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PERFORMANCE CONTRACT 


BETWEEN


TREASURY REGISTRAR 


AND


THE BOARD OF TANZANIA RAILWAYS CORPORATION

 

JULY 2025
The Contract is made this ……………………… between Treasury Registrar of the Office of Treasury Registrar, a body Corporate established under the provisions of the Treasury Registrar (Powers and Functions) Act, Cap. 370 as amended, and the successor in title of Consolidated Holding Corporation vide Government Notice No. 203 published on 27th June 2014 of Mwai Kibaki Road, P.O.BOX 3193, 11104 DAR ES SALAAM, of one part;  

AND

Board of Tanzania Railways Corporation established and existing under the Railways Act No. 10 of 2017 of P.O. Box 76959 Dar es Salaam (hereinafter to be referred as the Board of the Director) of the other part.
PREAMBLE:

(i) WHEREAS the Treasury Registrar is vested with the responsibilities of holding all investments comprised of paid up capital of Public and Statutory Corporations as well as in private investments where the Government owns shares or interests in trust for the President and for the purposes of the Government of the United Republic of Tanzania given responsibilities to the Board to ensure that the Institution meets the objectives of its establishment;
(ii) WHEREAS the Treasury Registrar under Section 10(2)(j)&(k) of the Treasury Registrar (Powers and Functions) Act, Cap. 370 is mandated to monitor and evaluate the performance of public and statutory corporations and to ensure that every public corporation enters into performance contract with the Treasury Registrar immediately upon appointment of the government body.

(iii) WHEREAS The Tanzania Railway Board is responsible for overseeing, monitoring and regulating the conduct of the Tanzania Railways Corporation activities in Tanzania; and

(iv) [bookmark: _Hlk182315872]WHEREAS, The Board is responsible for overseeing, monitoring and regulating the conduct of the TANZANIA RAILWAY RPORATION activities in Tanzania and mandated with all powers necessary for managing and for directing and supervising the management of the business and affairs of a corporation on provision of railway transport services.

NOW WHEREFORE the Parties herein agree as follows:

1.0 INTERPRETATION
For the purpose of this Performance Contract the following terms will have the meanings ascribed:

	Term
	Definition

	Act
	The Treasury Registrar (Powers and Functions) Act [CAP 370 R.E. 2002] as amended

	Board                                              
	Board of Directors/Council/ Ministerial Advisory Board/ Governing Council/ Commission/ Governing Board/ Steering Committee/ Quasi-Judicial/ Executive Board/Tribunal/Appeal Board/ Appeal Authority 

	Performance Contract:
	Means Performance Contract Treasury Registrar and the Board

	Manuals and    Guidelines                           
	Schemes of Service, Staff Rules, Financial Regulations, Board Charter, Code of Ethics and Conduct, Client Service Charter, Accounting Manual.

	Parties
	Treasury Registrar and the Board

	Strategic Objectives
	Statement that translates the vision and goals into realistic, clearly defined and measurable targets, which can be achieved within a specified time frame

	PICS
	Public Institutions and Statutory Corporations


				    		
2.0 OBJECTIVES OF PERFORMANCE CONTRACT
2.1 To comply with Section 10 (2) (k) of the Act;
2.2 To define objectives and targets to be performed by the Council of the institution entering the contract;
2.3 To monitor and measure performance against targeted output; and
2.4 To use Performance Contracts and Performance Plans as the basis for assessing efficiency and effectiveness of the Board.  

3.0 THE AGREEMENT BETWEEN THE PARTIES  

3.1 The Treasury Registrar is entering into this Performance Contract with the Board  to clearly define the working relationship between  itself  and the Institution regarding the contribution of the latter in achievement of the national development goals and objectives stipulated in its establishment instrument, as well as National Medium Term and Long Term Strategies (Vision 2025, Five Years Development Plan) and various national policies, and the agreed Key Performance Indicators are as provided in this Contract;

3.2 The Board is responsible for formulating internal policies, procedures, rules, and facilitating timely service delivery and ensuring prudent Management of resources in accordance with the policies and procedures in place;

