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DR THE HON OUR ABLE PE TER PHILLIPS, 
MIN IS TER OF FI NANCE AND PLAN NING

The
 Min is try of Fi nance and Plan ning, un der whose

port fo lio the Plan ning In sti tute of Ja maica

(PIOJ) falls, is pleased to be as so ci ated with the

PIOJ’s Cit i zen’s Char ter. The es tab lish ment of the Cit i zen’s

Char ter, which sets stan dards for cus tomer ser vice, is part of  the

trans for ma tion of the pub lic sec tor  aimed at cre at ing a pub lic

sec tor that is ser vice ori ented, per for mance based, cost-ef fec tive

and ef fi cient. 

The coun try — in deed the world — to day is op er at ing in a stan -

dards driven and hy per-com pet i tive mar ket place. The pres ent

day cus tomer is so phis ti cated and has many op tions and choices

avail able at the click of a but ton.  The so phis ti cated cus tomer

will, there fore, ex pect and de mand high stan dards from the per -

sons and or ga ni za tions pro vid ing ser vices. The set ting and mon -

i tor ing of cus tomer ser vice stan dards is one way of en sur ing that

these ex pec ta tions are met.

The mod ern iza tion of the pub lic sec tor will lead to in creased ef fi -

ciency.  It is in tended to cre ate an im par tial and trans par ent pub -

lic sec tor that puts the pub lic’s in ter ests first, and where val ued

and re spected pro fes sion als de liver high qual ity ser vices, ef fi -

ciently and ef fec tively. This should im pact fa vour ably on the Ja -

mai can econ omy through in creased pro duc tiv ity with re duced

ex pen di ture. By ex ten sion, it would also have a pos i tive ef fect on

the coun try’s in ter na tional com pet i tive ness and help im prove

our for eign ex change earn ings. 
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MR  COLIN BULL OCK 
DI REC TOR GEN ERAL, PIOJ

The
 Plan ning In sti tute of Ja maica (PIOJ) fully sup -

ports the Gov ern ment’s drive to im prove the

qual ity of cus tomer ser vice in the pub lic sec tor

through the es tab lish ment of the Cit i zen’s Char ter. This ini tia -

tive is piv otal to the over all mod ern iza tion of the pub lic sec tor

which is be ing spear headed by the Pub lic Sec tor Mod ern iza tion

Di vi sion, Cab i net Of fice.  Vi sion 2030 Ja maica – Na tional De -

vel op ment Plan rec og nizes that ex cel lence in cus tomer ser vice is

crit i cal if Ja maica is to be come “the place of choice to live, work,

raise fam i lies and do busi ness.”  Fos ter ing world-class cus tomer

ser vice and pro fes sion al ism in all pub lic in sti tu tions as well as

strength en ing the ca pac ity of pub lic in sti tu tions to de liver goods 

and ser vices ef fi ciently will as sist tre men dously in cre at ing an en -

abling busi ness en vi ron ment, one of the na tional out comes of

Vi sion 2030 Ja maica.  

The PIOJ has to po si tion it self in a com plex and com pet i tive

mar ket place and must de liver su pe rior cus tomer ser vice. 

Through its Cit i zen’s Char ter, the PIOJ rec og nizes that keep ing

its cli ents sat is fied (among whom are re search ers, ac a de mia, In -

ter na tional De vel op ment Part ners and the pub lic and pri vate

sec tors) will guar an tee its con tin ued ex is tence.  

In its endeavour to main tain high cus tomer stan dards and prac -

tices, the In sti tute reg u larly mon i tors the needs and con cerns of

its cus tom ers through the use of its Cus tomer Com ment cards.

Cor rec tive ac tion is taken when nec es sary. The PIOJ also par tic i -

 



Plan ning In sti tute of  Jamaica 4

pates in the an nual Pub lic Sec tor Cus tomer Ser vice Com pe ti tion and

pro vides on go ing train ing of em ploy ees in all as pects of cus tomer ser -

vice, par tic u larly for its front-line staff.    

