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Executive Summary 

A. Background 

1. This report presents the results of the system functional review of selected 

functions in Serbia’s central government.  The report is based on the assessment 

conducted during the period April to June 2016 as part of the Horizontal Functional Review 

of Central Government, under the Serbia Rightsizing and Restructuring Project financed 

by the European Union.  

2. The analysis covers 114 institutions out of the 123 originally planned. Results 

are based on questionnaires received from 14 Ministries; 27 Subordinated Bodies; 15 

Special Organizations; 7 Government Services; 12 Public Agencies; 12 Public Institutions; 

and 27 Administrative Districts. In addition to the questionnaire, the review was based on 

available documentation, for example, the Rulebooks on Internal Organization and 

Systematization of Jobs. This information was supplemented by interviews with 

representatives of different types of institutions.  

3. A system functional review compares the organizational status and position of 

a function across institutions (e.g. a sector, or a department within a sector). It assesses 

whether differences in staffing levels and staff quality are justified by the size or 

complexity of operations, or are simply above or below the needs of a particular institution.  

At the same time, a system review analyzes the role of the “Center” and identifies 

opportunities for it to act as a single provider, bringing additional efficiency gains. 

4. While present in each institution, common functions are usually part of 

systems cutting across the Executive. They are performed at the central level (e.g. 

Ministry of Finance for budgeting). Reviewing these systems is useful to advance 

operational effectiveness: by comparing performance across institutions and assessing the 

ability of the Executive to operate in an integrated manner, success factors can be identified 

and best practices can be replicated. This review focused on the resources and organization 

needed to perform each selected function, in a manner that is comparable and optimized 

across institutions.  This review covered three such functions, namely: Administrative 

Support; Auxiliary-Technical; and Financial Support Functions. 

5. Preliminary analysis of core functions shows that despite their importance, 

low staff numbers limit the potential for rationalization.1 Also, while most of the 

functions are common across institutions, only a few are currently organized in such a way 

to allow their examination as part of an actual crosscutting system. Therefore system 

analysis is possible for some (e.g. legislative drafting), and might become possible for 

                                                        

1 See:  World Bank (2016).  Horizontal Functional Review of Central Government: Preliminary Diagnostic 

Report.  
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others (e.g. strategic planning, if pending initiatives towards a planning system and 

ministerial policy units are successful).  

6. Non- core functions are prominent in crosscutting systems. They support 

institutions in the performance of their core functions, and contribute to the achievement 

of specific objectives of institutions only indirectly. They can include both functions that 

specifically support the leadership of the institution in its management role (e.g. internal 

management of financial and human resources), and others that have a more support role. 

In this role, they include services that could, potentially, also be purchased on the market 

(e.g. logistic and technical support, ICT support).  

7. The prioritization of functions to analyze depends on several factors. First, 

while core functions are more important from the business viewpoint, the potential for 

savings is obviously much larger in non-core ones - because of the number of employees, 

the simpler tasks, and lower level of resistance to, as well as higher level of possibility to 

implement changes. When these factors are taken into account, there appears to be a strong 

argument to prioritize the selected non-core functions for analysis. 

8. A government-wide restructuring process should consider all these functions, 

core or not - though some can be selected for more in depth analysis. The choice 

depends on the specific reform goals of the government. Core crosscutting functions, which 

are key to business objectives, are more important if the main goal is to boost effectiveness. 

On the other hand, a rightsizing exercise is largely concerned with budget efficiency, and 

should target non-core functions and, in particular, support functions. These employ a 

larger staff dealing with simpler tasks, with a higher level of possibility to implement 

changes - including savings by centralization, and possibly outsourcing.  

Table 1: Function Categories 

Area Category Description Code 

Policy Policy 

Policy making, strategic planning, and legal 

drafting P1 

Policy analysis, monitoring, and evaluation P2 

Implementation 

Regulatory 

Individual decisions based on general norms (price 

setting, building permit) R 

Inspection 

Inspection and quality control (licensing, 

accreditation, certification, control of standards, 
and inspections) I 

Services 
Administrative services S1 

Public services S2 

Support Administrative 

Internal administrative support (within 

organizations) A1 

External administrative support (between 

organizations) A2 
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9. The review has focused on addressing  the following  key questions: 

 What are the main tasks performed by institutions in three broad categories 

(Administrative Support; Auxiliary Support and Financial Support 

Functions)? 

 Are there any proposals for improvement of tasks conducted within the 

functions covered?  

 What are the main positions, rank and location of positions performing the 

three functions? 

10. The review is structured around three main functional areas selected  on the  

basis of:  

I. Number of employees (number of employees in the function across 114 

institutions); 

II. Political commitment (expected resistance to change, based on knowledge of 

political climate); 

III. Data availability (of documents, as the data basis to conduct the review); 

IV. Feasibility (degree of feasibility of the analysis within the short term); and 

V. Implementation (possibility to implement recommendations of the review). 

 

Table 2: Structure of the Assessment  
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11. The conclusions of the functional review are based on a triangulation of data 

from a number of sources. Data was mainly collected using a questionnaire distributed 

to 123 institutions across the central government.  Responses were received from 114 out 

of the 123 (about 93 percent) institutions that received the questionnaire. Additional 

information was received from discussions with government officials. The team also 
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reviewed previous diagnostics, legal documents, information on organization and staffing, 

as well as current strategies and reform plans.  

B. Legal and Strategic Framework of Non-Core Functions  

12. The Serbian legal system does not recognize the distinction between core and 

non-core (support) functions. The Law on Public Administration lists the key tasks to be 

performed by state administration bodies (policy making, inspection, implementation etc.), 

but does not differentiate between core function, as those that directly achieve the 

objectives for which an institution was created and non-core functions, as those which are 

not part of the mandate of the organization, but are mainly of a support nature.  

13. Civil Service Law does not make a distinction in this respect either. It defines 

a civil servant as a person who carries out jobs within the remit of state administration 

bodies and related legal, IT, material-financial, accounting and administrative affairs, 

which includes both core and non-core functions. Employees, on the other hand, carry out 

only auxiliary-technical tasks, which are non-core functions. 

14.  Some support functions are only sporadically mentioned in the Decree on the 

Principles of Internal Organization and Systematization of Posts (e.g. financial and 

IT functions). The Decree provides a possibility that several support functions are 

organized within the special organizational form of ministerial secretariats and/or 

ministerial cabinets (depending on their importance for the work of a minister), but does 

not regulate this issue.   

15. This lack of legal definition hinders the establishment of a rational internal 

organizational structure with adequate balance between core and support functions. 

As there are no definitions of core and support functions, there are also no legally 

prescribed thresholds for establishing the number of posts carrying out non-core functions 

in relation to core functions. The organization of support functions is up to the management 

of the institution, according to its immediate priorities. This, in many cases, results in 

oversized support function units. For example, in the case of Administrative Districts, the 

share of employees responsible only for administrative support function amounts to about 

52 percent of overall number of employees. This is a problem, especially in administrative 

districts and other smaller size agencies, where a high number of support and 

administrative staff diverts significant resources from core functions. 
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C. Key Horizontal Issues Across Selected Non-Core Functions 

16.  Each of the three selected non-core functions presents common challenges.   

These challenges range from the structure of job descriptions and positions, location and 

ranks of jobs, and the number of staff allocated to specific tasks across institutions. 

Administrative Support Function 

17.  The administrative support function cover important tasks across all 

institutions.  Organized properly, it could support the integration of the entire system into 

a fully functional and organized machine for improving efficiency and effectiveness of 

government operations.  The following options have been identified for improving the 

performance of the administrative support function: 

 Harmonize administrative function ranks and salaries in all institutions. The 

analysis shows that there is a great diversity in job positions and ranks of staff members 

who are employed in the administrative support function. Rank standardization for all 

employees, whether they are part of civil service system or not, could be used to ensure 

that employees receive the same benefits for the same work. Jobs in the same institution 

type have to be defined in the same way.  

 Harmonize job position descriptions to exclude obsolete job positions and redefine 

existing job positions. It is necessary to define the job name and task list description 

as an additional part of the job description catalog.  Job positions related to 

administrative support functions have to be revised according to changes in tasks. New 

technological solutions are changing the way administrative support function tasks are 

performed. These changes have to be incorporated into job descriptions in order to 

better meet business needs.  

 Establish standard criteria for determining the number of administrative support 

function staff. Thresholds should be based on the total number of staff, number of 

locations, number of cases and other additional criteria depending on institution core 

activities. Further analysis should be performed in institutions with branch offices in 

order to determine additional criteria based on organizational structure for determining 

thresholds.  

 Define standards for administrative support sub-functions, one standard group for 

sub-functions related to office operation (A1, A2, A3 sub-function) and another for 

sub-functions related to secretarial sub-functions (A4, A5, A6 sub-function). These two 

groups of sub-functions could be defined separately, because they have different 

criteria. Standards for sub-functions A4, A5 and A6 have to include the total number 

of supported employees, number of locations and institution’s internal organization.  

 Maximize the number of institutions which use Administration for Joint Service 

of Republic Bodies (AJSRB) Registry Office services. Although central government 
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level institutions mainly use AJSRB Registry Office services, there are several non-

network institutions which have their own Registry Office. For all these institutions it 

is necessary to perform additional analysis and decide the most appropriate way for 

organizing functions. Where applicable, institutions should be required to accept 

AJSRB as the central point for all Registry Office tasks.  

 Carry out additional analysis of network institutions in order to determine 

criteria for reorganization of administrative support function. Some additional 

analysis of network institutions should be carried out in order to define all specific 

needs of the institution type.  

 Increase the efficiency of the administrative function by further implementation 

of electronic documents and electronic services usage. Further development of e-

government practices related to usage of electronic documents is necessary to improve 

the performance of administrative functions. There are two main components which 

have to be implemented, namely: a full replacement of paper documents with electronic 

documents in document exchange between central government level institutions based 

on implementation of Document Management System as a foundation of electronic 

government and further development; and usage of collaboration electronic services.  

Auxiliary-Technical Support Function 

18. Auxiliary-technical support function is found in various forms.  These tasks are 

mainly related to roles that facilitate the operation of the activities of the whole institutions. 

These include jobs such as cleaning, driving and maintenance.  Given their important role 

and diversity across institutions, streamlining these functions could have multiplier effects 

in transforming institutional performance for service delivery. The following 

recommendations are provided: 

 Harmonize job positions, ranks and location of the function in all types of 

institutions for all sub-functions. The analysis has shown that there is diversity in job 

positions and ranks of staff members who are employed in the auxiliary-technical 

support functions. It is necessary to define suitable ranks based on the complexity of 

the operations carried out within the auxiliary-technical support function and thus 

ensure that for the same work the employees receive the same benefits. Similarly, it is 

important to define the job position of the auxiliary-technical support function in 

institutions of the same type. Consolidation of job descriptions could lead to 

improvements in the whole organizational structure.  
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 Locate auxiliary-technical support function in the relevant part of the 

organizational structure of institutions of the same type. This would ensure the 

availability and effectiveness of the function. The harmonization of the location should 

be done by proposing the organizational model which will differ for various types of 

institutions.  

 Analyze the need for positions which perform auxiliary-technical support 

function in the Administrative Districts. The analysis has shown that auxiliary-

technical support function accounts for about 20 percent of all employees in the 

Administrative Districts, a very high percentage for a single support function. Given 

the small number of employees in the Administrative Districts, it is necessary to further 

analyze the need for systematized positions for the auxiliary-technical support function 

in Administrative Districts.  

 Increase the scope of printing services of the Tax Administration to operate at full 

capacity throughout the year. The analysis has shown that the Tax Administration 

has a printing office with permanent staff for the copying, sorting and filling of 

materials. Further analysis is needed to determine the capacity of the Tax 

Administration to provide services of printing materials to other Subordinate Bodies 

such as Treasury Administration and Custom Administration. Such expansion of the 

number of users of the Tax Administration printing service could produce better 

capacity utilization and improve efficiency.  

 Analyze the viability of outsourcing of the auxiliary-technical support function. 

Functions that should be considered for outsourcing include: building maintenance, 

cleaning, transportation, sorting and filing. Consider identifying private sector 

providers for all sub-functions and explore opportunities for public-private 

partnerships.  

 Strengthen the capacity of the AJSRB for the centralization of the auxiliary-

technical support function. The role of the AJSRB is to provide support and to 

conduct professional, technical and other common tasks for the Government, 

Ministries, Special Organizations and other State Authorities.  In order to provide 

services to all institutions concerning auxiliary-technical support function, it is 

necessary to enhance the capacity of the AJSRB, reorganize it, and adopt legislation 

for its expansion.  

 Determine the expected level of service quality (use of quality parameters) for all 

institutions. The analysis has revealed that the level of quality of services provided 

within the auxiliary-technical support function is uneven. There are no clearly defined 

quality standards for measuring level of service delivery.  

 Conduct a strategic analysis of Networked institutions with special focus on the 

auxiliary-technical support function. A special analysis should be carried out for the 



15 

 

institutions that have a wide network of branch offices. This kind of analysis would not 

focus on how some work should be done, but whether the job should be done at all in 

the branches.  Based on the findings, institutions with a network of branch offices could 

be consolidated within regional centers.  

 Assess the potential for organizing the auxiliary-technical support function within 

a number of regional centers. Analysis has shown that services such as transport, 

cleaning, and serving soft drinks could be centralized within a regional center and in 

that way increase their availability. 

Financial Support Functions 

19. Financial support function is critical for all government institutions. Unlike 

other non-core functions, financial support function is undertaken in nearly all institutions. 

In spite of this, job descriptions, as well as ranks and titles, have not been harmonized in 

all institutions for those performing financial support functions. The following options 

have been proposed for improving financial support function. 

 Harmonize the job titles of financial support function staff within institutions of a 

certain type. The introduction of similar job titles  for same tasks would contribute to 

better insight into the structure of financial support staff and more efficient use of 

resources, and enable interchangeability (when needed).Further development of job 

titles should take into consideration the framework developed in the Catalogue of jobs. 

 Harmonize the ranks of financial support function staff within institutions of a 

certain type. Introduction of the same ranks in both civil servant system and non-civil 

servant system institutions would contribute to an effective rewarding system – 

enabling the application of the principle of “equal pay for equal work”, and increasing 

the motivation and attractiveness of certain posts. Further development of titles of ranks 

should take into consideration the framework developed in the Catalogue of jobs.  

 Raise the capacity of financial support function staff. This would improve the 

performance of financial sub-functions. A training needs analysis should be performed 

to prioritize future training programs. 

 Certification of knowledge and skills of financial support function employees. 

There is a need for a unified level of knowledge and skills in financial function within 

an institution and among institutions in order to provide the same level of service in 

budgeting, accounting and book-keeping sub-functions. The introduction of an internal 

certification system for different job positions would improve the quality of business 

processes and ensure the same level of quality in all institutions2.  Various options for 

                                                        
2 Certificates are already envisaged for financial management and control and internal auditing positions 

within PFM Reform Program 2016 -20120. 
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a certification program defining particular ways of certification should be explored 

including, such as the expansion of the contents of the state exam, introduction of 

special examination / test, as well as mandatory preparation (e.g. training, dedicated 

manuals etc.) should be further investigated. 

 Job systematization acts should reflect reality. Financial support staff should be 

assigned to the tasks they actually perform. The job description would clearly state the 

tasks, and empty positions in the Rule Books would be abolished. 

 Introduce the practice of rotating employees performing different tasks from one 

unit to another within the organization. Introduction of organized practice of rotating 

financial staff for tasks in budgeting, accounting and bookkeeping could lead to 

improvement in performance of finance tasks. This could be considered as a first step 

towards the introduction of the practice of exchange of staff between institutions.  

 Introduce thresholds and internal benchmarks for assessing the number of 

financial support function employees within an institution. Introduction of effective 

yet simple use of thresholds for determining ceilings of number of financial support 

staff in an institution would assist in understanding the required staffing in any 

institution. Institutions in which potential for rationalization has been identified should 

proceed with additional detailed analysis for the introduction of optimization measures.  

 Reform Network institutions with multi-level hierarchical structure, high number 

of branches and wide regional coverage. Rather complex organizational structure 

and organization of financial supporting service could hide numerous imperfections in 

a sense of overlapping, duplicating and excess of manual work. In order to implement 

further rationalization and right-sizing of financial service function, a separate 

organizational model should be developed taking into account specific needs to 

improve the organizational structure within these institutions.   

 Abolish the use of cash box operations wherever possible. Making payments 

through bank accounts would remove the need for additional staff and contribute 

towards reduction in wage bill.  

 Explore possibilities for optimization of financial support function through 

centralization and / or outsourcing. Possibilities for centralization within line 

ministries for portfolio institutions, specialized institutions like AJSRB or the Treasury, 

or an external supplier should be further examined. Centralization of major sub-

financial functions within a single capable and specialized institution could bring 

benefits from optimization of resource usage with potential positive outcomes for the 

wage bill. 
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D. Strategic Issues and Options Across the  Central Level 

20. In addition to the key horizontal issues, five main strategic and cross-cutting 

issues stand out from the functional review: 

 Development of an internal benchmark for defining the threshold for staffing non-

core functions; 

 Exploration of options for improving efficiency through centralization,  

outsourcing or privatization; 

 Harmonization of job positions and ranks across institutions and aligning Rule 

Books with actual institutional needs; 

 Establishment of service quality standards for non-core functions; and  

 Strengthening the role of the AJSRB in the provision of non-core services 

 

Internal Benchmarking 

21. An internal benchmark method for defining the threshold of three selected 

non-core functions has been introduced within this analysis. An internal threshold 

would serve to present the optimal number of staff for each function by comparing similar 

institutions across government. Thresholds represent the ratio of staff performing non-core 

function and the total number of staff. A larger number of employees than the adopted 

threshold should be considered as a strong indicator that the tasks could be performed with 

a fewer than current number of employees. This presents the potential for rationalization 

rather than the actual number of redundant staff. Given specific variations across 

institutions, it is important to undertake further analysis to determine the optimal number 

of support staff in each institution.  

22. The calculation of thresholds (ratio) and consequently potential for 

rationalization is based on two key assumptions: 

 Institutions with less than ten employees should have no staff performing any of  

the selected non-core functions; and 

 The number of staff should be lower than the established threshold for each type of 

institution. 

Centralization and Outsourcing 

23. Centralization of whole or just a part of each of selected non-core functions 

has been explored in a way to increase effectiveness and efficiency. This analysis 

identified opportunities for centralizing and outsourcing functions. An obvious starting 

point should be three support functions covered in this report. Partial centralization is 

already in place (e.g. Registry Office and transport in AJSRB). At the same time there are 

additional support functions that could be considered for full centralization (e.g. book-

keeping and accounting). Although centralization and outsourcing options are recognized 
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through different scenarios presented in the report, possible organizational models should 

be reviewed. 

Harmonizing Job Positions and Ranks 

24. Harmonization of job positions and ranks across institutions is a necessary 

step to achieve the principle of ‘‘equal pay for equal work''. The review discovered 

inconsistencies in job descriptions for all three non-core functions. These inconsistencies 

relate to job titles, descriptions and ranks. In addition to this, obsolete job positions (e.g. 

typist) still exist in the Rulebooks on Internal Organization and Systematization of Jobs. 

Finally, the Rulebooks are not always up to date with respect to actual jobs performed in 

the institutions. There are several ''empty positions'' in the Rulebooks. Aligning Rule Books 

with actual needs of the institution and abolishing empty positions will significantly bring 

organizational structure closer to the optimal level.  