3.3 Parties recognize the need for adequate and reasonable managerial and operational autonomy to facilitate achievement by the Board with the Treasury Registrar of the agreed and freely negotiated performance objectives and targets set out in this Contract; 

3.4 The Parties also recognize the responsibility of the Treasury Registrar, as the shareholder, to assist and facilitate the availability of the required financial resources in line with the supervisory and regulatory requirements, and for the attainment of PICS Strategic Plans; 

3.5 Parties are desirous of enhancing transparency in the management of public resources, improving service delivery and enhancing accountability for positive results; 

3.6 The Board has indicated its capacity and competence to perform duties and commitments stipulated in the provisions of this Contract; and

3.7 Parties have agreed that the performance of the Board in relation to this contract shall be reviewed annually.
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4.0  KEY PERFORMANCE INDICATORS FOR TANZANIA RAILWAY CORPORATION (TRC)

[bookmark: _Hlk205384137][bookmark: _Hlk205377253]This section will have five parts namely People Management, Customer Service, Environmental Sustainability, Good Governance and Control,  Core Function/Industry-Specific KPIs and Financial Performance. 


1. PEOPLE MANAGEMENT (20 SCORES) 
This criterion measures the efficiency of various Human Resource Management practices towards enhancing organizational productivity and sustainability. It covers aspects such as human capital utilization, human capital development, Performance management systems, employee welfare, promotion of an inclusive working environment, and care and fight of HIV, AIDS, and non-communicable disease.
	[bookmark: _Hlk197693649]SN
	Key Performance Indicators
	Benchmark
	Baseline Data
	Indicator Target Value
	Weight
(%)

	
	
	
	2023/24
	2024/25
	2025/2026
	

	1. 
	Employee satisfaction rate
	Increase Year on Year
	93.5%
	81%
	80%
	3

	2. 
	% of Staff Trained
	100% implementation of Training Program
	90%
	74%
	100%
	4

	3. 
	Employee Retention Rate
	70% and above
	99.94%
	97%
	70%
	4

	4. 
	% of grievance resolved
	100%

	85%
	89%
	100%
	3

	5. 
	% of PLHA provided with care and support 
	100%
	100%
	98%
	100%
	3

	6. 
	No of Sensitization Programs Conducted for (HIV), NCD and Mental Health
	Min One (1) per year
	4
	4
	4
	3

	
	TOTAL
	
	20



[bookmark: _Hlk197698981]	2.        CUSTOMER SERVICE (20 SCORES)
This criterion measures the capacity of the institution to provide quality and innovative services to its customers, including the growth of its customer base. Key parameters of interest include efficiency in service delivery, client satisfaction, service automation, and efficiency in complaints handling 
	[bookmark: _Hlk197693827]SN
	Key Performance Indicators
	Benchmark
	Baseline Data
	Indicator Target Value
	Weight
(%)

	
	
	
	2023/24
	2024/25
	2025/2026
	

	1. 
	Average response time in serving client  
	As per client service charter of the respective PSC (the lower the better)
	2.5
Minutes 
	2
Minutes
	3 Minutes
	3

	2. 
	% of outreach programs implemented
	100% of the Annual communication strategies
	57.50%
	76%
	100%
	4

	3. 
	Customer satisfaction survey score
	Min 80%
	81.17%
	Survey was not conducted
	80%
	3

	4. 
	Customer retention rate
	80%
	-
	-
	80%

	4

	5. 
	% of customers   complaints resolved on time 
	100%
	84%
	96%
	100%

	3

	6. 
	% of new customers
	Increasing
	-
	-
	5%

	3

	
	TOTAL
	20






3. ENVIRONMENT SUSTAINABILITY, GOOD GOVERNANCE AND CONTROL (15 SCORES)

This criterion measures the adherence to Environment Sustainability, Good Governance and Control principles and practices by an  Institution.it covers several parameters of giverenance and accountability, including anti-corruption measures, Board efficiency and effectiveness, risk management and controls, and compliance with laws and regulations.
  