In up dat ing its Cit i zen’s Char ter and im prov ing the stan dards of the ser -

vices that it pro vides, the In sti tute is dem on strat ing its com mit ment to

the new man tra of the pub lic ser vice, “The cit i zen is a cus tomer whose in -

ter est must al ways come first.” The PIOJ takes pride in join ing with other 

Gov ern ment agen cies in striv ing to achieve ex cel lence in the de liv ery of

pub lic ser vice.

Colin Bullock

Di rec tor Gen eral
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VI SION STATE MENT

To be proactive in the pro vi sion of
stra te gic and in no va tive pol icy and

pro gram matic re sponses to 
emerg ing is sues at the na tional and

or ga ni za tional lev els in pur suit of 
SUS TAIN ABLE DE VEL OP MENT.

MIS SION STATE MENT

The Plan ning In sti tute of Ja maica is
com mit ted to lead ing the pro cess of 
pol icy for mu la tion on eco nomic and 

so cial is sues and ex ter nal 
co op er a tion man age ment to

achieve sus tain able de vel op ment
for the peo ple of Ja maica.
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PUR POSE OF THE CIT I ZEN’S CHAR TER

The Cit i zen’s Char ter rep re sents the PIOJ’s com mit ment of

ser vice to the pub lic.  It spec i fies the ser vices of fered by the

organization, and the spe cific ser vice stan dards to be ad hered to

by that or ga ni za tion in sat is fy ing its ser vice port fo lio.  The Char ter 

also high lights the sys tem of re dress that is in place to ad dress is -

sues or com plaints from cus tom ers when nec es sary. 

OUR ROLE 

The Plan ning In sti tute of Ja maica (PIOJ) was es tab lished in April

1984 un der the pro vi sions of the Plan ning In sti tute of Ja maica

Act.  For merly called the Na tional Plan ning Agency (1972) and

the Cen tral Plan ning Unit (1955), the PIOJ was es tab lished

spe cif i cally to strengthen the plan ning ca pa bil ity of the Gov ern -

ment.

The In sti tute, headed by the Di rec tor Gen eral, cur rently falls un -

der the port fo lio of the Min is try of Fi nance and Plan ning.
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MAIN FUNC TIONS AND
RE SPON SI BIL I TIES

As the fore most plan ning agency of the Gov ern ment, the PIOJ’s

func tions in clude:

ü Ini ti at ing and co or di nat ing the de vel op ment of

pol i cies, plans and programmes for the eco nomic,

fi nan cial, so cial, cul tural and phys i cal de vel op -

ment of Ja maica

ü Ad vis ing the Gov ern ment on eco nomic, so cial, trade

and sus tain able de vel op ment is sues

ü Un der tak ing re search on na tional de vel op ment is sues

ü Pro vid ing tech ni cal and re search sup port to the

Cab i net

ü Man ag ing ex ter nal co op er a tion agree ments and

programmes

ü Col lab o rat ing with ex ter nal fund ing agen cies in the

iden ti fi ca tion and im ple men ta tion of de vel op ment

pro jects

ü Main tain ing a na tional socio-eco nomic li brary



Plan ning In sti tute of  Jamaica 8

CORE VAL UES

Re spect, tol er ance, in teg rity, ac count abil ity,  pro fes sion al -
ism, ex cel lence,  a cus tomer fo cused and so lu tion ori ented
cul ture are the  core val ues of the  In sti tute.  These val ues
will be dem on strated to our cus tom ers in de liv er ing qual -
ity ser vice.

STAN DARDS CUS TOM ERS SHOULD
EX PECT 

CUS TOM ERS TELE PHON ING THE OR GA NI ZA TION 

Tele phones shall be an swered within four rings and cus tom ers

di rected to the rel e vant de part ment

ü Voicemail mes sages shall be ac cessed when the of fi cer

re turns to his/her desk and calls re turned by the next

work ing day

ü All em ploy ees  an swer ing the tele phone should iden tify 

them selves in a po lite and pro fes sional man ner

ü Cus tom ers tele phon ing the or ga ni za tion shall be given

the op tion to hold for no lon ger than 30 sec onds

ü Cus tom ers mak ing re quests by tele phone for data and

re search ma te rial shall be con nected di rectly to the Wes -

ley Hughes Doc u men ta tion Cen tre and a re sponse will

be pro vided within 10-15 min utes
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CUS TOM ERS VIS IT ING THE