Establishing Service Standards 

25. Establishing service quality standards is necessary for improving non-core 

functions. Introducing quality standards in public administration practice would 

significantly contribute to improvement of the effectiveness of each government 

institution. In line with this, it is necessary to map and describe processes, final products 

or results, to determine the number of people and their key competencies in order to 

improve performance of non-core functions. Establishing service quality standards 

includes: detailed business process analysis; determination of quality indicators which will 

balance the level of quality of the service; creation of procedures, assessment of capacities 

needed as well as the adequate number of support staff and their level of competence. In 

this way, service users will have clear and accurate information about service that should 

be provided (internally, for the institution where the function is placed, or externally, for 

other institutions). Definition and application of an appropriate methodology for 

identifying service quality standards for non-core functions could facilitate measurement; 

comparison; monitoring and continuous improvement of quality of services. 

E. Potential for Rationalization 

Table 3: Potential for Rationalization in Selected Support Functions 

Support Function 
Potential for 

rationalization 

No of 

institutions 

Administrative 668 employees 63 

Auxiliary-Technical 259 employees 45 

Financial 349 employees 59 

     

26. The analysis draws on two simple thresholds for identifying potential excess 

staff in individual organizations: (T1) the minimum number of employees in an 

organization to justify a dedicated support staff (e.g. finance) and (T2) the maximum 
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allowed share of support staff as a percentage of the total number of employees. 

Organizations with fewer than ten staff are unable to sustain a dedicated back office with 

separated functions, e.g. even only a dedicated finance professional, a dedicated HR 

professional and a dedicated logistics professional would already account for a third or 

more of the total team. Staff would be more cost effective either conducting their financial 

activities alongside their other duties or outsourcing their financial requirements. 

27. For those organizations above the T1 threshold, it is important to ensure that 

dedicated support staff are used efficiently. Moreover, there should not be too many 

such staff relative to the size of organization. T2, based on an internal benchmarking 

approach for different types of institution, identifies where it should be possible to achieve 

an adequate level of support with fewer than the current member of dedicated support 

employees. In other words, there are specific and different T2 thresholds for ministries, for 

public agencies, for branch organizations and for other institutional types.   

F. Action Plan for Implementation 

28. The Action Plan presents suggested short, medium and longer term activities 

that could be considered by the authorities for implementation.  While these are only 

early recommendations, they point to specific activities that could guide high level 

discussion as part of designing the appropriate reform path for improving the performance 

of tasks related to these three support functions.  Successful implementation will depend 

largely on a strong focus on the overall goal of the reform agenda and a clear monitoring 

program to ensure timely implementation.  

 



 

 

Table 4: System Functional Review of Selected Non-Core Functions:  Implementation Action Plan 

Recommendatio

n 
Milestones Result Partner 

Administrative, Auxiliary-technical and Financial support function 

Objective: Optimizing the public sector for selected non-core functions 

Indicator: Thresholds established for at least three non- core functions 

R1 Introduction of thresholds for selected functions Short-term [t + 12 months] MPALSG 

 Milestones Result Partner  

1.1 

Development and  introduction of the concept of  internal 

benchmarking and ensuring commitment of all 

stakeholders 

Concept of internal benchmarking is 

developed. All stakeholders agreed / 

made commitments for introduction of 

thresholds for selected functions   

Task Teams in each 

Ministry, GS, SPP, 

Delivery Unit 

1.2 
Identification of  the  types of institutions and functions 

that should be analyzed 

List of types of institutions and functions 

that should be analyzed is prepared and 

agreed with stakeholders 

Task Teams in each 

Ministry 

1.3 Determine key criteria for calculation of thresholds 
The key criteria for calculation of 

thresholds are determined 
 

1.4 
Calculation of thresholds for each type of institution and 

each function 

Thresholds for each type of institution 

and each function are calculated 
 

1.5 Estimation of potential for rationalization Potential for rationalization is estimated MoF 

1.6 
Presentation of key findings to key stakeholders and all 

institutions at the central level  

Presentation of key findings to key 

stakeholders and all institutions at the 

central level is done 

 

1.7 Detailed analysis of each institution above thresholds 
Detailed analysis of each institution 

above thresholds is performed 
Delivery Unit 

1.8 
Implementation of established standards – thresholds 
across the central level 

The thresholds across the central level of 
government are implemented and the 

staff number aligned  

GS, Delivery Unit 
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Objective: Achieve equity in public sector pay according to the Law on Public Sector Employee Wage System 

Indicator: Job descriptions harmonized in at least 75 % of job descriptions and 75% of ranks 

R2 Harmonization of job descriptions and ranks Mid-term [t + 24 months] MPALSG 

 Milestones Result Partner  

2.1 
Identification of all jobs performing Administrative (A) 

Auxiliary-Technical (AT) and Financial (F) 

All jobs performing Administrative (A), 

Auxiliary-Technical (AT), and Financial 

(F) are identified. 

Task Teams in each 

Ministry, AJSRB 

2.2 
Comparison of identified jobs (from Rule Books) with  

jobs in the Job catalogue 

Comparison of jobs in Rule Books and 

Job catalogue is done; differences 

identified.  

Task Teams in each 

Ministry 

2.3 
Harmonization of job descriptions from the Rules books in 
line with Job catalogue  

Job descriptions as stated in the Rules 

books are harmonized in line with 
descriptions in Job catalogue 

Task Teams in each 
Ministry 

2.4 
Harmonization of ranks from the Rule Books in line with 

Job catalogue 

Rank titles as stated in the Rules books 

are harmonized in line with ranks in Job 

catalogue 

Task Teams in each 

Ministry 

2.5 
Workshop for all institutions on the adopted guidelines  

(for job description and ranks)  for A, AT and F functions 

Guidelines for harmonized job 

description and ranks for A, AT and F 

functions are prepared.   

Workshop with all institutions on the 

adopted guidelines are held 

2.6 Alignment of Rule Books with the guidelines  
Job positions and titles are aligned as per 

requirements in guidelines  

Task Teams in each 

Ministry 

Objective:  Establishment of shared services for Net Institutions for the selected non-core functions 

Indicator:  Shared services introduced in  at least 75 percent of net institutions 

R3 Introduce shared services for Net Institutions Mid-term [t + 36 months] MPALSG 

 Milestones Result Partner  



xv 

 

3.1 Selection of the Net institutions to be analyzed  
Net institutions to be analyzed are 

selected 

Line Ministries, MoF, 

GS, SPP, Delivery Unit 

3.2 Determine the methodology for the analysis 
Methodology for the analysis  of Net 

institutions is finalized 
 

3.3 Analysis of each selected Net institution 
Analysis of each selected Net institution 

is performed 
 

3.4 
Defining recommendations for operational synergy of Net 

institutions 

Recommendations for operational 

synergy of Net institutions are drafted 
 

3.5 Propose scenarios for organization of Net institutions 

Scenarios for organization based on 

shared services for selected Net 
institutions are drafted 
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No Recommendation/Activity Provisional Duration Responsibility 

Administrative Support Function 

Objective: Optimization of  administrative support function 

Indicator:   Quality standards established  for at least 75 percent of administrative functions 

R4 Define quality standards for administrative function Mid-term: [t+36months] MPALSG 

 Milestones Result Partner  

4.1 
Identification of job positions dedicated to office operation tasks 

including Registry Offices tasks 

Identified job positions dedicated to 

office operations tasks  
 

4.2 Identification of all jobs positions performing secretarial tasks 
Identified job positions performed in  

secretarial tasks 

Human Resources 

Management Service 

4.3 Analysis of office operations, registry office and secretarial tasks  Administrative support tasks defined  

4.4 Establish quality standards for service delivery Quality standards established  

4.5 Comparison of identified job positions with the Job Catalogue 
Mapped identified job positions to Job 

Catalog 
Task Teams 

4.6 Propose optimal number of positions  Optimal  number of job position defined  

4.7 Conduct a workshop for all institutions on adopted quality standards 
Institutions familiar with adopted quality 

standards  
 

4.8 
Align the number and structure of administrative staff with 

established standards 

Standards implemented in administrative 

support function 
Institutions 

Objective: Expand the coverage of AJSRB  

Indicator:  Number of  institutions using AJSRB Registry Office  

R5 Maximize number of  users AJSRB Registry Office Mid-term: [t+36months] MPALSG 

 Milestones Result Partner  

5.1 
Identification of all Registry Offices organized at the  central 

government level 

Registry Offices organized at central 

government level identified 
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5.2 
Analysis of the capacity of the  AJSRB Registry Office  for providing 

registry services 
AJSRB capacity review completed AJSRB 

5.3 
Determine the guidelines and quality standards for centralization  of 

registry services within AJSRB  

Quality standards for AJSRB Registry 

Office services defined 
AJSRB 

5.4 
Design a roadmap for structural and organizational changes for the 

AJSRB 

Roadmap for necessary AJSRB changes 

defined 
AJSRB 

5.5 Workshop for relevant institutions on the adopted guidelines 
Institutions familiar with quality 

standards 
AJSRB 

5.6 Harmonization of Registry Office practices with adopted guidelines Implemented adopted guidelines AJSRB 

Objective: Implementation of  e-government concept and practices 

Indicator:  Number of implemented collaboration services 

R6 Introduction of    “collaboration services” Mid-term : [t+36months] MPALSG 

 Milestones Result Partner 

6.1 Promotion of collaboration services in public administration  
Institutions familiar with collaboration 

services 
DEA 

6.2 Improvement of legal framework  
Legal framework improved for 
collaboration service usage 

AJSRB, Legislative 
Secretariat 

6.3 
Adopting missing regulation and necessary changes to the  legal 

framework related to Registry office  

Registry Office legal framework 

improved  
AJSRB 

6.4 
Improvement of Registry Office business processes and 

synchronization with legal changes 

Registry office business processes 

synchronized with legal framework 
AJSRB 

6.5 
Introduction of Document Management System in each institution at 

central government level 

Decree about electronic office 

management implemented in all 

institutions 

AJSRB 

6.6 Development of additional necessary collaboration services Collaboration services developed  

6.7 Training for pilot institutions on the developed services 
Pilot institutions trained for usage of 

developed services 
 



xviii 

 

6.8 
Implementation of developed ''collaboration services'' in pilot 

institutions 

Developed collaboration services 

implemented in pilot institutions 
 

6.9 
Begin implementation of ''collaboration services'' in other central 

level institutions 

Implementation of collaboration services 

in institutions started 
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No Recommendation/Activity Timeframe Responsibility 

Auxiliary-Technical Support Function 

Objective: Better capacity of utilization of printing services in Tax Administration  

Indicator: Tax Administration printing service covering all MoF subordinated bodies 

R7 Expand coverage of printing services in Tax Administration Short-term: [t+12months] MoF 

 Milestones Result Partner  

7.1 Analysis of the capacity of Tax Administration’s printing service 
Report on the conducted analysis 

completed  

Tax Administration, 

MPALSG 

7.2 
Examine the needs of other MoF subordinated bodies for printing 

services 

List of individual needs of each SB under 

MoF for printing services identified 
 

7.3 Preparation of a proposal for covering other subordinate bodies Proposal finalized and approved  

7.4 
Informing MoF subordinated bodies on availability of printing 

services  

Determined capacity of Tax 

Administration’s printing service for other 

MoF subordinated bodies 

MPALSG 

Objective: Consolidate transport function within a single institution/organization unit (support to M, SB and SO) 

Indicator: Share of  relevant institutions using the Dispatch Center 

R8  Establishment of a Dispatching Center Mid-term: [t+36months] AJSRB 

 Milestones Result Partner  

8.1 Introduce of the concept and ensure commitment of all stakeholders 
Establishment of a Dispatching Center 

endorsed by stakeholders 
MPALSG 

8.2 
Determine service quality standards and service  level agreements 

with users 

Determination of  service quality 

standards and service  level agreements 
(identified scope of the service, its quality 

(map of processes, quality procedures, set 

of quality parameters), and its 

responsibilities) completed 
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8.3 Analysis of AJSRB capacity for providing transportation services 
Report on the conducted analysis of 

AJSRB capacity 
 

8.4 Preparation of the proposal  for establishment of a dispatch center  Proposal developed and endorsed  

8.5 
Case study (MoI, Police) for replication of the model in a selected 

Net Institution and/or for inspection services 
Case study finalized    

8.6 
Implementation of preparatory works (human resources, facilities, 

infrastructure, procedures) 
Report on the provided conditions  

8.7 Informing authorities on the establishment of dispatching center 
Compliance of all stakeholders on the 

establishment of dispatching center 
MPALSG 

8.8 
Revise Rule Books to abolish the job position for drivers in M, SB 

and SO    
Revised Rule Books in MIN, SB and SO    MPALSG 

8.9 Pilot Dispatch Center in a selected Net Institution Report on the pilot study   

Objective: Optimization of  Auxiliary- Technical Function in Administrative Districts  

Indicator: Analysis of Auxiliary-Technical Functions in Administrative Districts completed 

R9 Analyze the need for AT function in Administrative Districts Short-term: [t+12months] MPALSG 

 Milestones Result Partner  

9.1 Determine the methodology for the analysis Adopted Methodology   

9.2 Analysis of the Rules Books for Administrative Districts 
Conducted analysis of the Rules Books for 
Administrative Districts 

 

9.3 
Explore the ways for centralization of AT support function in 

Administrative Districts 

Report on the possible ways for 

centralization of AT support function in 

AD 

 

9.4 
Align the number and structure of AD with established standards Aligned number and structure of AT staff 

in AD with established standards 

 

Objective Development of alternative modes of service delivery   

Indicator: At least one pilot case of outsourcing developed   

R10 Explore outsourcing options for MIN, GS, SB, SO Mid-term: [t+36months] MPALSG  
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 Milestones Result Partner  

10.1 Identify and market analysis of private sector service providers 
Report on market analysis of private 

sector service providers 
 

10.2 Explore opportunities for public-private partnerships 
Report on public-private partnerships 

(PPP) for AT support functions 
 

10.3 
Case study of a selected centralized procurement of services through 

the framework contract 

Report on the case study with 

recommendations completed 
MPALSG 

10.4 Assess potential savings from outsourcing Report on savings from outsourcing MoF, Task Teams 

10.5 Establish service quality standards 

Identified map of processes, quality 

procedures, set of quality parameters and 

required capacity for AT support function 

 

10.6 Prepare guidelines for outsourcing Guidelines for outsourcing  

10.7 Inform authorities about outsourcing initiative 
Compliance of all stakeholders for 
outsourcing initiative 

 

10.8 Align Rule Books with established guidelines  
Aligned Rule Books with established 

standards in MIN, GS, SB, SO 
 

Objective: Improve the capacity  of AJSRB to provide AT support  function  

Indicator: AJSRB coverage potential clients increased by at least 50 percent 

R11 Examine the potential for centralization within  AJSRB  Mid-term: [t+36months] GS 

 Milestones Result Partner  

11.1 
Research potential, legal framework for centralization in AJSRB and 

analysis of other relevant studies 

Report on the conducted research and 

analysis 
MPALSG 

11.2 Identification of all AT support function jobs  
List of all job positions and tasks 

belonging to AT support function 
MPALSG 

11.3 
Determine guidelines for centralization with key service quality 

standards 
Guidelines for centralization finalized AJSRB 
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11.4 
Identification of required management, structural and organizational 

changes in AJSRB 

Defined map of processes and their 

outputs, required capacities, procedures, 

policies and constraints 

AJSRB 

11.5 Informing authorities about  the centralization initiative 
Compliance of all stakeholders for 

centralization initiative  
MPALSG 

11.6 
Centralization of AT support function according to the established 

guidelines 
Implementation of centralization AJSRB 

Objective: Establish service delivery standards for  AT support function  

Indicator: Service Delivery Standards introduced for all tasks in at least three non-core support functions 

R12 Determine service quality standards Mid-term: [t+36months] GS 

 Milestones Result Partner  

12.1 
Identification of all job positions and tasks belonging to AT support 

function  

List of all job positions and tasks 

belonging to AT support function 

MPALSG 

 

12.2 
Development of methodology for identifying service quality 
standards 

Adopted Methodology  

12.3 Establish service quality standards 

Identified map of processes, quality 

procedures, set of quality parameters and 

required capacity for AT support function  

12.4 Comparison of identified job positions with  the Job catalogue 
Report on comparison of identified job 

positions with  the Job catalogue 

12.5 Workshop for all institutions on adopted standards 
Workshop completed and 

recommendations prepared  

12.6 Align the number and structure of AT staff with established standards 
Aligned number and structure of AT staff 

with established standards 
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 Recommendation/Activity Provisional Duration Responsibility 

Financial Support Function 

Objective: Optimization of financial support function 

Indicator: Attendance recording automated for at least 75% of institutions 

R13 Improvement of attendance records keeping business process Short-term: [t + 12months] MoF 

 Milestones Result Partner  

13.1 
Performing business process analysis (including technical / 

functional requirements for automation). 

Business processes mapped, analyzed and 

improved; drafted technical specification 

(including functional requirements) for 

software solution  

MPALSG 

13.2 
Introduction of the concept and ensuring commitment of all 

stakeholders 

New business processes presented and 

accepted by all stakeholders  
Task Teams 

13.3 Revision of job descriptions to reflect proposed reassignment of task 
Revision of job descriptions is done: job 

descriptions comply with new tasks   
MPALSG 

13.4 Propose roadmap for optimization of sub-function 
Roadmap for optimization of sub-function 
drafted and accepted 

 

13.5 Training of administrative staff based on assessed needs  

Staff trained for performing improved 

business process of attendance records 

keeping  

HRM Secretariat  

13.6 Apply improved business process in institutions 
Improved business process of attendance 

records keeping applied in institutions 
Task Teams 

Objective: Optimization of financial support function 

Indicator: Cash box operations abolished across all institutions 

R14 Abolishing of cash box operations in remaining institutions Short-term [t + 12months] MoF 

 Milestones Result Partner  

14.1 
Identification of all job positions performing cash box operations; 

analysis of legal framework. 

Identified and analyzed all remaining cash 

box job positions in institutions; potential 
MPALSG, Task teams 
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constraints in legal framework are 

analyzed / identified  

14.2 
Introduction of the concept and ensuring commitment of all 

stakeholders 

The concept of abolishing of cash box 

operations in remaining institutions is 

presented to all stakeholders; 

stakeholders’ agreement / commitment is 

acquired 

MPALSG 

14.3 
Preparation of the Government Conclusion for abolishing of cash box 
operations 

Drafted Government Conclusion on 
abolishing of cash box operations in 

remaining institutions  

GoS, MPALSG 

14.4 Harmonization of job descriptions in line with adopted solution 

Relevant changes in Rule books on 

internal organization and systematizations 

of institutions has been performed 

MPALSG, Task Teams 

Objective: Optimization of financial support function 

Indicator: System for rotation/transfer of financial support staff introduced 

R15 Rotation / temporary transfer of financial support function staff Midterm [t + 36 months] MPALSG 

 Milestones Result Partner  

15.1 
Analyze possibilities for rotation  / temporary transfer, (e.g. skills, 

positions etc.), including the analysis legal framework 

The analysis of possibilities for rotation  / 

temporary transfers including the 

constraints of legal transfer is done  

 

15.2 Prepare the rotation / temporary transfer program 
Draft of the rotation / temporary transfer 

program is prepared 
HRM Secretariat 

15.3 Identify pilot institutions Pilot institutions are identified Task Teams 

15.4 Introduce rotation / temporary transfer  program in pilot institutions 
Rotation / temporary transfer  program is 

introduced in pilot institutions 
Line Ministries 

15.5 
Evaluate the impact of rotation / temporary transfer and recommend 

further actions 

The impact of rotation / temporary 

transfer is evaluated and 

recommendations for further actions are 

drafted 
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15.6 
Introduce rotation/temporary transfer of staff program to all central 

level institutions 

Based on recommendations the program 

of introduction rotation / temporary 

transfer of staff is implemented in all 

institutions 

 

Objective: Optimization of financial support function 

Indicator: Centralization and Outsourcing needs assessment conducted 

R16 Identify the potential for centralization and outsourcing Short term [t + 12 months] MoF 

 Milestones Result Partner  

16.1 
Identification of all financial support function jobs and positions (job 

families) 

Financial support function jobs and 

positions (job families) are identified 

MPALSG 

16.2 Research  the options for centralization and outsourcing 
Analysis of the options for centralization 

and outsourcing is performed. 