	SN
	Key Performance Indicators
	Benchmark
	Baseline Data
	Indicator Target Value
	Weight
(%)

	
	
	
	2023/24
	2024//25
	2025/2026
	

	1. 
	Number of corruption cases reported
	Zero
	0
	0
	0
	1

	2. 
	Audit Opinion 
	Unqualified
	Unqualified 
	Auditing on progress
	Unqualified
	2

	3. 
	% of audit findings resolved by the deadline
	80%
	50%
	94%
	80%
	2

	4. 
	Board Assessment Score
	Min 70%
	0
	0
	 70%
	1

	5. 
	Compliance with Business continuity plan
	100%
	30%
	74%
	100%
	1

	6. 
	% of Risks Mitigation Implemented 
	100%
	53.33%
	68%
	100%
	2

	7. 
	% of repeat audit findings
	Max 5%
	3.1%
	2.8%
	5%
	2

	8. 
	% of staff trained on environmental plan
	100%
	65%
	78%
	100%
	1

	9. 
	% of audit recommendations implemented
	Min 90%
	61.4%
	50.46%
	90%
	2

	10.
	Number of environmental violations/fines per year
	Zero
	0
	0
	0
	1

	
	TOTAL
	
	15



4. CORE FUNCTIONS/ INDUSTRY - SPECIFIC KPIs (25 SCORES)

The metrics measure progress of an Institution in achieving its core mandate. They are usually tracked based on KPIs performance which provides information to indicate whether an Institution has achieved its goals as planned.

	SN
	Key Performance Indicators
	Metric category
	Benchmark
	Baseline Data
	Indicator Target Value
	Weight
(%)

	
	
	
	
	2023/24
	2024/25
	2025/26
	

	1. 
	Wagon turn-around time (days) (– the lower the better )
	Days
	14 days
	18
	19
	14
	1

	2. 
	Rate of wagon availability
	%
	80%
	58
	64.25
	80
	1

	3. 
	Rate of coaches availability 
	%
	80%
	68.7
	68.48
	80
	1

	4. 
	Rate of Locomotive reliability
	Km/failure
	19,000
	11,524 (48%)
	7,800
(39.5%)
	19,000
(100%)
	2

	5. 
	Rate of Locomotive utilization
	KM
	460
	293.5
	296
	460
	1

	6. 
	Number of train accidents
	Number
	0
	273
	189
	0
	1

	7. 
	Passengers transported per annum (MGR)
	Number
	No. of passengers 
	413,225
	504,634
	552,038
	2

	8. 
	Passengers transported per annum (SGR)
	Number
	No. of passengers
	46,591
	2,997,792 
	3,046,320
	2

	9. 
	Passengers Commuter per annum 
	Number
	No. of passengers
	2,505,407
	2,494,659
	3,067,200
	1

	10. 
	Number of Goods/freight transported per annum (MGR)
	Tons
	No. Metric tons
	302,488
	246,824
	467,200
	2

	11. 
	Number of Goods/freight transported per annum (SGR)
	Tons
	No. Metric tons
	-
	-
	500,000
	2

	12. 
	New  Wagons procured
	Number
	Number of new wagons
	-
	264
	50
	1

	13. 
	Rehabilitation Wagons 
	Number
	Number of Wagons
	201
	33
	180
	1

	14. 
	Rehabilitation Coaches 
	Number
	Number of coaches
	19
	6
	5
	1

	15. 
	New Locomotives 
	Number
	Number of locomotives
	0
	17
	8
	1

	16. 
	Remanufacture Locomotives (Number) 
	Number

	Locomotives
	0
	9
	9
	1

	17. 
	Construction of SGR line
	% 
Completed
	Lot 1
	99.15
	99.80
	100
	0.2

	
	
	
	Lot 2
	96.89
	98.22
	100
	0.3

	
	
	
	Lot 3
	14.44
	14.54
	43.34
	0.2

	
	
	
	Lot 4
	5.91
	7.41
	27.47
	0.5

	
	
	
	Lot 5
	59.29
	64.16
	94
	0.5

	
	
	
	Lot 6
	6.05
	8.27
	30.22
	0.5

	
	
