailed in Table 2.  

Expenditure
Total operating expenditure for the period, April 
2021 to March 2022 was $296M. This was $216M 
or 42% below the budget of  $512M, and $39.7M 
or 12% below the level of  expenditure for the 
corresponding period for April 2020 – March 
2021.  

Figure 2: MIND Revenue Comparisons to Budget and Prior Year 

 
 

Figure 3: Agency’s Revenue across Product Lines 
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Figure 4 provides the breakdown of  expenditure, 
with the main areas being Staff  Cost, Goods and 
Services and Premises Related Expenses.

Figure 2: MIND Revenue Comparisons to Budget and Prior Year 
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Table 3: Analysis of Accounts Receivables & Bad Debt Provision

Strategic Objective F2:	
Ensure sound financial management, ethical and fiduciary practices, performance accountability and 
reporting

The 2021/2022 financial statements for the 
Agency were audited and certified by the 
Auditor General’s Department. The financial 
statements were qualified on the basis of  credit 
balances relating to Accounts Receivables 
which the Agency was unable to verify. 
The Agency remains focused on strengthening 

the management of  its Accounts Receivables and 
as at March 31, 2022, the balance on this account 
was $38.5M, which includes a provision for Bad 
Debt of  $178.8M. An analysis of  Accounts 
Receivables and Bad Debt Provision is shown 
in Table 3.

 
Category 

$ 
Receivables as at March 31, 2022 

Self-Sponsored 163,551,578 

Corporate Clients 53,787,444 

Bad Debt Provision (178,809,156) 

TOTAL 38,529,866 

 



Page | 

National Development
Management Institute for

ISO 9001: 2015 CERTIFIED

11

The year 2021/2022 exerted many challenges and opportunities as the Agency operated in a pandemic 
environment.  The MIND Team remained resilient and focused on delivering results. While there are 
achievements to celebrate, we are cognizant of  the opportunities for improvement to cause the 
Agency to fully deliver on its mandate to support a transforming public sector to consistently deliver 
service excellence.

IMPROVING THE AGENCY’S RESEARCH FOCUS

The MIND is cognizant of  the importance of  research in informing the development of  learning 
and leadership development products and services to effectively support public sector innovation and 
transformation. While work has progressed on the Agency’s targeted research, MIIND will re-focus its 
research activities in the new fiscal year and bring to fruition the intended outcomes.

UPGRADED ICT INFRASTRUCTURE

MIND’s vision is to be the pre-eminent and preferred public service training, organizational and leadership development 
institute in Jamaica serving the Caribbean. To fully realize this vision, remaining responsive in a technolo-
gically driven operating environment to fully support public sector transformation through learning 
and development is critical, and therefore the requisite supporting ICT infrastructure must be in place. 
The Agency looks forward to the successful implementation of  a New Student Management System 
in the upcoming year and the operational efficiency gains that will be acheived.

RECEIVABLES MANAGEMENT

The Agency continues to carry a significant amount on its Balance Sheet for Accounts Receivables 
that are deemed uncollectible. The submission made to the Ministry of  Finance and the Public Service 
(MoFP), in February 2018, requesting approval to write off  bad debt for the years leading up to 
March 31, 2011 and to offset credit balances related to that period, has still not yet been approved. 
The submission made to the MoFP is in accordance with the International Public Sector Accounting 
Standards (IPSAS) 26 and Circular No. 15 ‘Section 3’. The Agency will continue its follow up efforts 
with the Ministry alongside ongoing strengthening of  its Receivables Management. 

PUBLIC SECTOR LEARNING FRAMEWORK (PSLF)

The PSLF, once implemented, will positively impact the professionalization of  the public service. Since 
the Cabinet’s approval in 2018, to advance development of  the eight (8) elements of  the Framework, 
stakeholder sensitization and anticipation has been increasing. The Agency looks forward to the 
submission of  the Learning and Development Policy to Cabinet for approval and the finalisation of  the 
Public Sector Leadership Development Strategy and the Orientation and Re-Orientation Programme, 
during the new fiscal year. The impact the PSLF will have on Public Service Excellence cannot be 
overemphasised and MIND values the level of  synergetic support from primary stakeholders, as 
expectations remain high towards the Framework’s full implementation. 

REFLECTIONS AND THE WAY FORWARD
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