16.3 
Identification of private sector service providers based on market 

research and analysis 

Private sector service providers are 
identified, based on conducted market 

research and analysis 

16.4 
Identification of management, structural and organizational 

changes/roadmap 

Management, structural and 

organizational changes are identified; the 

roadmap is drafted 

16.5 Estimation of potential for rationalization Potential for rationalization is estimated 

16.6 Preparation of guidelines for outsourcing and centralization 
Guidelines for outsourcing and 

centralization are drafted 

16.7 
Align the number of staff and organizational structure with 

established guidelines 

All institutions aligned the number of staff 

and organizational structure with 

established guidelines  

Objective: Optimization of financial support function 

Indicator: Capacity building program for financial support function approved 

R17 
Capacity building of financial support function staff for program 

budgeting 
Short term [t + 12 months] MoF / MPALSG 
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 Milestones Result Partner  

17.1 
Assessment of training needs and current training program/s for 

financial staff / other staff involved in program budgeting life cycle  

The assessment of training needs and 

identified further improvements of the 

current training program/s is performed  

MoF 

17.2 Prepare the capacity building program/s 

Capacity building program/s is  prepared 

based on determined training needs and 

identified improvements of the current 

training program 

17.3 Training of financial support staff in line with adopted standards 
All financial support staff trained in line 
with adopted standards 

17.4 Training impact assessment 

The analysis / assessment of training 

impact is done, further actions are 

recommended 

Objective: Standardization of competency level (knowledge, skills and attitudes of financial support function staff) 

Indicator:  Certification program introduced for all employees involved in financial management 

R18 
Certification of financial support function staff  

responsible for financial report drafting 
Mid-term [t + 36 months] MoF 

 Milestones Result Partner  

18.1 

Analysis of financial support staff and other staff involved in certain 

process, job requirements, legal framework (commencing with staff 

responsible for state property and drafting financial reports) 

Analysis of financial support staff job 

requirements, including analysis of the 

legal framework is performed  

MPALSG 

18.2 
Draft certification program, considering different models of skills 

improvement and certification tests 

Certification program is drafted stating 

appropriate contents, options for 

preparation of candidates (e.g. trainings, 

independent learning etc.); testing (e.g. 

part of public administration exam; testing 

etc.) etc. 

HRM Secretariat 

18.3 Promotion of certification program 
Certification program is promoted 
running workshops with representatives 

of institutions  

MPALSG, Task Teams 
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18.4 Certification of financial support function staff 
The staff is certified based on the accepted 

certification program 
HRM Secretariat 

18.5 Assessment of certification system 
The analysis / assessment of certification 

program with recommendations is done   
MPALSG 

Objective: Alignment of organizational structure  with institutional needs 

Indicator:  Full parity between staffing needs and Rule books 

R19 Aligning Rule Books with actual needs of the institution Short term [t + 12 months] MPALSG 

 Milestones Result Partner 

19.1 
Comparing  systematized job positions with current situation (based 

on standards / thresholds for families of jobs / sub-functions) 
Comparison and analysis completed 

Ministry Task Teams 
19.2 

Determine the guidelines for the new organizational model (“No 

empty positions” principle) 

Guidelines for new organizational model 

are drafted 

19.3 Workshop for all institutions to discuss adopted standards 
Workshop with all institutions are held 

and standards agreed 

19.4 Abolishing of empty positions in Rule Books Institutions abolish empty job positions  
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Chapter 1: Introduction 

A. Background 

1. The Republic of Serbia is a country of seven million people with an upper 

middle-income of US$ 5,820 per capita. It emerged from political realignments after 

Yugoslavia broke up in 1991 (union with Montenegro lasted till 2006, when each country 

became a sovereign state). Between 2001 and 2008, real Gross Domestic Product (GDP) 

grew 5 percent per year on average, and poverty headcount declined from 14 percent in 

2002 to 7 percent in 2007. However, Serbian independence marked the start of a period of 

political uncertainty, characterized by weak and fragmented coalitions. Lack of consensus 

hindered efforts to focus on critical economic and public sector reforms.  

2. This became apparent after 2008, as Serbia faced major economic challenges. 

Early progress started reversing: real growth dropped to 0 percent and fiscal deficits 

averaged 6 percent of GDP between 2009 and 2014. As a result, public debt doubled (from 

34 percent of GDP in 2008 to 71 percent in 2014). Subsidies and guarantees to public 

utilities, high public employment levels, inefficient human resources policy and weak 

financial management contributed to fiscal challenges. With the economy in recession, the 

poverty count rose again to 9 percent in 2010 (the last available data) and unemployment 

reached 24 percent by 2012.  

3. In 2014, the Government of Serbia adopted an ambitious fiscal consolidation 

and structural reform program, supported by a 3-year Standby Arrangement with 

the International Monetary Fund (IMF). Immediate focus was on containing aggregate 

wages and pensions, cutting subsidies to state-owned enterprises, and improving tax 

administration. Wage and pension reforms, in particular, decreased nominal expenditures 

by 1.7 percent in the first program year. Looking at the longer term, the Government moved 

to address structural problems in the public sector by launching a restructuring and 

rightsizing process to create further opportunities for efficiency gains.  

4. As reforms started, signs of economic recovery emerged in 2015. General 

government deficit decreased from 3.9 percent of annual GDP in 2014, to 1.3 percent in 

the first 9 months of 2015. The economy moved out of recession, growing by 1 percent in 

second quarter of 2015 and above 2 percent in the third. While the better conjuncture plays 

a role, making results sustainable depends on continuing structural reforms, including 

public sector restructuring and rightsizing to increase productivity and decrease costs. 

Concern for the latter drive implementation of the new 2015 law on maximum number of 

employees, aiming at savings in the region of 0.3 percent of GDP per year, up to 2018. 
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B. Strategic and Legal Framework of Support Functions 

5. Serbia’s legal system does not recognize the distinction between core and non-

core, i.e. support functions. The Law on Public Administration identifies the key tasks to 

be performed by state administration bodies (policy making, inspection, implementation 

etc.), but does not clearly differentiate between core function— as those that directly 

achieve the objectives for which an institution was created— and non-core functions, as 

those which are not part of the mandate of the organization, but are mainly of a support 

nature. Civil Service Law does not make a clear distinction in this respect either. It defines 

a civil servant as a person who carries out jobs within the remit of state administration 

bodies and related legal, ICT, material-financial, accounting and administrative affairs, 

which includes both core and non-core functions. Employees, on the other hand, carry out 

only auxiliary-technical tasks, which are non-core functions. Some support functions are 

only sporadically mentioned in the Decree on the Principles of Internal Organization and 

Systematization of Posts (e.g. financial, ICT etc.). The Decree provides a possibility that 

several support functions are organized within the special organizational form of 

ministerial secretariats and/or ministerial cabinets (in case they are important for the work 

of a minister), but does not regulate this issue.   

6. Lack of legal definition of core and support functions poses challenges for 

establishing rational internal organizational structure, with adequate balance 

between core and support functions. As there is no definition of core and support 

functions, there are also no legally prescribed thresholds for establishing the number of 

posts carrying out non-core functions in relation to core functions. The organization of the 

support functions is up to the management of the institution, which could organize it in the 

best way to support the institution’s competencies. This, in many cases results in oversized 

support function units. For example, in the case of Administrative Districts, the share of 

employees responsible only for administrative support function amounts to about 52 

percent of overall number of employees. This is potentially a problem, especially in 

Administrative Districts and other smaller size agencies, where keeping a high number of 

support and administrative staff diverts significant resources from core functions. 

7. Job titles, content of job descriptions and classification of support function 

jobs are currently not harmonized due to an incomplete legal framework for job 

classification. The Decree on Job Classification and Criteria for Job Descriptions3 adopted 

in 2005 required the development of standard job descriptions for different jobs for each 

rank that should ease the classification process. Standard job descriptions in the form of a 

job catalogue were introduced in 2015, but are not yet in force. However, this has 

contributed to a lack of uniformity of support function jobs and standardization of their 

outputs and brought about increased unevenness in classifying jobs of the same content, 

                                                        

3 Decree on Job Classification and Criteria for Job Descriptions, “Official Gazette of the RS” No. 

117/2005, 108/2008, 109/2009, 95/2010, 117/2012, 84/2014, 28/2015, 102/2015, 113/2015.  
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complexity and responsibility in different ranks and hence different salary levels. This 

problem is especially common in the institutions outside the scope of Civil Service Law 

(public agencies and public institutions), as they are not restricted from placing the majority 

of jobs into higher posts.  This results in loss of morale among employees in jobs ranked 

lower than counterparts performing similar tasks. This negatively affects motivation of 

employees whose jobs have been classified in lower ranks in comparison to those who 

carry out the same kind of job but have a higher rank and salary level.  

C. Financial, Administrative and Auxiliary Technical Support Functions 

8. In spite of their non-core nature, support functions are an essential element of 

Government operation and are often embedded in strategic documents. Support 

functions are usually interlinked with the core functions and their effective operation is 

indispensable for achieving the Government’s objectives.  

9. Development of financial support function is based on the Public Financial 

Management Reform Program 2016-2020 and Strategy for Development of Internal 

Financial Control. The Public Financial Management Reform Programme 2016-2020 

provides a strategic framework for all phases of public finance management (medium-term 

macro-fiscal and budgetary framework; budget planning and execution; effective financial 

control; accounting, monitoring and financial reporting, and external control). 

Furthermore, the Serbian Government has also adopted a Strategy of development of 

Internal Financial Control in the Republic of Serbia, 4 which aims to establish a 

comprehensive and effective system of internal financial control in the public sector, 

essential for the EU negotiations on the chapter 32 - Financial Control.  

10. Strategic framework for administrative support function is provided in the 

Strategy of Information Society Development. The strategy aims to increase 

effectiveness and efficiency in carrying out administrative support activities. As 

administrative support function comprises office operations tasks including registry office 

tasks, office manager tasks and tasks of personal assistants, transition from paper based 

management to electronic files management is at the heart of its development. The 

objective of the Strategy on Information Society Development is to reduce or completely 

eliminate paper-based documentation and fully introduce electronic file management. The 

design and implementation of these work processes require new skills and knowledge of 

central Government employees.  

11. The Serbian Government does not have a broader strategic framework for 

improving the efficiency and effectiveness of auxiliary technical support function. 

Auxiliary technical support function includes logistic and technical tasks related to the 

maintenance of buildings, office kitchenette, courier tasks, printing and transport activities. 

                                                        

4 Strategy of development of internal financial controls in the public sector in the Republic of Serbia, 

“Official Gazette of the RS” 61/2009 and 23/2013. 
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This area is especially affected by the continued internal and external pressure to reduce 

the public sector wage bill and would need to be closely looked at in order to find 

possibilities for wage bill savings, including the possibilities for its outsourcing to private 

sector providers.  

12. Functioning of all outlined support functions is governed by specific sectoral 

legislation. For example, the financial support function is regulated by several pieces of 

primary, secondary and tertiary legislation (i.e. the Law on Budget System; the Decree on 

Budget Accounting; the Rulebook on Common Grounds, Criteria and Tasks for Work of 

the Financial Services of Direct Budget Beneficiaries etc.). These legal acts regulate the 

contents of financial function within all stages of the financial management cycle. 

Administrative support function is governed by the Decree on Office Operations5 and the 

Decree on E-Office Operation of State Administration6 which provide a solid basis for 

work with electronic documents and further development of office operation, especially 

manipulation of electronic documents. Furthermore, the recently adopted Law on General 

Administrative Procedure7 also enables the use of electronic documents in administrative 

procedures. The latter facilitates the use of electronic documents and electronic 

communication in delivery of services to citizens.  

13. The auxiliary technical support function is governed by several pieces of 

primary and secondary legislation. These are, for example, the Decree on the Use of 

Official Vehicles,8 which regulates the use of official vehicles owned by the Republic of 

Serbia. The Regulation of Official Buildings and Business Premises in Public Ownership 

Used by the Authorities of the Republic of Serbia, which regulates the auxiliary-technical 

support function related to the maintenance of official buildings and business premises; the 

Law on Safety and Health at Work,9 which contains measures of promotion of safety and 

health at work of persons participating in work processes, as well as persons in the working 

environment, in order to prevent injuries  and occupational diseases. 

D. Administration for Joint Services of the Republican Bodies 

14. As provision of support functions can divert significant resources from core 

functions of an institution, pooling of support functions in one institution is a good 

solution. In some countries (even rich ones, like Finland) pooling basic services is a 

general established practice. This practice has also, to a certain extent, been established in 

Serbia within an Administration for Joint Services of the Republican Bodies (hereinafter 

                                                        

5 "Official Gazette RS", No. 80/92 and 45/2016. 

6 "Official Gazette RS", No. 40/2010. 

7 Law on General Administrative Procedure, "Official Gazette RS", No. 18/2016. 

8 Decree on the Use of Official Vehicles, “Official Gazette of RS”, No. 49/2014 and 15/2015. 

9 Law on Safety and Health at Work, “Official Gazette of RS”, No. 101/2005, 91/2015. 
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AJSRB). 

15. AJSRB is a centralized body for provision of support services at the central 

government level. AJSRB provides professional, technical and other joint services for the 

Government, ministries, special organizations and other central government institutions. 

Its operation is based on the Decree on Administration for Joint Services of the Republican 

Bodies.10  

16. AJSRB has an important role to play for all three analyzed support functions. 

With respect to financial support functions, it provides the following support services to a 

number of central Government institutions: book-keeping of auxiliary books, i.e. book of 

assets and  low value assets, including asset depreciation and revaluation (for ministries, 

subordinated bodies and some public agencies); settlement, book-keeping and payment of 

invoices for utilities e.g. power supply,  and water supply. AJSRB also has an important 

role in administrative support functions as it has a Registry Office which provides services 

to about 90 central Government institutions.  

17. Institutions which are not using AJSRB’s Registry office services usually have 

a lot of branches with a large number of employees. As a result, they have their own 

registry services (i.e. Tax Administration and Customs Administration). AJSRB is also as 

a key stakeholder for the auxiliary-technical support function as it provides support to 

ministries, Government services and some special organizations in all auxiliary-technical 

sub-functions such as: processing of texts, printing, copying; investment and technical 

work related to the construction, reconstruction, adaptation and use of office buildings; the 

implementation of fire prevention measures and the provision of official buildings; 

Government transportation services. 

18. The AJSRB provides a range of internal services both to the Government and 

to other state bodies. There is a need to conduct a functional analysis of its operation in 

order to identify the extent to which it is desirable to open such services to private sector 

competition, especially in the case of auxiliary technical support function. A World Bank 

funded study on the operation of AJSRB conducted in 200611 developed a series of 

different institutional models to ensure that future service delivery is conducted in an 

environment of accountability and performance management and, where appropriate, 

seeking full cost recovery for the service provided. The findings of this study should 

provide a basis for further analysis and development of policy options which would ensure 

maximum efficiency and effectiveness in the delivery of services provided currently by the 

AJSRB. 

  

                                                        

10 Decree on Administration for Joint Services of the Republican Bodies, "Official Gazette RS", No. 

63/2013. 

11 S. Palmer, S. Djukovic, A. Zivanovic (2006). “Functional Review report on the feasibility of the re-

structuring the Republic Authority for Mutual Services Administration prepared for the General Secretariat 

of the Government of the Republic of Serbia”. 
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D. Scope and Coverage of the Review 

19. The objective of the system functional review is to introduce basic aspects of 

services performed within selected functions in all types of institutions across the 

central government.  While present in each institution, these are usually part of systems 

cutting across the Executive. Reviewing these systems is useful to advance operational 

effectiveness: by comparing performance across institutions and assessing the ability of the 

Executive to operate in an integrated manner, success factors can be identified and 

addressed. 

20. The analysis is conducted in order to show the organization of support 

functions in different types of institutions.  Initial assessment has shown that there is a 

considerable potential for medium-term savings that could be obtained from streamlining 

support functions.12 Such savings could be achieved through possible mergers of small 

institutions; consolidation of public services; centralization (via service and competence 

centers); and, possibly, outsourcing of certain common functions.  

21. The system functional review focuses on resources and organization needed to 

perform the function in a manner that is comparable and optimized across 

institutions.  The review seeks therefore to compare the organizational status and position 

of a function across institutions (e.g. a department, or a section within a department) and 

assess whether differences in staffing levels and staff quality are justified by the size or 

complexity of operations, or are simply above or below needs.   

22. The majority of crosscutting systems are concerned with non-core functions. 

These serve to support an institution in the performance of its core functions, and contribute 

to the achievement of its specific objectives only indirectly. They can include both 

functions that specifically support the leadership of the institution in its management role 

(e.g. internal management of financial and human resources) and others that have a support 

role by providing services that could, potentially, also be purchased on the market (e.g. 

logistic and technical support, ICT support).  

23. The starting point in prioritizing these functions for analysis depends on 

several factors. First, while core functions are more important from the business 

viewpoint, the potential for savings is obviously much larger in non-core ones - because of 

the number of employees, the simpler tasks, and lower level of resistance to, as well as 

higher level of possibility to implement changes.  

  

                                                        

12 World Bank (2016).  



 

7 

 

E. Approach 

24. The choice of three non- core functions was determined by a scoring  based 

on both impact and achievability according to the following scale: 

Table 5: Identification Criteria for Selected Non-Core Functions 

Criteria 1 point 2 points 3 points 

I. Number of employees (number of 

employees on the function across 

94 institutions) 

< 500 500-1000 > 1000 

II. Political commitment (expected 

resistance to change, based on 

knowledge of political climate) 

High Medium Low 

III. Data availability (of documents, as 

the data basis to conduct the 

review) 

Low Medium High 

IV. Feasibility (degree of feasibility of 

the analysis within the short term) 
Low Medium High 

V. Implementation (possibility to 

implement recommendations of the 

review) 

Low Medium High 

25. Based on these criteria the following support functions were selected: 
Administrative; Auxiliary and Technical Support, Administrative Support, and Financial 

Support functions.  

Table 6: Scoring of Criteria for Selecting Non-Core Functions 

Function 
Criterion 

I 

Criterion 

II 

Criterion 

III 

Criterion 

IV 

Criterion 

V 

Total 

points 

1. Management of 

institution 2 1 2 1 1 7 

2. Project Management 1 2 1 1 1 6 
3. International 

cooperation 1 2 2 1 2 8 

4. Keeping records and 

registers 3 1 1 2 2 9 

5. Standardization of 

internal processes 1 3 1 3 2 10 

6. Financial 

management 3 3 3 3 2 14 

7. Providing 

information from the scope 

of work 
1 2 2 3 2 10 

8. Internal audit 1 2 2 2 2 9 

9. Administrative 

support 3 3 3 3 3 15 

10. Auxiliary and 

technical support 2 3 3 3 3 14 
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Chapter 2:  Administrative Support Functions 

A. Introduction 

26. This chapter reviews administrative support function across the central level 

of government.  The objective of system functional review is to assess the ability of the 

administration to function as an integrated system through comparative review of 

administrative support function carried out across institutions on central level of public 

administration. In particular, the system functional analysis seeks to determine the extent 

to which the status and position of a function within different institutions is comparable 

and whether the same activities are performed in a similar way in all institutions. The main 

focus of the analysis is to explore ways of increasing effectiveness and streamlining 

systems to improve administrative support function services.  

Table 7: Institutions Covered in the Review13 

Institution  

type 

 Number of institutions 

analyzed 

PA  12 

PI  9 

MIN  13 

SB  24 

SO  14 

GS  7 

AD  27 

NI  8 

Total  114 

 

27. Administrative support function covers administrative tasks supporting core 

activities of the institution. Non-core activities are not part of the mandate of the 

institution. Administrative support function, as a non-core function, include office 

operations and registry office tasks, secretarial duties and oral and written correspondence 

aimed at provision of information, data submission and disclosure.  