	
	Lot 7 & 8
	-
	0
	5
	0.3

	18. 
	Meter Gauge Railway line rehabilitation  
	%  
	% of works completed.
	24.05
	25.62
	90
	1

	19. 
	Automation of ticketing and related services
	Minutes
	10
	4.2
Minutes
	5 Minutes
	10 Minutes
	0.5

	
	TOTAL
	
	
	
	
	
	25






5. FINANCIAL PERFORMANCE (20%)

The metric shall measure compliance with financial Regulations, Circulars, Standards, and Best Practices. It measures how an entity manages financial risks, ensures profitability, controls costs, attracts future investments and customers, and generates a return to shareholder
.
	[bookmark: _Hlk133937865]SN
	Key Performance Indicators
	Benchmark
	Baseline Data
	Indicator Target Value
	Weight
(%)

	
	
	
	2023/24
	2024/25
	2025/26
	

	1. 
	Gross Profit Margin
	Min 50%
	-3%
	-12%
	25%
	1

	2. 
	EBITDA Margin
	Min 45%
	-45%
	-65%
	20%
	1

	3. 
	Operating Margin
	Min 40%
	-30%
	-6%
	15%
	1

	4. 
	Pretax Profit Margin
	Min 35%
	-38%
	-90%
	15%
	1

	5. 
	Net Profit Margin
	Min 15%
	-20%
	-73%
	10%
	1

	6. 
	Return on Equity (ROE)
	Min 15% for Utilities; Others use Avg. ROE within the specified sector 
	-3.15%
	-90%
	15%
	1

	7. 
	Return on Capital Employed (ROCE)
	Min 20%
	-5.46%
	-1%
	15%
	1

	8. 
	Return on Assets (ROA)
	Min 20%
	-0.05%
	-0.85%
	10%
	1

	9. 
	Current Ratio
	2:1
	1.99
	0:86
	2:1
	0.5

	10. 
	Quick Ratio
	1:1
	1.32
	0:86
	1:1
	0.5

	11. 
	Operating Cash Flow Ratio
	1:1
	0.12
	0.06
	1:1
	1

	12. 
	Staff Cost to Total Costs
	Max 40%
	50%
	24%
	40%
	1

	13. 
	Operating Revenue Growth Rate
	Min 10%
	-18.68%
	209.65%
	10%
	1

	14. 
	Subvention Dependency Rate
	Decrease Year on Year 
	31.97%
	9.05%
	6%
	1

	15. 
	Revenue per Employee
	Use Sector Average as Benchmark
	10,888,551.26
	35,657,161.10 
	62,484,801.33
	1

	16. 
	Cost to Income Ratio
	Max 60%
	230%
	189%
	60%
	1

	17. 
	Debt to Equity
	Max 60%
	6235%
	8748%
	60%
	[bookmark: _GoBack]1

	18. 
	Debt to Assets
	Max 40%
	98%
	87%
	40%
	1

	19. 
	Debt Service Capacity
	Min 2.5 times
	0.25
	0.98
	2.5
	1

	20. 
	Remittance to Consolidated Fund
	Should grow Year over Year and is associated with the Operating revenue growth
	500,000,000
	1billion
	1 billion
	1

	21. 
	Direct Employment Created
	Grow Year over Year as a function of increase in activity
	216
	250
	279
	0.5

	22. 
	Indirect Employment Created
	Grow Year over Year as a function of increase in activity
	5047
	1205
	808
	0.5

	
	TOTAL
	
	
	
	
	20



NB: See description of key terms below

5.0 OBLIGATIONS OF THE PARTIES

5.1 THE TREASURY REGISTRAR:
(i) The Treasury Registrar shall approve all relevant documents as stipulated in the Act and other written laws governing public institutions and statutory corporations;

(ii) Advise on the review, amendment and harmonization of laws in order to empower the Board to achieve its mandate;

(iii) Promote and create an enabling environment for the Board to meet the agreed objectives; 

(iv) Propose to the appointing authority on the termination of the Board in the event of failure to meet the agreed objectives; 

(v) To ensure that the appointed Board Members have the relevant skills;

(vi) Carry out quarterly monitoring and evaluation of the agreed objectives;

(vii) To ensure that there is timely appointments of Board and the Chief Executive Officer upon expiry of their respective tenures; and

(viii) To do any other act necessary to be done in execution of the duties of the Treasury Registrar as required by the Act or any other written law.