OR GA NI ZA TION

ü Cus tom ers vis it ing the or ga ni za tion shall be ac -

knowl edged cor dially and be di rected to the cor rect

de part ment within five min utes

ü Of fi cers shall meet with cus tom ers within five min -

utes of any pre-ar ranged ap point ment

ü Of fi cers shall meet with cus tom ers with out ap point -

ments within 15 min utes; if this is not pos si ble, then

an ap point ment with the of fi cer shall be ar ranged

ü Cus tom ers vis it ing the book shop shall be at tended

to within three min utes

ü Cus tom ers vis it ing  the cash ier shall be at tended to

within three min utes

ü All cor re spon dence via reg u lar mail, fac sim ile or

e-mail shall be ac knowl edged within a max i mum of

five (5) work ing days of re ceipt
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WHAT WE EX PECT FROM OUR CUS TOM ERS                 

Please help us to better serve you and: 

ü In di cate clearly and con cisely the in for ma tion be ing re -

quested, in clud ing the time pe riod and ad dress the query

to the Wes ley Hughes Doc u men ta tion Cen tre (WHDC)

ü Pro vide at least 24 hours no tice when mak ing an ap point -

ment to use the WHDC

ü Han dle the pub li ca tions in the WHDC with care

ü Seek an ap point ment prior to di rect con sul ta tion with a

tech ni cal of fi cer

ü Sign the Vis i tor’s Book at the front desk and  col lect a

tem po rary pass which should be prom i nently dis played

and re turned to the se cu rity guard on de par ture

ü In form the PIOJ’s book shop of a change in your mail ing

ad dress at least one week be fore the change

ü Re spond to the PIOJ’s Cus tomer Sat is fac tion Sur vey

ü Fill out the Cus tomer Com ment Cards pro vided in the

WHDC, bookshop and meet ing rooms

ü Make sug ges tions/com ments and place them in the sug -

ges tion box pro vided at the front desk

ü Dress in a  pro fes sional man ner which is ap pro pri ate for a

cor po rate en vi ron ment

ü Be cour te ous and pro fes sional in con duct ing busi ness

with the In sti tute
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COM PLAINTS PRO CE DURE

If you wish to make a com plaint:

ü 1. Ad dress com plaints to Com plaints Desk via a for -

mal let ter or by e-mail to info@pioj.gov.jm

ü 2.Complaints will be ac knowl edged within five days

and a spe cific time frame agreed on for the com plaint

to be ad dressed

ü 3. If  you are  not sat is fied  that the com plaint has

been re solved  you may write to:

PIOJ’s Le gal Rep re sen ta tive or Duly Au tho rized 

Of fi cer

ü 4.If you are not sat is fied af ter ex haust ing the PIOJ’s

com plaints pro ce dure and re quire fur ther re dress

you may then con tact:

Of fice of  the Pub lic De fender

78 Har bour Street

Kingston

Tele phone: (876) 922-7089/7090

Fax Num ber: 922-9830
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PIOJ’S  OPEN ING HOURS:

Plan ning In sti tute of Ja maica

16 Ox ford Road

Kingston 5

Tel: (876) 960-9339 or 906-4463-4

Fax: 906-5011

E-mail: info@pioj.gov.jm

Website: www.pioj.gov.jm

Like us on Facebook at: Plan ning In sti tute of Ja maica (PIOJ) OR

https://www.facebook.com/pages/

Plan ning-In sti tute-of-Ja maica-PIOJ/222450991114519

Up dated: Jan u ary 2014

Mon days – Thurs days:  8:30 a.m. – 5:00 p.m.

Fri days: 8:30 a.m. – 4:00 p.m.

The Wes ley Hughes Doc u men ta tion Cen tre is open to the

pub lic by ap point ment only.

Mon days and Thurs days: 9:00 a.m.- 4:30 p.m.

Fri days: 9:00 a.m.- 3:30 p.m.

mailto:info@pioj.gov.jm