28. The number of administrative support tasks and staff depend on the size of 

the institution. In a context where administrative function is centralized through, for 

example, shared services, only a limited number of administrative tasks are performed 

                                                        

13The first phase of Horizontal Functional Review included 94 institution (14 ministries, 29 subordinated 

bodies within ministries (the 29 district offices established as de-concentrated structures were considered as 

one institution), 15 special organizations, 9 government services and secretariats, 16 public agencies, as 

well as 11 public institutions)  
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within the institution. Institution size and geographical distribution of institution 

significantly affects the way of organizing administrative support function. 

29. A new type of institutions has been identified for the purpose of this analysis.   
Network institutions usually have branches and are located in other part of the country or 

abroad (e.g. Ministry of Foreign Affairs), and tend to have large number of employees.  

Networked Institutions (NI) are significantly different from the others already presented 

types of institutions: Ministries; Subordinated Bodies; Government Services; Special 

Organizations;  Public Agencies; Public Bodies and Administrative Districts.   

Table 8: List of Network Institutions 

Type Institution type Number of  

Employees 

SO Republic Geodetic Bureau 2,867 

MIN Ministry of Foreign Affairs 1,055 

SB Tax Administration 5,781 

SB Treasury Administration 1,170 

SB Customs Administration 2,713 

PI National Health Insurance Fund 2,340 

PI Pension and Disability Insurance Fund 3,420 

PI National Employment Service 1,797 

 Total 21,143 

Source: Staff estimates; June 2016 

30. Administrative job positions are easily recognized. In practice, it is difficult to 

distinguish and extract administrative jobs from core functions of the institutions. In 

general, any job description in public administration contains at least one or more 

administrative task. This makes it difficult to categorically classify a job as purely core or 

non-core function. For the purpose of this analysis, it is assumed that a job position belongs 

to administrative support function if administrative tasks are predominantly performed in 

that position.   

B. Identification and Distribution of Sub-Functions 

31. Administrative function tasks are performed in almost all the 114 institutions. 

Presence of administrative function tasks depends on the institution type; size and internal 

organization. The coverage of tasks varies from about 54 percent for some tasks to 100 

percent for others as shown in table below. Network Institutions have the highest 

proportion of administrative functions, while Government Services have the lowest share 

of administrative tasks. There are six administrative tasks, identified from the Rulebooks 

on Internal Organization and Systematization of 114 institutions.  
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Box 1: Administrative Sub-Functions 

A1 - Keeping registry of cases, registry of incoming and outgoing mail; 

A2 - Receiving, sorting and archiving documentation; 

A3 - Scanning and copying documentation; 

A4 - Writing meetings’ minutes, letters and typing and retyping other documents; 

A5 - Receiving phone calls, sending and receiving faxes and e-mails; and  

A6 - Keeping records of purchases and consumption of office and other supplies; keeping 
property records; records about presence at work and business travels preferences; and 

keeping other simple records. 

 

Table 9: Distribution of Administrative Tasks in Different Types of Institutions 

Institution 

type 

А1 (%) А2 (%) А3 (%) А4 (%) А5 (%) А6 (%) 

PA 100.0 91.7 100.0 91.7 100.0 91.7 

PI 100.0 100.0 88.9 88.9 88.9 100.0 

MIN 92.3 84.6 69.2 53.8 92.3 100.0 

SB 79.2 83.3 54.2 54.2 70.8 79.2 

SO 100.0 100.0 78.6 57.1 85.7 100.0 

GS 71.4 57.1 57.1 57.1 71.4 71.4 

AD 100.0 100.0 100.0 100.0 100.0 100.0 

NI 87.5 100.0 75.0 75.0 75.0 100.0 

 92.1 91.2 78.9 73.7 86.8 93.0 

Source: Staff estimates; June 2016 

 

32. Administrative sub-functions are grouped as office operation sub-functions 

and secretarial sub-functions. Office operation tasks (including Registry office tasks) are 

A1, A2 and A3 while secretarial tasks are A4, A5 and A6. While not all institutions have 

Registry offices, tasks related to office operations exist in almost all institutions due to an 

obligation to internally follow case workflow defined by Decree on Office Operations and 

the Decree on E-Office Operation of State Administration.  

Job Descriptions 

33. Job positions in institutions are defined in the Rulebook for Internal 

Organization and Systematization of jobs. Job positions, job descriptions, rank of an 

employee, qualifications and experience required, number of employees for each job 
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position are defined within each internal organizational unit – Sector, Department, Section 

and Group. 

34. There are variations in job titles and job descriptions in administrative 

support functions.  Within the civil service, most job titles are similar and have similar 

job descriptions, but differences still exist. However, in institutions outside the civil service 

system14 differences are more noticeable.  Differences are prevalent particularly in cases 

where sub-functions from different core and non-core functions are carried out by the same 

employee (more often in institutions with small number of employees). In these cases, job 

description contains combined tasks - tasks which belong to administrative support 

function and tasks which belong to other support functions or core functions. 

 Box 2: Examples of Job Titles 

Job positions inside the civil service 

system: 

for administrative tasks,  

for office and administrative tasks,  

for administrative and technical tasks,  

for administrative and record keeping tasks,  

for administrative and archival tasks 

technical secretary 

business secretary 

 

Additional job positions outside the civil 

service system: 

Typist 

Administrator 

Documentarist 

Telephonist 

Job position for administrative, record keeping 

and general tasks 

Job position for archiving 

Recording clerk 

 

 

35. Some administrative functions contain obsolete job positions.  For example, 

some Rulebooks have positions such as Telephonist (4 employees identified in Custom 

Administration and Republic Statistical Agency); Typist and Recording clerk (86 

employees identified in Tax Administration, Custom Administration and Administrative 

Districts); Recording clerk (8 employees found in Restitution Agency). Technological 

development and implementation of modern technical solutions are changing the way some 

tasks are performed. There is no longer a need for such positions, and the Rulebooks should 

be revised to reflect this development.   

 

                                                        

14 Public agencies and public institutions are not inside the civil service system 
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Ranks 

36. Institutions have different ranks for job positions. These differences are mostly 

caused by different regulations for employees inside and outside the civil service system. 

The Law on Civil Servants provides for the following ranks different from those of non- 

civil servants: While ranking in ministries is governed by the Law on Civil Servants, other 

types of institutions apply the Labor Law which does not prescribe ranks. These 

institutions, therefore, use job titles where civil service ranks could be recognized, but at 

the same time have different job coefficients and wages, and therefore are not comparable. 

Box 3: Ranks in Civil Service Positions 

Senior Advisor, 

 Independent Advisor;  

Advisor;  

Junior Advisor; Associate; 

 Junior Associate; Officer, 

 Junior Officer; and  

 Employee of the:  1st; 2nd, 3rd, 4th, 5th, and 6th category. 

37. Similar job positions have different ranks across various institutions. A lot of 

ranks for similar job positions are similar, especially in institutions inside the civil service 

system15, but differences still exist. It is not possible to compare ranks between institutions 

which are inside the civil service system and institutions which are outside the civil service 

system.  Job positions with the same name – Business Secretary is ranked “Employee II” 

in the Ministry of Youth. The same position is ranked as “Associate” in the Ministry of 

Foreign affairs. Similarly, job positions with same name, for examples, Administrative jobs 

in the AJSRB has a rank of  “Associate”, while in the  Ministry of Construction, 

Transportation and Infrastructure, the same job has the rank “Clerk”.  

Location  

38. There is no specific part in the organizational structure of institutions where 

administrative support functions are located. Functions are located in various parts of 

the organizational structure depending on the type, size, and territorial location of the 

organization. 

                                                        

15 Ministries, special organizations, government services and administrative districts are obliged to organize 

by Decree of principles for interior organization and job systematization in ministries, special organizations 

and government services 
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39. Administrative support function employees are usually located at the sector 

level. However, administrative jobs could also be located in any other organizational unit 

e.g. department, section or group. In most cases, each sector has, at least, one administrative 

job position.  In Network organizations, administrative support functions are also located 

in the majority of branches.  

40. Network Institutions have organized their own Registry Office.  The location 

of Registry Office follows the institution’s organizational logic. This means that there is 

Registry office distributed in every organizational unit (for example, Tax Administration 

has envisaged 194 employees for Registry Office tasks as: in the central location (9 

employees); Branch Type An offices (40 employees); Branch Type B offices (21 

employees); Branch Type C offices (30 employees); and other branches (94 employees). 

Number of Staff 

41. Institutions vary by organizational form, number of employees and number of 

geographical location. All these parameters influence how administrative support 

function is performed. 

42. The total number of employees identified in the 114 institutions analyzed is 

30,476. The smallest institution has only two employees (Administrative Districts - Peć, 

Prizren) and the biggest institution has 5,781 employees (Tax Administration). The 

Average number of employees in an institution is 267. 

Table 10: Number of Employees in Analyzed Institutions 

Institution  

type 

Number of  

institutions 

Number of  

employees 

Average number 

of   

employees 

PA 12 597 50 

PI 9 521 58 

MIN 13 3,502 269 

SB 24 1,548 65 

SO 14 1,825 130 

GS 7 1,111 159 

AD 27 229 8 

NI 8 21,143 2,643 

Total 114 30,476 267 

Source: Staff estimates; June 2016 

43. Total number of employees identified in the administrative support function 

in all analyzed institutions is 2,265 employees. The share of employees predominantly 

responsible for administrative support function in relation to the total number of 

employees in all institutions is about 7.4 percent (2,265 out of 30,476).  
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Table 11: Share of Administrative function in relation to all employees per institution type 

Institution 

 type 

Num. of  

institutions 

Total num  

of empl. 

Num. of empl. 

Adm. funct 

% of adm. 

 function  

PA 12 597 68 11.4 

PI 9 521 28 5.4 

MIN 13 3,502 192 5.5 

SB 24 1,548 41 2.6 

SO 14 1,825 58 3.2 

GS 7 1,111 10 0.9 

AD 27 229 118 51.5 

NI 8 21,143 1,750 8.3 

Total 114 30,476 2,265 7.4 

Source: Staff estimates; June 2016 

44. The share of employees predominantly responsible for administrative support 

function is not standardized among institution types.  It varies from about one percent 

in Government Services to about 52 percent in Administrative Districts. This share depends 

on whether institution uses AJSRB Registry Office services or not, institution type and 

institution size as well as internal organization of institution (one location or network). In 

Government Service group the average share of administrative function employees is about 

one percent,  but when AJSRB, with 970 employees is excluded from Government services 

group then this share is about seven percent  (AJSRB is excluded as institution in which 

Registry Office sub-function is centralized).  

Table 12: Share of Administrative function employees per institution type 

Institution  

type 

Number of 

 institutions 

Share  

(%)  

PA 12 11.4 

PI 9 5.4 

MIN 13 5.5 

SB 24 2.6 

SO 14 3.2 

GS 7 7.1 

AD 27 51.5 

NI 8 8.3 

Source: Staff estimates; June 2016 

45. The Number of employees predominantly responsible for administrative 

support function is not standardized even within the same institution type.  The Lack 
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of standardization causes variations in the number of administrative staff. The first extreme 

are institutions with a large number of employees with few or no administrative staff  (e.g. 

Plant Protection Directorate with the total of 138 employees with no  administrative staff), 

and the second extreme are institutions with few employees, but with administrative staff 

( e.g. Macva Administrative District with a total of only eight  employees with six  

performing administrative function). 

C. Potential for Rationalization 

46. An internal benchmark has been proposed to determine the potential for 

rationalization.  Benchmarking provides a comparison of selected elements of one 

institution with best practices of other institutions or established standards. This analysis 

focused only on number of employees that perform administrative function in relation to 

total number of employees. This ratio has been calculated for each type of institution in 

order to determine thresholds or standards that should represent the optimum number of 

administrative staff in particular specific institution. This method can be used to establish 

the share of any non-core function and could be used for verification of the Rulebooks.  

47. Potential for rationalization represent the number of staff above the 

thresholds for each institution type.  Across all institutions, it is estimated that there is 

668 administrative staff above the threshold of staff needed to perform administrative 

functions. It should be emphasized that it does not mean that this is the total number of 

employees that should be declared redundant.  

48. Potential for rationalization of administrative staff is based on two key 

assumptions.    The first assumption is that institutions with less than ten employees should 

have no administrative staff.  Any administrative staff in those institutions should represent 

the potential for rationalization. The second key assumption is that the number of 

administrative staff should be below the established threshold for each type of institution. 

All others that are above established standards also represent the potential for 

rationalization.  

 

Box 4:   Calculating Thresholds 

Calculation was performed in two steps: 

1. Institutions with total number of employees less or equal 10 don’t need any administrative staff and all identified 

administrative function employees are included in potential for rationalization; and 

 

2. For all other institutions, the number of administrative staff needed is calculated as percentage of total number 

of employees and compared with threshold for relevant institution type. All administrative staff above threshold 
should be included in potential for rationalization 
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Table 13: Potential for rationalization of Administrative Function 

Institution  

type 

Admin. function  

Employees 

Total number  

of employees 

Potential for 

 rationalization 

PA 68 597 21 

PI 28 521 9 

MIN 192 3,502 42 

SB 41 1,548 19 

SO 58 1,825 26 

GS 10 1,111 2 

AD 118 229 77 

NI 1,750 21,143 472 

Total 2,265 30,476 668 

Source: Staff estimates; June 2016 

49. Potential for rationalization has been identified in 63 (or about 55 percent) 

institutions Looking at the criteria – less than 10 employees – the biggest potential for 

rationalization has been identified in Branicevo Administrative District (6 employees) and 

in Macva Administrative District (6 employees), which are the majority of staff in those 

institutions.  In both institutions it is obvious that the share of administrative support 

function employees is unsustainable. Looking at the other criteria – above the defined 

threshold - the biggest potential for rationalization is in National Pension and Disability 

Insurance Fund (251 employees) and in National Geodetic Authority (221 employees). In 

those institutions the share of administrative staff is very high and requires additional 

analysis to determine the reasons and identify the optimal organizational structure. 

Table 14: Institutions with potential for rationalization 

 
Identified 

institutions 

Potential 

for rationalization 

Criteria – above threshold 39 590 

Criteria – less than 10 employees 24 78 

Total 63 668 

Source: Staff estimates; June 2016 

D. Key Findings   

50. Every institution has organized administrative support function according to 

the particular institution’s needs. Tasks related to administrative support functions in 

institutions are not strictly regulated by any legal or regulatory act and it results in various 

models of organizing administrative support function activities. There are big differences 
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even between institutions belonging to the same type – number of employees, number of 

locations, organization of Registry office (weather it is organized through AJSRB or not) 

51. Different institutions have different job titles for jobs with similar 

descriptions. Job titles are not harmonized, resulting in similar jobs with different job titles 

across institutions. 

52.  Job descriptions in administrative functions are not consistent. There are no 

standard job description for administrative jobs. The lack of standard is particularly 

common in the institutions with a small number of employees where several different 

functions are combined within one job position.  

53. Rulebooks on Internal Organization and Systematization of Jobs do not match 

the actual jobs performed in the institutions. Some of the jobs are obsolete.  For example 

unnecessary positions such as Telephonist, Typist, and Recording clerk can still be found 

in the Rule Books.   

54. The ranking of administrative jobs is not uniform across institutions. There are 

variations between institutions inside the civil service and those outside of it, resulting in 

differences between coefficients and wages for similar jobs. 

55. Administrative support function is organized in different locations within the 

organizational structure. There are also no rules determining the number of employees 

in administrative support functions in relation to total number of employees. A common 

practice is to embed administrative support function in every sector of the institution. 

However, administrative function tasks are also found in all other organizational units – 

department, section, group, and secretariat.  

56. Institutions mainly use AJSRB Registry office services. Of the 114 institutions 

AJSRB Registry Office services is totally or partially used by 90 institutions, while other 

24 institutions don’t use this services. Institutions that don’t use AJSRB Registry office 

services are mainly the large institutions, with special treatment (e.g. Ministry of Foreign 

Affairs) or large institutions with a lot of distributed branches and many employees. 

AJSRB has no influence on A4, A5, A6  (secretarial tasks), as such these tasks are not 

suitable to be considered for any centralization and/or outsourcing initiative  

E. Recommendations 

57. Harmonize administrative function ranks and salaries in all institutions. The 

analysis shows that there is a great diversity in job positions and ranks of staff members 

who are employed in the administrative support function. Standardization of ranks for all 

employees, whether they are part of civil service system or not, would ensure employees 

receive the same benefits for the same type of work. Jobs in the same institution type have 

to be defined in the same way.  

58. Harmonize job position descriptions to exclude obsolete job positions and 

redefine existing job positions. It is necessary to define the job name and task list 
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description as additional part of job description Catalog.  Job positions related to 

administrative support functions have to be revised according to changes in tasks. New 

technological solutions are changing the how administrative support function tasks are 

performed. These changes have to be incorporated into job descriptions in order to better 

meet business needs.  

59. Establish standard criteria for determining the number of administrative 

support function staff. Thresholds should be based on the total number of staff, number 

of locations, number of cases and other additional criteria depending on institution core 

activities. Further analysis should be performed in institutions with branch offices in order 

to determine additional criteria for determining thresholds.  

60. Define standards for administrative support sub-functions. For instance one 

standard group for sub-functions related to office operation including Registry Office (A1, 

A2, A3 sub-function), and another for sub-functions related to secretarial sub-functions 

(A4, A5, A6 sub-function). These two groups of sub-functions could be defined separately, 

because they have different criteria. Standards for sub-functions A4, A5 and A6 have to 

include the total number of supported employees, number of locations and institution’s 

internal organization.  

61. Increase the number of institutions which use AJSRB Registry Office services. 

Although central government level institutions mainly use AJSRB Registry Office 

services, there are several non-network institutions which have their own Registry Office. 

For all these institutions it is necessary to perform additional analysis and decide the most 

appropriate way for organizing functions. Where applicable, institutions should be required 

to reorganize Registry Office sub-function and accept AJSRB as central point for all 

Registry Office tasks.  

62. Carry out additional analysis of Network Institutions in order to determine 

criteria for reorganization of administrative support function. Some additional 

analysis of Network Institutions should be carried out in order to define all specific needs 

of such institution type. Such an analysis should include the number and size of branches 

as the main criteria.  

63. Increase the efficiency of the administrative function by increasing the usage 

of electronic document and electronic services. Further development of e-government 

practices related to usage of electronic documents is necessary to improve the performance 

of administrative functions. There are two main components which have to be implemented 

namely. This includes a full replacement of paper documents with electronic documents 

and introduction of electronic document transfer among central government institutions; 

and the use of collaboration electronic services.  

F. Scenario
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Table 15: Proposed Scenarios 
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Issue Scenario Strengths Weaknesses 

Status Quo No changes in the current organizational structure 

for the administrative support function. 

 There is no need to change organization, 

systematization of jobs or rulebooks.  

 There is no need for additional training, 

all rules and procedures are well known. 

 No additional investment required. 

 There is a different 

organizational structure for 

same functions in different 

institutions as well as number 

of job positions with different 

descriptions, ranks.  

 Unfairness due to different 

ranks of job positions that 

perform the same tasks in 

different institutions.  

 Lack of standardization of 

service level between 

institutions. 

Quick Fix Making few, minor changes such as aligning the 

number of employees with adopted thresholds.  

 Produces immediate efficiency gains;  

 Easy to implement as short term activity.  

 No additional investment required. 

 All problems with different 

organizational structure and 

lack of standardization of 

service level between 

institutions would still exist. 

Standardization Defining administrative function tasks includes 

composing  standardized Rulebooks on internal 

organization and systematization of jobs (job titles, 
ranks, descriptions and location within 

organizational structure), updating job positions, 

aligning the number and structure of administrative 

staff with updated systematization of jobs and 

establishing standard criteria and determining SLA 

(service level agreement) for all administrative 

support function services. 