5.2 THE BOARD OF TANZANIA RAILWAYS CORPORATION

For the Financial Year 2025/26 the Board will ensure that it is committed to achieve the following: -

i. Prioritization of the targets in line with the envisaged level of resources to be made available;

ii. Mobilization of adequate funding from different sources: Internal, National, Regional and International ones;

iii. Full development of each comprehensive target with its activity or activities and its cost as part of the Annual Business Plan and Budget;

iv. Getting relevant Stakeholders involved in the implementation as deemed necessary. Efforts will be made to ensure that the plan is well understood by the stakeholders, especially the Staff and potential financiers;

v. Taking steps to effectively cascade the strategic objectives and targets in Directorates, Units and Individual employee objectives and targets and to formulate objectively verifiable employee performance contracts;

vi. Based on the Management by Objectives (MBO) framework, each member of management team to prepare a detailed annual action plan (Performance Objectives) for his/her performance written contract;

vii. Preparation and implementation of the M & E Policy and Plan for the Corporate Strategic Plan;

viii. To improve control on expenditure and asset management of the institution;

ix. To institute effective internal controls of the Institution Business Operations;

x. To create conducive environment where employees can perform and contribute to organization objectives and performance target;

xi. To enhance adherence to good corporate governance and prudent financial management practices;

xii. To ensure that the Members of the Board are trained in principles and pillars of Corporate Governance by the recognized Institute such as the Institute of Directors of Tanzania or any other regional relevant institute;

xiii. To ensure that, the Board conducts its activities and meetings in line with approved Board Charter;

xiv. To ensure that the Institution has Staff succession plan;

xv. To ensure that, the Board conduct annual performance evaluation for each individual Board member, Board Chairperson and the Board;

xvi. To establish the mechanisms for Board, enter into Performance contract with the Chief Executive Officer (CEO); and CEO with all staff and Conduct performance evaluation annually; and

xvii. To provide quarterly progress reports on the Performance of the Institution’s business operations. 

6.0 PERFOMANCE EVALUATION AND FEEDBACK 
The Office of Treasury Registrar shall make evaluation of the performance contract after the end of respective financial year. The evaluation shall base on Key Performance Indicators provided in this contract. Upon completion of evaluation, the Office of Treasury Registrar shall make formal communication to the Institution on the outcome of the evaluation made thereto.

7.0 REWARDS AND PENALTIES
The Treasury Registrar after assessing the performance of the Board against the set out and agreed objectives may, recommend reward or sanction to the Board. 

8.0 THIRD PARTY ASSESSMENT
Prior to the grant of reward for achievement and exceeding targets or issuing penalties there shall be a process for confirming the same. Such process shall include but not limited to queries, defense submissions, external auditor verification or any other third party assessments.  

Areas that require third party assessment may include, but not limited to potential disputes arising from issues such as the ultra vires powers of the Treasury Registrar, submitted performance information, disagreements on meeting of targets, imposing new directives that are hindering progress.

9.0 COMMENCEMENT AND DURATION OF PERFORMANCE CONTRACT
The Contract shall commence on the 1st day of July 2025 and shall remain in force until a new performance contract entered or this performance agreement is concluded between the parties, whichever is the latter.

10.0 TERMINATION
This Contract will end upon the termination of the Board due to its failure to comply with terms and conditions of this Contract.



IN WITNESS WHEREOF THE PARTIES HEREIN have set their names and signatures on the dates and manner herein after appearing.