 Enables harmonization of administrative 

support function organization; 

optimization of use of resources and 

improvement of internal organization.  

 Additional investments will be required to 

train HR managers and managers of 

administrative services. 

 

 This scenario might include 

changing business procedures, 

massive additional training for 

all changed rules and 

procedures.  

 Although rules are 

standardized, their 

implementation could be 

different and administrative 

function further depends on 

internal organizational rules 
implementation (although they 

have to be synchronized, it is 

possible to be performed in 

different way). 
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Partial 

Centralization 

This would include a part of administrative support 

function for tasks that can be centralized. This 

scenario defines criteria for obligatory usage of 

AJSRB Registry office services (for institutions 

without network) and allows implementation of 

AJSRB Registry Office services in all institutions 
which meet defined criteria in that mode. 

 This scenario provides optimization of use 

of resources and ensures same service 

level for most of institutions. 

 Existing capacities of AJSRB 

might not be enough and 

services do not match the 

existing service level in the 

institution which are not using 

AJSRB Registry Office.  

 Additional investments will be 

required to increase AJSRB 

capacity, for training of 

administrative function staff. 

Full 

Centralization 

This scenario allows centralization of administrative 

support function in the electronic government 

environment. Scenario is based on full electronic 

government implementation, obligatory usage of 

electronic documents inside central government 
level institutions and developed collaboration 

services. 

 This scenario would ensure high level of 

efficiency, optimization of business 

processes and full standardization. 

 These kind of changes requires 

very high initial costs as well 

as significant time for 

implementation.  

 Implementation requires a 

huge additional efforts as 

training for almost all 

employees and business 

process changes. 

 Requires additional legal 
harmonization. 

 Requires huge additional 

investments in ICT equipment, 

training, organizational 

changes. 
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G. Conclusion 

64. This chapter has reviewed how administrative support function is organized. 

Based on the review of the current situation of administrative support function, the 

proposed recommendations mainly target harmonization of this function in all institutions 

at the central government level. The analysis proposes amendments to the Rulebooks. In 

addition to recommendations, the chapter also presents possible systemic changes and 

models for organizing this function through five possible scenarios. The idea is not to 

determine the best scenario, rather it is to provide a basis for decision making on the most 

acceptable option.  

65. Current model of organization of the administrative support function should 

be changed according to the findings of the review. Among the reasons for changing the 

organization of administrative support functions are:  

 Administrative support function is organized in different ways in institutions of the 

same type; 

 Different in ranks for job positions that perform the same sub-functions contribute 

to inequity; and 

 The absence of quality standards lead to uneven level of services in institutions; 

and  

66. Short term rationalization and optimization. Based on this analysis, it is possible 

to start with rationalization and optimization while respecting the principles of 

effectiveness and efficiency. This implies that it is necessary to consider the 

implementation of proposed recommendations that would facilitate harmonization in the 

level of services and jobs that are considered administrative support function. 
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Chapter 3: Auxiliary- Technical Support Functions 

A. Introduction 

67. Auxiliary - technical support functions are non-core functions. These functions 

are not part of the mandate of the organization and are mainly of a support nature. There is 

a diverse range of auxiliary – technical support functions observed across all institutions in 

the central government.  The organization of auxiliary technical support functions across 

all institutions of the central government is determined by the variations resulting from size 

or complexity of the institutions, as well as the structure of personnel performing these 

functions.  

68. Auxiliary - technical support function covers logistic and technical tasks 

supporting the core activity of the institution. They are related to the maintenance of 

buildings, office kitchenette, courier tasks, printing and transport activities aimed at 

creation of the main preconditions for operating of the Institution. Employees performing 

auxiliary technical support functions support different functional areas: in transport 

activities, distribution of materials, cleaning activities, and maintenance activities. 

Auxiliary technical support functions are undertaken by drivers, couriers, housekeepers, 

hygienists, employees who work on maintenance of buildings and employees who work in 

the pressroom. 

69. The objective of this analysis is to show how auxiliary - technical support 

functions are organized in different types of institutions across the central 

government. The review proposes scenarios with options to improve the organization of 

auxiliary - technical support functions across the central government and should give useful 

guidance for its improvement in terms of optimal use of resources, increasing efficiency 

and effectiveness of the function. Preliminary Diagnostic Report of the Horizontal 

Functional Review of Central Government has shown that there is a considerable potential 

for medium-term savings in the auxiliary - technical support function that could be 

achieved through possible mergers of small institutions, consolidation of public services, 

and centralization (via service and competence centers) and, possibly, outsourcing of 

certain common functions.16  

  

                                                        

16 World Bank (2016). Horizontal Functional Review: Diagnostic Report.  Washington, DC: World Bank. 
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Box 5: Identification of sub-functions for the auxiliary - technical support function: 

 

AT1 – Collecting technical data on works related to maintenance of buildings  

AT2 – Fire  prevention measures  

AT3 – Disinfection of all building premises; pest and rodent control of buildings  

AT4 – Repair of minor deficiencies on buildings and installations  

AT5 – Heating of premises and maintenance of boilers  

AT6 – Cleaning and maintaining of hygiene in buildings, around buildings and in auxiliary premises  

AT7 – Preparing and serving soft drinks  

AT8 – Distribution of documentation and materials  

AT9 – Copying, sorting and filing materials  

AT10 – Operation of official vehicles, vehicle maintenance and servicing  

B. Distribution of Sub-Functions 

70. Auxiliary – technical sub-functions are presented in different ways. While 

operation of official vehicles, vehicle maintenance and servicing (AT10) is present in 71 

percent of institutions, disinfection of all building premises, pest and rodent control (AT3) 

is done in only 7 percent of institutions. Presence of all other auxiliary-support functions 

varies from about 11 percent in the case of heating of premises and maintenance of boilers 

(A5) to about 48 percent in the distribution of documentation and materials (A8).17 These 

differences are also the result of differences in service providers of the sub-functions, 

whether performed by an institution (e.g. AJSRB) or third party engaged through contracts.  

71. Collecting technical data on necessary works related to maintenance of 

buildings (AT1) is performed in 45 Institutions (40 percent of all institutions). 

However, only 18 employees are assigned to this sub-function. This tasks is therefore a 

prime candidate for outsourcing or centralization given both its magnitude and   technical-

engineering character.    

72. The implementation of fire prevention measures (AT2) was identified in 33 

institutions (or about 29 percent of institutions). The task is performed by about 20 

employees. Further optimization of this sub-function should take into consideration the 

legal requirement that all institutions using premises and technical devices should have 

employees designated for fire-protection tasks.  

                                                        

17 Due to the character of the available data (e.g. an employee performs few AT sub-functions etc.) the 

obtained results do not present the full picture of breakdown of engaged staff. 
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73. The disinfection of all building premises, pest and rodent control of buildings 

(AT3) was identified in 8 institutions (or 7 percent of all institutions). Because these 

tasks are performed via external suppliers in all institutions, no employee assigned to these 

tasks. This task is therefore a successful example of contracting out of by third party 

providers. 

74. The repair of minor deficiencies in buildings and installations (AT4) is 

available in 30 institutions (or 26 percent of institutions). A total of 60 employees of 

different professional profiles (e.g. plumbers, electricians etc.) are engaged in the 

maintenance of premises, including installations etc.  These tasks could be performed in 

centralized and / or outsourced model, making this sub-function a good candidate for 

further optimization. 

75. The heating of premises and maintenance of boilers (AT5) was identified in 12 

institutions, representing 11 percent of the total number of institutions.  Only four staff 

members are engaged in the task of heating, largely due to the fact the practice of sharing 

employees. Permanent presence of these employees in the premises should be taken into 

consideration when looking for solutions for optimization. 

76. The cleaning and maintaining of hygiene in buildings, around buildings and 

in auxiliary premises (AT6) is recognized in 23 institutions absorbing 140 cleaners. 

This task is performed in different ways across various organizations: via employees of 

and institution; cleaning services of AJSRB, and contracted external provider.  

77. Preparing and serving soft drinks (AT7) is present in 25 institutions (or 22 

percent). About 36 employees are assigned to this task across institutions. Like other 

AT sub-functions these task presents a good potential for further optimization. 

78. The distribution of documentation and materials (AT8) is performed in 55 

institutions (or 48 percent of institutions). The analysis identified 50 employees 

(couriers)18, who deliver documents between institutions and to the third parties19. These 

tasks should be considered for further rationalization based on development and 

implementation of document management systems (DMS) as part of the e-Government 

strategy. 

79. Copying, sorting and filing materials (AT9) tasks are performed in 52 

institutions (46 percent of institutions). All identified 17 employees are engaged in the 

                                                        

18 Total number of couriers has been calculated for job positions that are titled exactly courier or refer to the 

distribution of documentations. 

19 Total number of couriers has been calculated for job positions that are titled exactly courier or refer to the 

distribution of documentations. 
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pressroom (print shop). This function could also be a candidate for optimization for 

improved service quality. 

80. Transport by official vehicles (A10) is performed in 81 institutions (71 

percent).  The majority of the 376 employees are mostly “drivers” (359).  But there are 

also some managers and registrars for the tasks of monitoring the maintenance of official 

vehicles (17 employees). Most drivers are engaged in ministries (MIN) which together 

have 153 drivers.  

Table 16: Institutions in which sub-functions are identified 

Sub-functions 

Number of 

institutions in 

which the sub-

function is 

recognized 

Distribution 

(% of all institutions) 

AT1 45 40.0  

AT2 33 28.9  

AT3 8 7.0  

AT4 30 26.3  

AT5 12 10.5  

AT6 23 20.2 

AT7 25 21.9  

AT8 55 48.2  

AT9 52 45.6  

AT10 81 71.0 

Source: WB Staff estimates; June 2016 
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Table 17: Distribution of sub-functions per types of Institutions  

 AT1 AT2 AT3 AT4 AT5 AT6 AT7 AT8 AT9 AT10 

Positions 

mostly 

referring 

to 

several 

functions 

PA 0 0 0 0 0 0 2 2 0 7 5 

PI 1 1 0 2 3 0 5 5 2 7 8 

MIN 0 0 0 0 0 0 0 7 3 44 9 

SB 2 1 0 7 0 0 0 2 0 9 5 

SO 2 3 0 3 1 19 2 2 4 28 49 

GS 0 0 0 0 0 0 1 1 0 1 / 

AD 0 0 0 0 0 4 3 1 0 25 9 

NI20 13 15 0 48 0 117 23 30 8 255 91 

 18 20 0 60 4 140 36 50 17 376 176 

Source: WB Staff estimates; June 2016 

Table 18: Location of sub-function by number of employees and common job positions 

Sub-

function 

Common job 

position  

Number of 

employees 

Location of the sub-functions  

Sector  Secretariat  
Branch 

office 

Main office 

(Directorate)  
Cabinet  

AT1 Janitor 18 6 0 7 5 0 

AT4  

Job position for 

the maintenance 

of buildings 
60 40 0 19 1 0 

AT6 Cleaning ladies  140 30 0 105 5 0 

AT7 Coffee cooker  36 33 0 0 3 0 

AT8 Courier  50 23 3 24 0 0 

AT9 
Operator in the 
pressroom  

17 10 3 0 0 4 

AT10 Drivers 359 159 28 151 14 7 

Source: WB Staff estimates; June 2016 

                                                        

20Net Institutions - major systems in terms of the number of employees and the number of branches offices 

(SO - Republic Geodetic Bureau, MIN - Ministry of Foreign Affairs, SB - Tax Administration, SB - 

Treasury Administration, SB - Customs Administration, PI - National Health Insurance Fund, PI - Pension 

and Disability Insurance Fund, PI - National Employment Service - will be referred to in detailed in the 

following text).  
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Job descriptions 

81. Job description and job positions are covered by the Rulebook for Internal 

Organization and Systematization of Jobs. Rulebooks determine the job positions and 

job descriptions with the exact description of all tasks, liability, working conditions, as well 

as the skills, knowledge and personal qualities that are important for performing a job. 

82. There are several job positions in the auxiliary-technical support function 

whose title generally indicates the type of activities performed. Deriving the title of the 

job position from the activities performed as it relates to the tasks needed to be performed 

in an institution.  

Box 6: Most Common Job Descriptions for the Auxiliary - Technical Support Function 

Driver – Operates official transport vehicles; is responsible for the regular maintenance of 

vehicles, as well as all related equipment and materials; is responsible for the legal, timely 

and quality execution of tasks; performs other tasks as requested by the immediate 

supervisor. 

Coffee cook - Preparing and serving hot and cold non-alcoholic drinks; keeping material and 

financial records; maintains hygiene of the courts and workspace; performs other tasks as 

requested by the Chief of the Department. 

Cleaning lady - Maintaining hygiene in the premises of the Institutions (offices, laboratories, 

workshops, etc.); maintaining the hygiene and neatness of the space around the 

administration building, and performs other tasks as requested by the Chief of the 

Department. 

Doorman - Keeps track of arrivals and departures to / from the building; records absence during 

working hours; provides that the assets of the Institutions is not outside the premises; 

operates the switchboard of the institution; performs other tasks as requested by the Chief 

of the Department. 

Janitor - Ensures the accuracy of inventory and office furniture; eliminates defects on the 

building; removes small defects: plumbing, sewage, heating, etc.; performs other tasks as 

requested by the Chief of the Department. 

Stoker - Performs stoking installations for heating of working premises of the institute; 

performs maintenance boilers and installations; overhauls of boiler room; keep records of 

works on the heating system; participate in the preparation of the plan for the overhaul after 

the end of the heating season; performs other tasks as requested by the Chief of the 

Department. 

Operator in the pressroom - performs tasks of copying and printing materials; takes care of 

the maintenance of machinery and to supply the necessary printing materials; timely supply 

to the organizational units of the institutions with necessary materials; preparation of 

materials for photocopying, photocopied and stored copied material for distribution; 

performs other tasks as requested by the immediate supervisor. 

Courier – performs reception, examination and transmission of mails, shipments and other 

materials from the post to the headquarters; carries away external mail that is delivered via 

expeditionary books, as well as through internal delivery books in the context of cross - 

sectoral business communications; delivers mail to other bodies and organizations; 

performs packaging and franking mail; performs other tasks by the direct supervisor. 
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83. Job positions are defined according to the requirements of the institutions.  As 

a result, in some cases job positions refer to several sub-functions (e.g.: janitor – driver; or 

driver courier). Job titles in which activities performed are combined reflect the amount of 

work for each sub-function, and adequately reflects the division of work in these 

circumstances. In institutions with a small number of employees it is often the case that 

one job position performs several auxiliary tasks (example: Directorate for Management 

of Seized Property has job position for driver-courier and auxiliary technical support jobs). 

There are cases when job description covers the whole auxiliary function (e.g. Logistics 

Clerk in the Solidarity Fund). 

84. There are job positions with similar tasks but different job titles.  For example, 

the job position “Driver “in the National Health Insurance Fund is not identical in terms of 

responsibility with the Job position “Driver” in the Administration for Joint Services of 

Republic Bodies.  

Box 7: Job positions for the auxiliary-technical support function 

Job positions given descriptively  

 

 Registrars for the tasks of monitoring the 

maintenance of official vehicles (Ministry of 

Health - MIN),  

 Position technician for investment and 

technical maintenance of electrical 

installations and devices (Directorate for 

Waterways - SB),  

 Advisor for fire protection, general affairs 

and assets (Institute for Standardization of 

Serbia - PI). 

 

Job positions given referring to the 

function 

  

 Logistics Clerk  (Solidarity Fund – 

PI),  

 Position for the technical support 

(Ministry of Economy – MIN),  

 Position for auxiliary tasks 

(Administration for Determination 

of the Seaworthiness – SB) 
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Box 8:Differences in job description for the same job position 

Job position – driver in the National Health 

Insurance Fund 

Operates official transport vehicles and performs 

courier tasks; is responsible for the regular 
maintenance of vehicles, as well as all related 

equipment and materials; is responsible for the 

legal, timely and quality execution of tasks; 

performs other tasks as requested by the immediate 

supervisor. 

 

Job position - driver in the Administration for 

Joint Services of Republic Bodies 

Performs tasks of transport in state authorities; 

keeps daily records of travel orders for the car 

and driver; controls of technical aspects and 
performs daily vehicle care; cleanliness of the 

vehicle; monitors the consumption, and fuel 

and informs the responsible person of the need 

for regular or emergency service vehicles and 

carry out other activities on behalf of Head of 

Division. 

 

85. The largest differences in job descriptions among institutions are for job 

positions that perform several sub-functions. These differences are due to the different 

views on scope of particular duties or tasks performed by the job position. 

Box 9:Differences in job description referring to the two sub-functions 

Job position courier - driver in the 

Ministry of Trade, Tourism, and 

Telecommunications 

 

Delivers mail and other materials in the Department 

and other state bodies and directly delivers materials 

produced in the Department; takes items from the 

archive in case of urgent action, by order of the head 

of the Department; if necessary, performs transport 

of official vehicle; cares for  the safety and 

maintenance of official vehicles, does the proper 

management of travel orders and  enter  data on 

vehicle operating costs; keeps an appropriate 

records of working with the vehicle, follows the 

deadlines of registration and servicing of vehicles; 

performs other tasks by order of the head of the 
Department 

 

Job position driver - courier – 

Ministry of Construction, 

Transportation and 

Infrastructure 

 

Performs tasks related to  transportation of the 

Minister and the State Secretary in the 

Ministry official vehicle; maintains the 

vehicle and ensures the procurement of spare 

parts and vouchers for fuel; organizes vehicles 

for repair; performs tasks related to the 

registration of the vehicle; performs courier 

duties; performs other tasks as requested by 

the Chief of the Department 

 

 

86. Harmonizing job positions and job descriptions in all institutions is 

important for ensuring pay equity. Consolidating and rewriting job descriptions could 

improve performance of tasks across institutions.  
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Ranks 

87. There are two systems of ranks for all employees engaged in Serbian public 

administration: the civil service system and the non–civil service system. Civil service 

system is based on Civil Servant Law, and some other specific laws like Tax Procedure 

and Tax Administration Act etc. The non–civil service system is based on the Labor law. 

The analysis has shown that civil service classification is not applied to all analyzed 

Institutions. 

88. The ranks for civil servants21 defined by the Law of Civil Servants are: senior 

advisor, independent advisor, advisor, junior advisor, associate, junior associate, clerk, 

junior clerk, employee of the 1st salary group; 2nd, 3rd, 4th, 5th, and 6th. All executive job 

positions are classified according to the mentioned ranks, depending on the complexity and 

responsibilities, required knowledge and skills and according to working conditions. 

Executive job positions also include the positions of managers of organizational units of 

state authority. Ranks applied by this law relates to most civil servants in Serbian public 

administration, but not to some specific institutions like Tax authority, public agencies, 

special agencies, public institutions etc.   

89. Other laws under which observed institutions operate include the Tax 

Procedure and Tax Administration Act. The ranks defined under this Law are: Chief tax 

advisor; Independent tax inspector; senior tax inspector I/II; Tax inspector I/II; Tax 

inspector; Junior Tax inspector; senior taxman – associate; Taxman – associate; junior 

taxman – associate; senior tax controller; Tax controller; and junior tax controller. This law 

refers to the employees in the Tax administration. 

90. Labor Law does not provide exactly defined ranks for job positions. Each 

institution working under Labor law determines ranks according to their needs. Ranks in 

institutions working under Labor law are determined on the basis of the  Rulebook on 

Internal Organization and Systemization Acts, Labor Contract; the Statute; other similar 

documents. Public Agencies, Special Agencies, Public Institutions and some Subordinate 

Bodies (for example Tax Administration) do not apply the Civil Servant Law. Nor do they 

apply the Regulation of Classification of Jobs or the Criteria for the Job of the Civil 

Servants. 

  

                                                        

21A civil servant is a person whose job consists of tasks within the scope of state administration and 

authority whose members are elected by the National Assembly. 
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91. Ranks for institutions governed by the civil servant law are not comparable to 

ranks in institutions not covered by the law. In such cases, even the salaries for identical 

job positions may be different.   

Box 10: Examples of Ranks 

 

Within civil servant system 

 

- An employee of the 4th  category – 58 % 

- An employee of the 6th  category – 13% 

- Clerk  -  13% 

- Senior advisor – 4 %  

- Adviser -  3 % 

- Co-worker – 3 % 

- An employee of the 1st category – 2 % 

- An employee of the 3rd category – 2 % 

- An employee of the 5th category -  1 % 

- An employee of the 2nd category – 1% 

 

 

Outside civil servant system 

 

Labor Law 

- Clerk  

- Co-worker 

 

Law of Tax Procedure and Tax 

Administration 

- An employee of the 4th category 

- An employee of the 3rd category 

- Senior taxman – associate 

- Junior taxman – associate 

 

  

92. Job positions under the Auxiliary-Technical support function are not fully 

aligned with the Civil Service System. About 41 percent of employees under this function 

are not aligned with the Civil Service System. The remaining 58 percent are mapped to 11 

different categories; from the position of Senior Advisor and Employee of the 5th category. 

This spread is not justified by any government decision or other bylaw and as a result, there 

are different paying regimes for the same job across different types of institutions. For 

example: analysis of the job position of the Driver shows that this job has a rank of 

Employee of the 4th category in all Ministries while in the Tourist Organization of Serbia , 

it has  the rank of Clerk.  

93. On the other hand, jobs in Tax Administration are government by the Law of 

Tax Procedure and Tax Administration. Thus for  the job positions in auxiliary-technical 

support function in Tax Administration  the most frequent ranks are: an employee of the 

third and the fourth category, as well as a senior taxman – associate, junior taxman – 

associate; tax advisor.  

94. Harmonizing the ranks within all institutions is necessary in order to establish 

a common standard for all employees working on the same tasks. Differences in ranks 

among identical job positions leads to differences in wages, and to some extent, inequity 

among employees. Due to the limitations imposed by the current Law of Civil Servants it 



 

33 

 

is important to harmonize appropriate ranks for job positions in order to create equal 

conditions for current employees.  

Location 

95. The location of the auxiliary-technical support function within the 

organizational structure varies across institutions.  It depends on the type of institution, 

its size and territorial location. Auxiliary-technical support function can be found within a 

Sector, Secretariat, Cabinet, or Branch office in the organizational structure of institutions.  

96. Among territorially dislocated institutions, technical support functions are 

situated within the branches and within the Directorates (example: Customs 

Administration).  At least one institutions (Tax Administration) has auxiliary –technical 

support functions in Directorates, thus increasing operational costs.  

97. In the Ministries (MIN) auxiliary-technical support functions can be found in 

Secretariat, Sector and in the Ministry Cabinet. For example, in the Ministry of Finance 

and Ministry of Mining and Energy, auxiliary-technical support functions are located only 

in the Secretariat, while in the Ministry of Agriculture and Environmental Protection, 

auxiliary – technical function is located only in the Sector. In the Ministry of Justice and 

Ministry of Foreign Affairs, auxiliary support functions are located in Secretariat, Sector, 

and also in the Cabinet. 

98. There are cases where the same job position can be found in different locations 

in the same Ministry: For example: the position of “driver”, is located in Secretariat and 

also in the Cabinet where it is under the jurisdiction of the Chief of the Cabinet (example: 

Ministry of Construction, Transport and Infrastructure and in the Ministry of Justice). In 

the Ministry of Foreign Affairs, the same positions can be found in the Secretariat, Cabinet 

and Sector. In the Ministry of Economy job position for technical and operational support 

is located in the Sector, whereas job position for technical support is located in the 

Secretariat. This situation of the different organizational locations of the same job positions 

in Ministries is due to the diverse needs of managers, who are the users of the services 

provided by auxiliary-technical support functions.   

99. Job positions related to the auxiliary - technical support function within the 

Subordinate Bodies and Public Institutions are located in the Sector and in the 

Branch offices. Jobs positions related to auxiliary - technical support functions within the 

Special Organizations - SO are located in the Sector and Cabinet, whereas in the Public 

Agencies (PA), they are located in the Sector and Secretariat. Government Services do not 

have job positions under the auxiliary - technical support function with the exception of 

the AJSRB. 

Number of Staff 
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100. There are 897 employees in the auxiliary - technical support function in all 

institutions. However, the number of employees performing auxiliary functions is not 

evenly distributed. The share of employees predominantly responsible for auxiliary - 

technical support function varies among institutions. It ranges from zero (Accreditation 

Body of Serbia) to 152 employees (Pension and Disability Insurance Fund).  

101. A number of patterns have emerged regarding the number of employees in the 

auxiliary-technical support function in all observed 114 institutions. The patterns are 

primarily related to the type of institution and the total number of employees in that 

institution. First, there are some entities with more staff performing auxiliary functions, 

than is necessary. For instance, in the 27 Administrative Districts covered, about 18 percent 

of all employees perform auxiliary-technical support functions. Administrative Districts 

typically have few employees, most of whom perform auxiliary functions. On the other 

hand, only about one percent of the 2,876 (23 employees) perform auxiliary tasks in the 

Republic Geodetic Bureau. Such comparison shows that the number of employees is not 

currently used to determine the necessary number of staff performing auxiliary – technical 

support tasks.  

102. Government Services have a small share of employees performing auxiliary 

support functions. Auxiliary technical support function account for about 0.3 percent of 

all employees. Some six Government Service institutions appear not to have auxiliary 

technical support positions, with the exception of the AJSRB, whose core activity is 

auxiliary technical support functions.  

103. Finally, the specific organizational structure of institutions affects the number 

of employees assigned to auxiliary – technical support function. In the MoFA there are 

123 employees in the auxiliary - technical support function, nearly double the total number 

of employees performing this function in the remaining 13 ministries. Such a large number 

(about 14 percent) of identified employees in the auxiliary - technical support function in 

the MoFA is due to the territorial dislocation of the Embassies and Permanent Missions of 

Serbia.  
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Table 19: Share of the AT support function in relation to the total number of employees in all 

types of Institutions 

Type of 

Institution 

Total 

number of 

employees 

Total 

number of 

Institutions 

Number of 

employees in 

AT support 

functions. 

Share of the AT support 

function in relation to the 

total number of employees 

– Thresholds 

MIN 3,502 13 63 1.8% 

SO 1,825 14 113 6.2% 

PA 597 12 16 2.7% 

SB 1,548 24 26 1.7% 

AD 229 27 42 18.3% 

PI 521 9 34 6.5% 

GS 1,111 7 3 0.3% 

NI 21,143 8 600 2.8% 

Total 30,476 114 897 2.9% 

 Source: WB Staff estimates; June 2016 

104. The share of auxiliary - technical support function in the total number of 

employees varies from one institution type to another.  The average share across 

institutions is about 3 percent. However, this seemingly low aggregate figure masks huge 

variations across institutions types. The ratio ranges from about 0.3 percent in Government 

Service to about 18 percent in Administrative Districts. 

C. Potential for Rationalization 

105. The potential for rationalization for the auxiliary-technical support functions 

is 259 employees (30 percent of total number of employees in auxiliary –technical 

support function). This presents an opportunity for organizing the function in a different 

way to ensure efficiency. Options include “centralization” or “outsourcing of such 

functions. Based on the criteria for rationalization, about 229 employees engaged in 

auxiliary- support functions in 24 institutions could be rationalized.  

Table 20: Potential for rationalization for the AT support function 

 
Number of 

Institutions 

Number of employees – 

candidates for rationalization 

Criteria – above 

defined threshold 
24 229 

Criteria – less than 

10 employees 
21 30 

Total 45 259 

Source: WB Staff estimates; June 2016 
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Box 11: Potential for rationalization – Institutions with the largest potential 

for rationalization 

 

 Ministry of Justice 5 

 Ministry of Agriculture and Environmental Protection 3 

 Ministry of Labor, Employment, Veterans' and Social Issues 2 

 Administration for Determination of the Seaworthiness 3 

 Directorate of Inland Waterways 6 

 Geologic Bureau of Serbia 5 

 Republic Directorate for Property of the RS 2 

 Republic Hydrometeorology Bureau 27 

 Republic Fund of Health Insurance 10 

 Republic Fund for Pension and Disability Insurance 54 

 Ministry of Foreign Affairs 93 

 Treasury Administration 5 
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Table 21: Applied thresholds for AT support function per type of Institutions 

Type of 

Institution 

Total 

number of 

Institutions 

Total 

number of 

employees 

Number of 

employees in 

AT support 

function 

Number of employees for 

rationalization 

MIN 13 3,502 63 13 

SO 14 1,825 113 34 

PA 12 597 16 3 

SB 24 1,548 26 12 

AD 27 229 42 30 

PI 9 521 34 5 

GS 7 1,111 3 0 

NI 8 21,143 600 162 

Total 114 30,476 897 259 

Source: WB Staff estimates; June 2016 

106. The largest potential for rationalization is in the Network Institutions with 162 

employees in auxiliary-technical support function. Within Networked institutions two 

institutions (Pension and Disability Insurance Fund with 54 employees and Ministry of 

Foreign Affairs with 93 employees) have the highest share (57 percent) of the total number 

of employees as candidates for reduction. Networked institutions have a high number of 

employees across branches. The Ministry of Foreign Affairs has branches overseas given 

the nature of its work. 

D. Key Findings 

107. Job Positions are not uniform among functions in institutions. The analysis has 

shown that job positions for the auxiliary-technical support function in most cases resemble 

each other. However, even for the same job description, job positions vary. There are cases 

where differences in job descriptions exist for the same job due to differences in the size 

of the organization. Further harmonization of the auxiliary- technical support function 

could be achieved by using common names for similar job positions. 

108. Ranks are not uniformed across job positions in institutions. Civil service 

classification is not applied to all employees. There are different ways of determining ranks 

based on different legal basis for ranking (the majority of employees are in the rank of 

Category IV employee within the civil servant classification).  

109. Similarly, such comparison is not possible for institutions governed by other 

laws. For instance, different naming systems are used for institutions under the Labor 

Law, Law of Tax Procedure, and Tax Administration. Harmonization of ranks of job 

positions within all institutions is necessary to improve equity.  



 

38 

 

110. The location of the auxiliary-technical support function is not consistent across 

institutions. The analysis has shown that auxiliary-technical support function is situated 

in different locations in the organizational structure of the institutions. While some are 

located within sector, others are located in secretariats, cabinets or branch offices. The 

location depends on the type of institution, its size and territorial dislocation of the 

Institutions. Different  locations of the function within organizational structure of the 

institution could decrease its recognition and the ability for further improvement of the 

function. Harmonizing the location of AT support sub-function would facilitate the 

development of adequate organizational model based on standardization. 

111. The majority of sub-functions are already carried out by the AJSRB. AJSRB 

is recognized as a key stakeholder for the auxiliary-technical support function and its 

responsibility is to give support in all areas that are identified within sub-functions. 

Auxiliary-technical support function of the Ministries, GS and some SO are mainly already 

carried out by the AJSRB. Further analysis should be done in a way to strengthen the 

capacity of the AJSRB for potential centralization of all or some sub-functions under the 

AJSRB for all Institutions. 

112. Some Ministries do not have auxiliary-technical support function (for example 

Ministry of Culture and Media and  Ministry of Youth and Sports). In these ministries the 

function is performed entirely through the AJSRB. On the other hand, the majority of 

Subordinate Bodies, Public Institutions, and Public Agencies rely on contracted third 

parties to perform auxiliary technical support functions. Further analysis of such cases 

should be undertaken to determine the efficiency gains from outsourcing. 

113. Some institutions have sub-functions related to the maintenance of their 

buildings (Bureau of Sport and Sport Medicine, Geologic Bureau of Serbia, Republic 

Geodetic Bureau). This is clearly outside the mandates of such institutions and not cost 

effective. The maintenance of buildings usually requires a large number of employees of 

different professions. 

114. Quality standards for providing cleaning services are not clearly stipulated. In 

some institutions cleaning service is provided both by the employees and external providers 

of clearing services (for example the Republic Fund for Pension and Disability Insurance 

outsources cleaning services, but still has the position of “maids” responsible for cleaning). 

The introduction of the quality parameters could improve the quality of service delivered 

regardless of the provider.  

115. There is no standard definition of the required number of job positions in 

relation to the total number of employees for the auxiliary-technical support function. 

This situation leads to different workloads for the staff with similar job positions across 

institutions and undermines performance. The legal framework does not prescribe 

thresholds (internal benchmarking as a tool for comparison) for establishing auxiliary-

technical support service for performing sub-functions.  
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E. Recommendations 

116. Harmonize job positions, ranks and location of the function in all types of 

institutions for all sub-functions. The analysis has shown that there is diversity in job 

positions and ranks of staff members who are employed in the auxiliary-technical support 

functions. It is necessary to define suitable ranks based on the complexity of the operations 

carried out within the auxiliary-technical support function and thus ensure that for the same 

work the employees receive the same benefits.  

117. Similarly, it is important to define the job position of the auxiliary-technical 

support function in institutions of the same type. Consolidating job descriptions could 

lead to improvements in the whole organizational structure.  

118. The adequate location of the auxiliary-technical support function in the 

organizational structure of  institutions of the same type is necessary. In this way the 

availability of the function is increased, as well as its effectiveness. The harmonization of 

the location should be done by proposing the organizational model which will differ for 

various types of institutions.  

119. Introduce a Dispatch Center for the “transport” (AT10) sub-function. This 

would consolidate all transport related jobs; concentrate all the available capacity in one 

place and increase efficiency. It would produce better capacity utilization; reduce number 

of employees; and determine service delivery standards.  

120. Analyze the need for positions which perform auxiliary-technical support 

function in the Administrative Districts. The analysis has shown that that in 

Administrative Districts auxiliary-technical support function accounts for nearly 20 

percent, a high ratio, considering that AD have few employees. Given the small number of 

employees in the Administrative Districts it is necessary to develop an appropriate 

organizational model for performing AT support functions for Administrative Districts.  

121. Increase the scope of printing services of the Tax Administration to operate at 

full capacity throughout the year. Tax Administration has a printing office with 

permanent staff for the copying, sorting and filling materials. Further analysis is needed to 

determine the capacity of the Tax Administration to provide services of printing materials 

to other Subordinate Bodies like Treasury Administration and Custom Administration. 

Such  an expansion could produce better capacity utilization and improve efficiency.  

122. Analyze the profitability of outsourcing of the auxiliary-technical support 

function. Functions that should be considered for outsourcing include: building 

maintenance, cleaning, transportation, sorting and filing. Consider identifying private 

sector providers for all sub-functions and explore opportunities for public-private 

partnerships. 
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123. Strengthen the capacity of the AJSRB for the centralization of the auxiliary - 

technical support function. The role of the AJSRB is to provide support and to conduct 

professional, technical and other common tasks for the Government, Ministries, Special 

Organizations and other State Authorities.  In order to provide services to all institutions 

concerning auxiliary - technical support function, it is necessary to enhance the capacity of 

the AJSRB and reorganize it, as well as adopt the appropriate legal act and expand the 

regulation on the AJSRB. 

124. Determine expected level of service quality (use of quality parameters) for all 

institutions. The analysis has revealed that the level of quality of services provided within 

the auxiliary - technical support function is uneven. There are no clearly defined quality 

parameters that would be used to assess the level of quality of the service.  

125. Conduct strategic purposefulness analysis for Network Institutions with 

special focus on auxiliary-technical support function. A special analysis should be 

carried out for the institutions that have a wide network of branch offices - make an 

assessment of efficiency under different branches in the network. This kind of analysis 

does not apply on how some work should be done, but whether the job should be done at 

all in the branches. Institutions with a network of branch offices could be consolidated 

within the regional centers.  

126. Research the potential of organizing auxiliary-technical support function 

within a number of regional centers. Analysis has shown that services such as transport, 

cleaning, and serving soft drinks could be centralized within a regional center and in that 

way increase their availability. A similar analysis should be carried out for Network 

institutions to determine how to efficiently provide auxiliary- technical support functions 

in these institutions.   
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F. Scenarios 
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Table 22: Proposed Scenarios 

Scenario Strengths Weaknesses 

1. Status Quo :  No changes in the 

current organizational structure for the 

auxiliary - technical support function 

 No changes in the organization, 

rules, systematization 

 There is no overlapping of 

competencies 

 Service providers are well 

acquainted with the needs of users 

 The relatively quick response, 

especially when there is no geographical 

dislocation 

 Various organizations of the auxiliary - technical 

support function  

 Unfairness due to different vocations of the jobs 

that perform the same tasks 

 Uneven level of services in Institutions 

 Lack of insufficient use of specific resources  

 

2. Quick Fix: Aligning the number of 

employees with the adopted thresholds in all 
types of Institutions 

 Decreases of the expenses e.g. 

salaries 

 Contributes to the ongoing fiscal 

policy initiatives 

 Short implementation time  

 Problems in missing professional profile of the 

existing auxiliary-technical support function staff 

 Uneven level of services in institutions 

 Non-optimal organization of auxiliary-technical 

support function  

3. Standardization: Development of 

common standardization of place and role 

 Balancing the organization's support 
function (location, position, jobs, number of 

employees for the different size of 

Institutions) 

 There is no overlapping of 

competencies, clear lines of responsibility 

 Service providers are well 

acquainted with the needs of users 

 A quick response, especially when 

there is no geographical dislocation 

 Services in accordance with the 

agreed service levels 

 

 The lack of the sufficient use of specific resources 

 Long implementation time 
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4. Regional Centers: This involves 

integration of auxiliary-technical support 

function for all types of institutions. 

 Decreases the staff number of 

auxiliary - technical support function  

 The sufficient use of the resources 

 Quick response, due to integration of 

location 

 Long implementation time 

 

5. Partial Centralization: placement of 
some the auxiliary-technical support function 

within the AJSRB  

 Balancing the function 

 Organization of the service based on 

the service principles ; and 

 Utilization of service providers is 

optimized 

 Existing capacities of the AJSRB should be 

strengthened and their ability to reorganize should be tested 

(especially in cases when there is dislocation of the 

facilities) 

 The possibility of interweaving responsibility – 

should clearly define the responsibilities and introduce the 

adequate organizational model 

 The level of service offered could be inadequate if 

the needs are uneven 

6. Centralization: placement of all 

auxiliary - technical support function within 

the AJSRB.  

 Balancing the function 

 Organization of the service based on 

the service principles  

 Services in accordance with the 

agreed service levels 

 Utilization of service providers is 

optimized 

 Centralization could produce better 

capacity utilization and reduce number of 
employees  

 

 

 Existing capacities of the AJSRB should be 

strengthened and their ability to reorganize should be tested 
(especially in cases when there is dislocation of the 

facilities); 

 The possibility of interweaving responsibility – 

should clearly define the responsibilities and introduce the 

adequate organizational model; 

 The level of service offered could be inadequate if 

the needs are uneven; and  

 Long implementation time 
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7. OUTSOURCING   Provision of  

auxiliary-technical support function by the 

private sector. 

 Decrease of the staff number based 

on outsourcing of all auxiliary - technical 
support function;  

 Optimization of the use of resources, 

economies of scale; 

 Services in accordance with the 

agreed service levels; and 

 Better service for less money 

(requiring further analysis to identify a 

private sector provider for sub-functions). 

 Institutional responsibility for implementation; 

 The offered service level does not match the 

individual needs; and 

 Recommendation for the implementation of the 

possible scenarios for every sub-function.  
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G. Conclusion  

111. This chapter has reviewed the basic aspects of services performed within 

auxiliary - technical support function.  It has provided appropriate recommendations and 

scenarios for its improvement. The analysis has been focused on the identifications of ways 

of better organization of the auxiliary - technical support function in order to increase 

quality of the services. A number of recommendations have been proposed to guide the 

next set of interventions.  

112. The report also analyses job descriptions, ranks, and location of the auxiliary 

- technical support function. The analysis has uncovered the potential for consolidating 

certain sub-functions across institutions. 
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Chapter 4   Financial Support Functions 

A. Introduction   

115. Financial support function underpins the core activities of all government 

institutions. The use of financial and material resources enables procurement of all needed 

services, goods, equipment and works, covering of running costs that ensure the 

achievement of the competences of the institution. Financial support functions covers areas 

of budget preparation and execution, accounting, bookkeeping and cash operations. They 

ensure effective and efficient management, coordination and control of financial and 

material resources of an institution. These sub-functions enable all the activities within the 

life cycle of financial support function management. The assessment covers nine financial 

sub-functions. These sub-functions were derived from Rulebooks of Internal organization 

and Job Systematization of institutions. 

Box 12: Financial support sub-functions 

 

F1 - Drafting financial plan and budget;  

F2 - Drafting reports and analysis of execution of financial plan and budget;  

F3 - Preparing annual financial statement;  

F4 - Settlement of accounting documents, issuing payment orders and outgoing invoices; 

F5 -Processing documents for calculation of salaries, fees and other earnings of employees;  

F6 - Calculation and payment of contracts on temporary engagement, service contracts, solidarity 

assistance and  

other employees’ earnings;  

F7 - Drafting of tax returns and tax payment, contributions and other duties;  

F8 - Processing documents, calculating and receiving cash / making cash payments, and  

F9 - Keeping a journal, general ledger and analytics, auxiliary books and records. 

 

116. Financial support sub-functions are performed in almost all institutions. Some 

functions, for example, cash box operations (F8) are undertaken in about  one third of 

Subordinate Bodies (SB) and up to  about 90 percent in Public Institutions (PI). This 

situation is due to the reduction of petty cash money payments in / payments out and 

increase of bank account (non-cash) transfers / payments made to / by natural persons when 

dealing with institutions. Uneven distribution of F8 between institutions is due to the nature 

of institution’s jurisdiction and the type of the persons (legal / natural) who make payments 

for their services. Detailed breakdown showing the distribution of the sub-functions is 

presented in the table below:    
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Table 23: Breakdown of financial sub-functions per type of institutions 

Type of 

institution 

Number of 

institutions 

Financial support sub-functions (%) 

F1  

 

F2  

 

F3 

 

F4 

 

F5 

 

F6 

 

F7 

 

F8 

 

F9 

 

MIN 13 100 100 92 100 100 100 100 46 85 

SB 24 79 83 79 83 79 79 79 33 75 

GS 7 100 100 86 100 100 100 86 71 86 

PA  12 100 100 92 100 100 92 92 83 92 

PI 9 100 100 100 100 100 100 100 89 100 

SO 14 93 93 93 100 100 100 100 36 79 

AD 27 96 96 96 96 96 89 96 37 96 

NI 8 100 100 100 100 100 88 100 88 100 

All 114 94 95 91 96 95 91 93 52 88 

Source: WB Staff estimates; June 2016 

117. Financial support function has been identified in all institutions. However, 

some institution types (e.g. Ministries) perform financial support sub-functions for their 

portfolio institution. Such tasks including drafting reports and analyzing of execution of 

financial plans and budgets (F2); and preparing annual financial statements (F3). Other 

activities include money transfers; requests for change of appropriation and quota; and 

consolidation of annual reports. A single case of outsourcing of accounting and 

bookkeeping services to an external supplier was identified in the Agency for accreditation 

of health care institutions of Serbia. 

118. Financial support function could be fulfilled only when all nine of sub-

functions are fully implemented. Nevertheless, budget drafting (F1); budget execution 

(F2) and reporting (F3) are important for effective decision making and efficient 

management of the entire financial support function. They are organically fused with an 

institution and closely tied to policy process, drafting and implementing strategies. All 

other financial support sub-functions (F4, F5, F6, F7, F8 and F9) have character of routine 

sub-functions and therefore could not be necessarily performed within an institution; 

moreover they could be unknotted from an institution. This fact is important when looking 

for the solution for the improvement of the effectiveness and efficiency of financial support 

function through the organizational changes (e.g. centralization or outsourcing).  

B. Distribution of Sub-Functions  

119. Almost all the financial sub-functions are performed in about 100 out of the 

114 institutions. All of these sub-functions are performed by financial services of an 

institution. The only financial sub-function which is not done across all the institutions is 

F8: “Processing documents, calculating and receiving cash / making cash payments”. Lack 

of cash box operations (F8) in all institutions is due to the increasing share of operation via 
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bank account / e-payments. Bookkeeping of the assets and low value assets (part of F9), 

payment and recording of bills of the utilities (part of F4) are done by AJSRB for ministries, 

subordinated bodies and government services. Breakdown of the financial support 

functions per institutions is presented in the following Table F2:  

Table 24: Breakdown of financial sub-functions performed by types of institutions 

Type of 

institution 

Number of 

institutions 

Financial support sub-functions 

F1 F2 F3 F4 F5 F6 F7 F8 F9 

MIN 13 13 13 12 13 13 13 13 6 11 

SB 24 19 20 19 20 19 19 19 8 18 

GS 7 7 7 6 7 7 7 6 5 6 

PA  12 12 12 11 12 12 11 11 10 11 

PI 9 9 9 9 9 9 9 9 8 9 

SO 14 13 13 13 14 14 14 14 5 11 

AD 27 26 26 26 26 26 24 26 10 26 

NI 8 8 8 8 8 8 7 8 7 8 

Total 114 107 108 104 109 108 104 106 59 100 

Source: WB Staff estimates; June 2016 

119. Drafting financial plan and budget (F1) is performed in 104  ( about 94 percent 

institutions .  It is not performed in all SB ( done in 79.2%) since these sub-function is 

performed for them by the line ministries. This is one of  the crucial financial support sub-

functions being the link between the jurisdictions of an institution and the financial 

resources needed for  executing the institution’s mandate 

120. Drafting reports and analysis of execution of financial plan and budget (F2) 

was recognized in 108 (95 percent) out of 114 institutions. Similar to F1, F2 sub-function 

is also undertaken in about 83 percent of SB because portfolio ministries perform this tasks 

on behalf of the institutions. Monitoring how the budget and (more detailed) financial plan 

are performed is an inseparable part of the financial management process and 

implementation of organizational strategy. 

121. Preparing annual financial statements (F3) is another sub-function of high 

importance for financial management.  Similar to F1 and F2, F3 sub-function is 

performed by 104 institutions (or about 91 percent). In particular this function is not 

performed in all SB (done in 80 percent) or GS (done in 86 percent, because line ministries 

undertake this tasks on behalf of portfolio entities.   
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122. Settlement of accounting documents, issuing payment orders and outgoing 

invoices (F4) is done in 109 institutions (96 percent).  The F4 tasks involve processing  

and  settlement of accounting documents, issuing payment orders through the Treasury 

payment system for invoices received for goods, services, and works (apart of salaries), 

and issuing of outgoing invoices. Currently, payment and recording of utility bills (part of 

F4) is done by the AJSRB for ministries, Subordinated Bodies and Government Services. 

This sub-function (F4) is a routine  technical sub-function which could be a candidate for 

further organizational changes.    

123. Processing documents for salaries, fees and other earnings of employees (F5) 

is done in 108 institutions. Like F4 tasks, this function is present in about 79 percent of 

SB and 96 Percent of AD institutions. Records on employee attendance, disability leave, 

vacations etc. are kept and appropriate forms (“karnet”) are field up. This sub-function (F5) 

is also a routine administrative sub-function which could be a candidate for further 

organizational changes.    

124. Calculation and payment of contracts for temporary engagement, service 

contracts, solidarity assistance and other employees’ earnings (F6) is performed by 

104 or  about 91 percent  of institutions. The reason it is done in 79 percent of SB and 

about 89 percent  of AD  is that line ministries  perform these services for SB; while not 

all ADs have this kind of contractual engagements. This sub-function (F6) could also be 

considered as a routine financial sub-function for further organizational changes.  

125. Drafting tax returns and payment of taxes, contributions and other duties (F7) 

is done by 106 or 93 percent of institutions. F7 is done in about 79 percent of SB and  86 

percent of GS institutions, given that line ministries perform this function on behalf of 

portfolio entities.  Sub-function F7 is also considered a  routine technical sub-function  and 

could be a candidate for further organizational changes.  

126. Processing documents, calculating and receiving cash / making cash payments 

(F8), is done by 59 or about 52 percent of all institutions. Only 33 percent  of SB and  

89 percent  of PI perform these cash-box operations because more and more institutions 

are switching to e-payment and through bank accounts. Sub-function F8 is considered to 

be a redundant sub-function which should be abolished.  

127. Keeping journals, general ledger and analytics, ancillary books and records 

(F9) is done in 100 (or 88 percent) of all institutions.. Reconciliation with the general 

ledger run by the Treasury, running the analytics of suppliers and customers, books of 

assets, inventories, material accounting etc. are some of the processes and auxiliary records 

kept by financial services of institutions. Currently bookkeeping of the assets and low value 

assets (part of F9) is done by AJSRB for ministries, subordinated bodies and government 

services. This sub-function (F9) is considered a more routine technical sub-function which 

could be a candidate for further organizational changes.  
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Job descriptions 

128. Although the same jobs of financial support function are done in all 

institutions, titles of job positions for the same tasks are often defined in different 

ways. 

Box 13:Titles of job positions – the way positions are defined 

• General way: 

– Job position of financial affairs 

• Descriptive way: 

– Job position of independent associate for financial operational and accounting operations 

– Job position of professional-operational tasks on revenues, expenditures and transfers of funds 

– Job position of budget planning and implementation of budget legislation 

• Group of tasks as per textbook: 

– Job position of accounting tasks 

– Job position of bookkeeping tasks 

– Job position of cash box / treasurer’s tasks 

• A part of other functions: 

Job position of personnel, Financial and General Affairs 

129. Institutions define the job positions and job descriptions according to their 

needs. Differences of job positions and descriptions between institutions are caused by 

missing harmonized descriptions and criterions for defining the titles. The contents of all 

tasks in financial support function are the same within all institutions (e.g. accounting tasks, 

bookkeeping tasks etc.). Differences are prevalent in cases where more than one sub-

function is carried out by the same employee. This is common in institutions with small 

number of employees.  

Box 14:Differences in job positions titles 

 Senior associate for financial and bookkeeping tasks in the Central registry of mandatory social 

insurance;  

 Independent adviser for financial affairs, plan and budget analysis (the only finance person, running 

all financial sub-functions) in the Railways directorate;  

 Job position of personnel, financial and general affairs (the only finance person running all financial 

sub-functions, HR and other functions) in the Hazardous cargo transportation directorate (etc.). 

130. Lack of common job positions could lead to several management problems.  

Challenges include difficulties  of improving internal organizations, business process 

automation, transfer  and rotation within and between institutions, differences in pay levels 

and reduced motivation of employees (e.g. harmonized job positions could enable 

substitution / temporary replacement / temporary assistance of an absent employee, in case 



 

51 

 

of increased workload etc. instead of payment of additional expenses for contracting of 

external staff).   Catalogue of jobs22, an ongoing initiative of MPALSG, is a good base for 

solving these issues. It offers the framework for unified jo titles, contains typical job 

descriptions, required qualifications, required additional titles and exams, and required 

experience. 

Box 15: Different titles of job positions and ranks – an example for bookkeeping tasks 

MIN 

 Job position for processing of bookkeeping documentation, Officer 

 Job position for bookkeeping, Officer 

SB 

 Job position for assigning accounting codes and running a general ledger, Associate 

 Job position of bookkeeping tasks, Advisor 

PA 

 Assistant for bookkeeping tasks 

 Bookkeeper, Associate 

PI 

 Senior associate for operational - financial and accounting tasks 

 Bookkeeper 

SO 

 Job position for bookkeeping tasks, Officer 

 General ledger bookkeeper, Junior advisor 

GS 

 Job position for material bookkeeping, Officer 

 Job position for bookkeeping of assets  Officer 

AD 

 Financial - material bookkeeping tasks, Junior advisor 

 Bookkeeper, Officer 

NI 

 Bookkeeper, Senior taxman – associate  

 Senior associate for general ledger tasks 

131. The practice of rotating of employees performing different tasks within a 

single organization unit is not common in various institutions. Switching of the 

financial support staff performing budgeting, accounting and bookkeeping tasks enables 

hands-on experience of an employee for other tasks and enables successful replacement 

                                                        

22 The Catalogue of Jobs and Titles in the Public Sector (Draft) MPALSG, December 2015. 
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when needed, and reduces bored from repetitive tasks. Temporary transfer of the financial 

staff between the institutions has not been identified, although the same contents of tasks, 

responsibilities, required education and experience would enable movement within 

different institutions, when necessary. 

132. The same job descriptions and job positions are defined in different ways in 

different institutions. This, however, does not present any obstacles in accomplishing the 

tasks of the financial support function in an institution. Job description based on one or a 

combination of various sub-functions and harmonized titles of job position would facilitate 

movement of finance support staff across units and departments.  

Ranks 

133. Ranks in public institutions are based on different laws. Ranks are determined 

based on the Law on civil servants (for civil servants) and  Labor Law (for non- civil 

servants). However, there are exceptions within civil servant system. For instance, ranks 

within the Tax Administration are based on the Law on Tax Procedure and Tax 

Administration Act. 

Box 16: Job positions as per by different laws 

Law on civil servants 

Senior advisor, Independent Advisor, Advisor, Junior advisor, Associate, Junior associate, Officer, 

Junior officer, Employee of the 1st salary group; 2nd, 3rd, 4th, 5th, and 6th. 

Labor Law 

Title of the position is not prescribed by law. The basis is a Rulebook on internal organization and 

systemization of posts, the Statute or similar document (e.g. Senior advisor for accounting, 

Independent Associate for Administrative and Financial Affairs etc.) 

Tax procedure and tax administration act 

Chief tax advisor, Independent tax inspector, Senior tax inspector I, Senior tax inspector II, Tax 

inspector I, Tax inspector II, Tax inspector, Junior Tax inspector; Senior taxman – associate, 
Taxman – associate, Junior taxman –associate; Senior tax controller, Tax controller, Junior tax 

controller, etc.  

 

134. Titles of ranks for the same job positions vary across institutions. As shown on 

the example of bookkeeping tasks (in the Box F4) there is a range of different ranks in 

institutions: an officer, associate, junior advisor, and advisor. There are similar cases of 

ranks for other positions as well.  

135. Ranks are not based on the nature of the job position. Ranks should primarily 

be driven by the nature of the job position from which required level of education, skills, 

experience of an employee is derived. Since ranks determine salary levels, variations in the 

ranks for the same job are caused by the need to reward employees with higher salaries. 

Applied in such a way, ranks undermine uniformity of jobs and standardization of outputs. 
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136. Competences of financial support function employees are not always sufficient 

for the smooth performance of their tasks. In addition to capacity building for new 

methodologies and procedures23 there is also a need to build capacity for implementation 

of existing ones, such as program budgeting.24   

Location  

137. Financial support function is located within different organizational units of 

analyzed institutions. It is predominantly located within sectors and secretariats. Within 

secretariat, the sub-function is found in 11 institutions (mainly in MIN e.g. Ministry of 

mining and energy; Ministry of finance etc.); within sectors, it is found in 60 institutions 

(predominantly in AD 16 institutions; SB 10; PA 8)25; within the head office: (NI 2 

institutions e.g. Pension and disability fund of Serbia etc.);  and branch offices (NI 3 

institutions).. or even out of units – as independent employees (1 employee as in an AD). 

Table 24 shows the location  financial support function across institution types. 

Table 25: Location of financial support function per type of institution 

Type of 
institution 

Number of 
institutions 

Cabinet Secretariat Sector 
Depart-
ment 

Section 
Head 
office 

Branch 
office 

Outlet 
Customs 
office 

MIN 13 0 8 5 0 0 0 0 0 0 

SB 24 1 0 10 0 1 0 0 0 0 

GS 7 0 0 4 0 0 0 0 0 0 

PA  12 1 1 8 0 0 0 0 0 0 

PI 9 0 1 6 0 1 0 0 0 0 

SO 14 2 0 6 0 0 0 0 0 0 

AD 27 0 0 16 0 0 0 0 0 0 

NI 8 0 1 5 0 0 2 3 1 1 

All 114 4 11 60 0 2 2 3 1 1 

Source: WB Staff estimates; June 2016 

138. There are no  legal requirements concerning the location of financial support 

function within the organizational structure of an institution. The location of financial 

                                                        

23For example, there is ongoing program for improving of the implementation of financial management and 

control as the part of Public finance management reform program 2016 – 2020 etc. 

24 In interviews with the key stakeholder for financial support function (Ministry of Finance) and budget 

beneficiaries (e.g. Ministry of Education, Science and Technological Development; Geological Survey of 
Serbia) was spotted the need for further improvement of program budgeting caused by insufficient knowledge 

/ skills for preparation of program based budgets (loosely defined goals, activities, indicators, etc. ) and 

budget implementation (the way how staff from other-than- finance organization units of an institution is 

running their roles in program and project activities) etc.  
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support function within secretariats is allowed only for MIN26. On the other hand, location 

of the financial support function in secretariat of PA and PI institutions is not forbidden by 

the law. This is because,  the Regulation on principles of internal organization and 

systematization of jobs in ministries (MIN), special organizations (SO) and Government 

services (GS) does not relate to these institutions.  

139.  The location of financial function does not affect how effectively the related 

tasks is performed. An institution makes its own decision of how to locate  the financial 

support function within the organizational structure driven by the institution’s needs.  

Existing problems (e.g. inadequate inputs from other sectors needed for budget preparation; 

insufficient knowledge of program budgeting of financial staff etc.) are not caused by the 

location of financial support function but rather by problems in communication, capacity 

of finance staff, capacity of other staff involved in budgeting. 

Number of Staff 

140. A total of 1,114 employees are engaged in financial support function. About 

983 employees are engaged on permanent basis and 125 are either contracted or temporary. 

The number of employees varies in different types of institutions:  About 702 employees 

(or 63 percent of total financial support function employees) are engaged in Networked 

Institutions due to the large number of employees in such institutions. 

141. On  average each institution has about 10 employees  in financial support 

function. Network institutions have a larger share, averaging about 88 employees, 

while Ministries average about 14 employees. In all other types of institutions the 

average number of employees varies from about two (in AD) to about three employees in 

(SO).   

  

                                                        

26 The regulation on principles of internal organization and systematization of jobs in ministries (MIN), 

special organizations (SO) and Government services (GS) secretariat as a special internal unit and can be 

established only in the ministry  (MIN) for performing tasks related to human resources, financial and IT 

issues, coordinating the work of internal units and cooperation with other bodies. 
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Table 26:  Employees engaged in financial support function 

Type of 

institution 

Number of 

institutions 

Financial support function 

Total  

employees 
Permanent 

Other basis 

engaged 

MIN 13 186 159 21 

SB 24 57 49 8 

GS 7 17 15 2 

PA 12 30 30 0 

PI 9 29 28 1 

SO 14 47 43 4 

AD 27 46 45 1 

NI 8 702 614 88 

Total 114 1.114 983 125 
 

  Source: WB Staff estimates; June 2016 

142. The Number of employees in financial support function varies in different 

institutions and units within institutions: They range from a single employee (e.g. in the 

Administration of Free Zones; Professional Service of Northern Backa Administrative 

District) to about  216 employees ( in the  National Fund of Health Insurance). 
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Table 27: Distribution of financial support staff in institutions 

Institution 
Number of  

employees 

Number of 

financial 

staff 

Tax Administration 2340 216 

National Pension and Disability Insurance Fund 3420 190 

National Geodetic Authority 5781 151 

Customs Administration 2713 64 

National Health Insurance Fund 362 46 

…   

Ministry of Agriculture and Environmental Protection 492 13 

Directorate of Veterinary Medicine 122 12 

Ministry of Education, Science, and Technological Development 211 11 

Ministry of Construction, Transportation and Infrastructure 808 10 

Ministry of Finance 296 10 

….   

Free zones administration 9 1 

Northern Backa Administrative District Support Service 6 1 

Labor Inspectorate 264 0 

National Legislation Secretariat 40 0 

Administrative Inspectorate 25 0 

                            Source: WB Staff estimates; June 2016 

C. Potential for Rationalization 

143. Rationalization of staff performing financial management functions should be 

based on the size of the institutions in which they are engaged. The threshold should 

take into account  the characteristics of particular type of institution. On average, 

employees performing financial function account for a small portion of the total number of 

employees in various government institutions.  Except for Administrative Districts where 

such employees account for about 20 percent, other types of institutions have few 

employees performing financial functions. 
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Table 28: Financial function staff vs. total staff 

per type of  institution  

Type of 

institution 

Number of 

institutions 

Total 

employees 

Financial 

support 

employees 

Financial 
support 

employees / 

Total 

employees 

MIN 13 3.502 186 5,3% 

SB 24 1.548 57 3,7% 

GS 7 1.111 17 1,5% 

PA 12 597 30 5,0% 

PI 9 521 29 5,6% 

SO 14 1.825 47 2,6% 

AD 27 229 46 20,1% 

NI 8 21.143 702 3,3% 

All 114 30.476 1.114  

  Source: WB Staff estimates; June 2016 

144. The total number of financial support employees identified as a potential for 

rationalization is 349. Of these, about 313 employees would come from institutions with 

more than ten employees, while the remaining 36 employees are from institutions with less 

than ten employees, and which do not require support staff. About 86 percent (31 

employees) of identified financial staff are engaged in AD, largely because the majority of 

(21 out 28) Administrative Districts have less than ten employees. small number of staff. .  

145. Two types of institutions (MIN and NI) together with SBs and SOs collectively 

account for the largest share of financial staff. Altogether, they take  about 89 percent  

of all financial staff in  the 114 institutions. Nevertheless, the share of financial employees 

in institutions remains uneven. For example, . the Ministry of Education, Science, and 

Technological Development has 46 financial staff members out of which 26 appeared to 

be potential for rationalization. Similarly, in the National Health Insurance Fund has216 

financial staff, 138 of whom are identified as  potential for rationalization. In these cases 

more detailed organizational models should be developed to determine the optimal staffing 

level for  financial staff. 
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Table 29: Applied thresholds for financial support 

function per type of institution 

Type of 

institution 

Number of 

institutions 

Total staff 

- number 

Financial 

support 

staff - 
number 

Number of 

financial  

support 

function 

staff in 
institutions  

below 

Threshold 1 

Number of 

financial  

support 

function 

staff in 
institutions  

above 

Threshold 2 

MIN 13 3.502 186 0 58 

SB 24 1.548 57 2 16 

GS 7 1.111 17 0 5 

PA 12 597 30 2 5 

PI 9 521 29 0 4 

SO 14 1.825 47 1 11 

AD 27 229 46 31 0 

NI 8 21.143 702 0 214 

Total 114 30.476 1.114 36 313 

Source: WB Staff estimates; June 2016 

Table 30: Potential for rationalization for the financial support function 

Threshold Number of institutions 
Number of employees – 

candidates for rationalization 

Threshold T1 – less 

than 10 employees 
25 36 

Threshold T2 – 

above the average 
34 313 

Total 59 349 

 Source: WB Staff estimates; June 2016 

D. Key Findings 

146. Almost all institutions have their own financial service. This is the result of laws 

that have prescribed the establishment of financial service for all direct budget 

beneficiaries. The law allows for the financial management tasks to be performed by the 

financial service of another institution if there are only personal and material expenditures 

presented. Outsourcing of financial function is uncommon as the majority of financial sub-

functions are performed within  institutions —there is only one case of outsourcing of 

accounting services to an external entity. Bookkeeping of low value assets (part of F9), 

payment and recording of utility bills (part of F4) is done by AJSRB for Ministries, 
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Subordinated Bodies and Government Services. Only a few institutions still  perform 

cashbox operations.  

147. All of nine financial support sub-functions are performed in the same  way 

across all institutions. Given their technical nature,  budgeting (F1) budget execution (F2), 

and drafting of annual statements (F3)  require specific knowledge and expertise and have 

to be centrally performed. Otherwise, other routine tasks could be performed by 

independent agents.  

148. Domination of operational tasks and data production for financial support 

function reduces institution’s resources devoted to effective financial management. 

Time consuming activities on document entry, validation, drafting of different reports 

reduces the resources available  for the analysis of management reports, and appropriate 

actions. Improvement of business processes and automation through the ICT support is 

necessary to optimize such tasks.  

149. In general, applicable laws do not present a major hurdle for applying certain 

types of changes in organizing the financial support function among institutions. 

However, if some substantial organizational changes should be made, adjustments are 

expected in some laws and by-laws, depending on the adopted scenario (e.g. transfer of 

additional competences – financial sub-functions like material accounting or financial and 

material accounting to the AJSRB; in such a case changes should be done within the decree 

on AJSRB).  

150. There is a need to permanently raise the capacity of employees in financial 

support function including the need for ongoing initiatives (program budgeting, 

internal control, newly introduced / changed accounting procedures etc.). No matter 

some initiatives were already going on (e.g. program budgeting etc.) there is insufficient 

specialized knowledge and needed skills. In addition, there were proposals for further 

standardizing of knowledge of employees in financial support function introducing internal 

certificates on knowledge / skills level (obtained through attended budgeting, accounting, 

bookkeeping and other courses; testing for independent learners; expansion of the state 

exam etc.). 

151. Initiatives for organizational changes like relocating the entire finance support 

function performed in portfolio institutions into the nest of a ministry in charge(e.g. 

MPALSG). In such a way financial function would be located in an institution well 

acquainted with the work programs of portfolio institutions.  

152. Jobs of the financial support function as defined in rulebooks on internal 

organization and systematization do not always correspond to the real situation. There 

is the practice that the financial support function employees are not performing jobs for 

which they are engaged but other tasks and even those which are not connected to their 

field of competence (like admin and other tasks).  
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E. Recommendations 

153. Harmonize the job titles of financial support function staff within institutions 

of a certain type. Introduction of similar job titles for same tasks would contribute to better 

insight into the structure of financial support staff and more efficient use of resources. 

Further development of job titles should take into consideration the framework developed 

in the Catalogue of jobs by the MPALSG. 

154. Harmonize the ranks of financial support function staff within institutions of 

a certain type. Introduction of the same ranks both in civil servant system and non-civil 

servant system institutions would contribute to an effective rewarding system – enabling 

application of the principle of “equal pay for equal work”; increase motivation and 

attractiveness of certain posts. Further development of titles of ranks should take into 

consideration the framework developed in the Catalogue of jobs.  

155. Raise the capacity of financial support function staff. This would improve the 

performance of financial sub-functions. In such a way the financial staff would improve its 

competence. Additional trainings based on a training needs analysis which should be 

organized.  

156. Certification of knowledge and skills of financial support function employees. 

There is a need for unified knowledge and skills of financial support function employees 

in order to provide the same standard of service in budgeting, accounting and bookkeeping 

sub-functions. Introduction of internal certification system for knowledge and skills on 

financial support function job positions would bringing more quality into business 

processes of the financial function and enable the same level of quality among financial 

support function in all institutions27. Certification program developed considering different 

ways of certification like expansion of the contents of the state exam, introduction of 

special examination / test, as well as preparations for exams / tests(e.g. trainings, dedicated 

manuals etc.) should be further investigated. 

157. Job systematization acts should comply with the actual situation. Financial 

support staff should be assigned to the tasks they actually really perform. The job 

description would clearly state the tasks, and empty positions in systematization acts would 

be abolished. 

158. Introduce the practice of rotating the employees among units within the 

organization. Introduction of organized practice of exchange of the financial staff for tasks 

in budgeting, accounting and bookkeeping, would enable better understand and hands-on 

                                                        

27 Certificates are already envisaged for financial management and control and internal auditing positions 

within PFM Reform Program 2016 -20120. 
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experience of other tasks. This could be considered as a first step towards the introduction 

of the practice of temporary exchange of staff between institutions.  

159. Introduce thresholds and internal benchmarks for assessing the number of 

financial support function employees within an institution. Introduction of an effective 

yet simple to use thresholds for determining ceilings of number of financial support staff 

in an institution is would assist in understanding the requisite staffing complement in any 

institution. Institutions in which potential for rationalization has been identified should 

proceed with additional detailed analysis for the introduction of optimization measures.  

160. Networking institutions with multi-level hierarchical structure and high 

number of branches and wide regional coverage. Rather complex organizational 

structure and organization of financial supporting service could hide a numerous 

imperfections in a sense of overlapping, duplicating, excess of manual work. In order to 

implement further rationalization and right-sizing of financial service a separate 

organizational model should be developed taking into account specific needs and 

particularities and possibilities for organizational improvements within these institutions.   

161. Consider abolishing the use of cash box operations wherever possible. Making 

payments through bank accounts would remove the need for additional staff and contribute 

towards reduction in wage bill.  

162. Explore  possibilities for optimization of financial support function through 

centralization and / or outsourcing. Possibilities for centralization within line ministries 

for portfolio institutions, specialized institutions like AJSRB or the Treasury, or an external 

supplier should be further examined. Centralization of major sub-financial functions within 

a single capable and specialized institution could bring benefits from optimization of 

resource usage with significant implications  for the wage bill. 
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F. Scenarios 

Table 31: Proposed Scenarios for reorganization of financial services function 

Scenario Strengths Weaknesses 

1. Status Quo:No changes in the 

current organization structure.  
 No changes in the organization, rules, 

systematization, no costs of change 

 Control of quality of financial services and 

improvement of capacity of financial staff under 

institution’s own responsibility / easier to manage 

 No threatening turnarounds for financial staff, 

no insurgency   

 Problems in number and professional profile of the 

existing financial staff continue 

 Uneven level of services within / among institutions 

 Sub-optimal organization of financial support function 

on the central level of government continues 

 

2. Quick Fix 

Aligning the number of employees with 

the adopted thresholds in all types of 

institutions. 

 Decrease of the expenses e.g. salaries, relating 

ongoing costs etc. 

 Contribution to the goals of the fiscal policy 

through the fiscal consolidation  

 Short time needed for implementation  

 Problems in missing professional profiles of the 

existing financial staff continue 

 Uneven level of services in institutions 

 Non-optimal organization of financial support function 

on the central level of government continues 

3. Partial Centralization: Centralizing 

a part of financial support function – 

e.g. material accounting - within the 

AJSRB for all types of institutions. 

 

 Improved use of resources, economies of scale 

reached for material accounting 

 Advantages of services under the roof of a 

single state institution e.g. communication, control 

etc.  

 Efficient coordination of service delivery 

concerning the agreed service standards 

 

 Limited capacities of AJSRB for additional 

responsibilities / quantity of work, and the ability to 

reorganize and accept staff transferred from other 

institutions (requires further analysis) 

 Services does not match the agreed service standards 
of quality due to newly transferred voluminous additional 

tasks 

 Costly introduction of software / hardware solutions 

(requires further analysis)  

4. Centralization within AJSRB: 
Centralizing major part of the financial 

support function within the AJSRB 

 Improved use of resources, economies of scale 
on a larger amount (in comparison to the scenario 3) 

 Limited capacities of AJSRB for additional 
responsibilities and the ability to reorganize and accept 

staff transferred from other institutions (larger number 

than scenario 3) (requires further analysis) 
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 Services under the roof of a single state 

institution   

 Efficient coordination of service delivery 

concerning the agreed service standards 

 Services does not match the agreed service standards 

of quality due to the newly transferred voluminous 

additional tasks 

 Costly introduction of software / hardware solutions 

(requires further analysis) 

5. Centralization within the Treasury: 

Centralizing major part of the financial 

support function within the Treasury. 

 

 Improved use of resources, economies of scale 

on a higher level (in comparison to the scenario 3). 

 Services under the roof of a single state 

institution.   

 Performance of in the institution more 

specialized for financials. 

 Efficient coordination of service delivery 

concerning the agreed service standards. 

 

 Limited capacity of the Treasury and the ability to 

reorganize and accept the staff transferred from other 

institutions (requires further analysis) 

 Services do not match the agreed service standards for 

quality and dynamics due to the newly transferred 

voluminous additional tasks 

 Costly introduction of software / hardware solutions 

(requires further analysis) 

 There is a need for massive additional training, for 

changed rules and procedures 

 Rather complex and long lasting implementation 

 

6. Full Centralization: Centralizing the 

financial support function within 

ministries for their portfolio institutions 

 Improved use of resources 

 Services under the roof of a state institution 

well acquainted to the activities / services of 
institutions from their portfolio   

 Service delivery concerning the agreed service 

standards 

 

 Limited capacities of ministries for additional 

responsibilities and the ability to reorganize and accept 

staff transferred from other institutions (requires further 
analysis) 

 Services does not match the agreed service standards 

of quality due to voluminous additional tasks 

 Costly introduction of software / hardware solutions 

(requires further analysis) 

7. Outsourcing :Outsourcing of some 

sub-functions to an external supplier. 
 Improved use of resources, economies of scale. 

 Service delivery concerning the agreed service 

standards / indicators 

 Difficulties in the control of service standards of an 

entity out of public administration  
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 Better service for less money (requires further 

analysis) 

 Limited possibilities / possibilities do not exist for 

transfer of all staff from other institutions to the supplier 

(requires further analysis) 

8. Standardization:  Improvement of 

the existing organization model based 

on standardization of job descriptions 

and ranks within organizational 

structure; standardization of business 
processes (incl. work-flows, documents 

and document-flow, roles; quality 

indicators etc.) 

 Harmonization of organization of financial 

support function (job positions, tasks, number of 

employees, etc.) 

 Optimization of use of resources 

 Improvement of internal organization 

 

 Changing business procedures, when needed  

 There is a need for massive additional training, for 

changed rules and procedures 

 Rather complex and long lasting implementation 
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G. Conclusion  

163. This analysis indicates possible directions for improvement of effectiveness 

and efficiency of the financial support function at the institution and central 

government level. The review identified similarities which present the potential for further 

organizational improvements through solutions like partial and full centralization. The 

differences in locations, job descriptions, titles of job positions, and ranks were recognized 

also as the potential for improvements through harmonization of tasks and standardization 

of outputs, in quantitative and qualitative way. Namely, partial centralization or full 

centralization of financial support sub-functions; harmonization and standardization of 

jobs, job titles and ranks of financial staff were identified as the major directions for further 

organizational improvements of financial support function.  

164. In the short term, improvements could start with actions which could be 

implemented quickly. These include, for instance, reassigning attendance record keeping 

records to administration employees; abolishing Cash Box operations wherever possible; 

and introduction of thresholds and internal benchmarks for assessing the number of 

financial support function employees within an institution. In the medium term 

implementation of recommendation in the selected scenarios should be initiated at the 

earliest opportunity following consultations with stakeholders.  
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Annex 1: Questionnaire 

SISTEM FUNCTIONAL REVIEW OF SELECTED SUPPORT FUNCTIONS 

QUESTIONNAIRE 

The objective of the questionnaire is to collect data on employees conducting administrative, logist ical-technical and financial support 

functions in order to propose how selected non-core functions should be performed at the level of the overall state administration. 

  Name of the Institution: Click here to enter text. 

 

1. Number of employees as of 15 April 2016 

Number of permanent employees:Click here to enter text.  

Number of employees engaged on other basis: Click here to enter text. 

Total number of employees: Click here to enter text. 

 

2. From the list of tasks, please select tasks performed by your institution (Click the box): 
2.1. Administrative support function: Administrative support function covers administrative tasks supporting core activity of the 

institution and that is tasks performed by the registry office, secretary tasks, register management and oral and written correspondence 

aimed at provision of information, data submission and disclosure. 

Tasks: 

 
1. Case registry management, internal records of postal dispatch and reception 

 
2. Documentation receiving, classifying and archiving 

 
3. Scanning and copying of documentation  

 
4. Taking minutes from meetings, typing and retyping of letters and other documents 

 
5. Answering telephone calls, receiving and sending files and e-mails 
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6. Keeping records on procurements and consumption of office and other supplies, records on assets, presence on work 

and business trips as well as less complex work-related records 

 List other activities that are not stated above: 
Click here to enter text. 

 

2.2.Logistical-technical support function: Logistical-technical support functions covers logistic and technical tasks 

supporting the core activity of the institution and that is tasks related to maintenance of buildings, office kitchenette, 

courier tasks, printing and transport activities aimed at creation of main preconditions for operating of the institution. 

Tasks: 

 
1. Collecting technical data on necessary works related to maintenance of buildings 

 
2. Implementation of fire prevention measures 

 
3. Disinfection, disinsection of buildings 

 
4. Repair of minor deficiencies on buildings and installations 

 
5. Heating of premises and maintenance of boilers 

 
6. Cleaning and maintaining of hygiene in buildings, around buildings and in auxiliary premises 

 
7. Preparing and serving soft drinks  

 
8. Distribution of documentation and materials 

 
9. Copying, sorting and filing  materials 

 
10. Transport of official vehicles, current vehicle maintenance and servicing  
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 List other activities that are not stated above: 
Click here to enter text. 

 

2.3.  Financial support function:  Financial support function covers financial operations supporting the core activity of the 

institution and that is accounting, bookkeeping and cashier’s affairs aimed at managing, coordinating and controlling financial and 

material resources of the institution. 

Tasks: 

 
1. Developing financial plan and draft budget 

 
2. Developing reports and analysis on the execution of financial plan and budget 

 
3. Developing annual financial statement 

 
4. Control of regularity of accounting documentation and issuing of payment orders and accounts receivable 

 
5. Preparing documentation required for calculation of salaries, contributions and other staff earnings 

 
6. Calculation and payment of temporary and casual employment contracts, temporary service contracts, solidarity 

allowances and other earnings 

 
7. Preparing tax return and paying taxes, contributions and other duties 

 
8. Receiving documents, calculation and payment in cash 

 
9. Keeping books, general ledger, sub-ledgers and records 

 List other activities that are not stated above: 
Click here to enter text. 

3. Do you have any proposal for improvement of tasks conducted within functions covered by this 

questionnaire (for example, different organization of the function, adding new tasks, eliminating some of the existing tasks, 

etc?) 

Administrative support function 



 

69 

 

Click here to enter text. 

Logistic-technical support function 

Click here to enter text. 

Financial support function 

Click here to enter text. 

4. Please fill in the following table for all positions performing tasks listed within the Item 3.  

(In case the position envisages performing of tasks belonging to different functions, it should be described just once within the 

function to which the task mainly belong) 

 

Position Title PM of Direct superior Location Function 
No. of 

staff 

Permanen

t contract 

Other 

contracts 

Click here to enter text. Choose an item. Click here to enter text. Choose an 

item. 
Choose an 

item. 
Click 

here to 

enter 

text. 

Click 

here to 

enter 

text. 

Click 

here to 

enter 

text. 

Click here to enter text. Choose an item. Click here to enter text. Choose an 

item. 
Choose an 

item. 
Click 

here to 

enter 

text. 

Click 

here to 

enter 

text. 

Click 

here to 

enter 

text. 

Click here to enter text. Choose an item. Click here to enter text. Choose an 

item. 
Choose an 

item. 
Click 

here to 

enter 

text. 

Click 

here to 

enter 

text. 

Click 

here to 

enter 

text. 
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