SIGNED at ……………..on this ……….day of……….2025 by:

Signature……………………………
Name: ………………………………..
Designation: TREASURY REGISTRAR


IN THE PRESENCE OF: 

Signature……………………………………
Name:………………………………………..
Designation: ………………………………… 

Signed for and on behalf of THE BOARD OF …………………………………………… at …………………… on this ……… day of…................ 2025 by: 

Signature:......................................
Name:.............................................
Designation: CHAIRPERSON

IN THE PRESENCE OF:

Signature:............................................
Name:.....................................................
Designation: ACCOUNTING OFFICER




ANNEXURE I 

DESCRIPTION OF TERMS (PEOPLE MANAGEMENT, GOOD GOVERNANCE AND CONTROL AND CUSOMER CARE CATEGORY) 

1. PEOPLE MANAGEMENT 
a) Employee Productivity Rate - Total revenue divided by the total number of employees. (May consider own source revenue divided by the number of staff directly related with generation of this source).

b) Employee Satisfaction Rate - This indicator is derived from the annual employee satisfaction survey conducted by the specific organization. The survey can measure both overall satisfaction level and satisfaction with different facets of the job and organization.  The parameter of interest shall be the overall satisfaction level measured by the percentage of employee extremely satisfied with their jobs (depending on the measurement scale).

c) Number of Employees participating in Training – This is obtained by taking the total number of employees trained during the year as per training Program.

d) Percentage of employees receiving regular performance feedback – This is calculated by the total number of employees receiving performance feedback / the total number of employees in an organization eligible for receiving performance feedback

e) Percentage of HR functions automated – This is calculated by the number of HR functions and processes automated / total HR functions in an organization 

f) Employee Retention rate – This is calculated by the number of employees who remained employed for the entire measurement period / number of employees at the start of the measurement period x100. The Benchmark retention rate is 70%-80% depending on the nature of the industry. When determining employees remained for the entire measurement period, include only employees on the 1st and last date of the measurement period. Do not include positions added during the year.

g) Percentage of grievances resolved – This is calculated by Total grievances reported during the measurement period/ number of grievances resolved during the measurement period

h) Percentage of staff LHIV provided with care and support – This is calculated by the total number of staff LHIV provided with care and support/ total number of staff LHIV in an organization x 100 (the ideal target is 100%).

i) Number of awareness programs conducted during the year – Is aimed at sensitizing employees on HIV/AIDS prevalence and non-communicable diseases interventions.

j) Number of new reported HIV cases- If an Institution has strengthened HIV awareness, advocacy, testing, and other intervention measures, it is expected to see a declining number of new infections 

k) Number of employees with non-communicable diseases  – If an organization has strengthened care, wellness, and support programs to the staff, we should expect declining incidences of non-communicable diseases

2. 	GOOD GOVERNANCE AND CONTROL 
a) Number of corruption awareness programs conducted during the year – Is aimed at sensitizing employees on corruption at workplace and effect of it to the economy.

b) Number of corruption cases reported – It is assumed that if an organization has strengthened policies, procedures, and capacity for tracking, preventing, and combating corruption the number of corruption cases reported will be declining year on. 

c) Audit Opinion - This is measured by the quality of audit opinion derived from the audit report. The most favorable opinion receives the highest weight in rating. Audit opinions are categorized as follows 
(i) Unqualified opinion-clean report
(ii) Qualified opinion-qualified report
(iii) Disclaimer of opinion-disclaimer report
(iv) Adverse opinion-adverse audit report

d) Percentage of audit findings resolved by the deadline -this measure is calculated by total audit findings resolved in the measurement period/ total audit findings raised in the measurement period. The benchmark % is 100%

e) Overall rating from the annual board assessment - this is the overall score extracted from the annual board self-assessment survey. The score can also be calculated as an average score from the rating of each facet of the board assessment tool. The benchmark rating should be 70%-80% 

f) Percentage of business processes with business continuity plan - Business processes with business continuity plans/ total business processes x100. A business process is a collection of linked tasks and activities which finds their end in the delivery of a service or product to the customers or accomplish an organizational goal

g) Percentage of risks with valid mitigations - total risks with valid mitigation/ total organizational risks x100%. The benchmark level is 100%. To ensure objectivity in developing this measure there must be an objective verification of the organization’s risk register 

3. CUSTOMER SERVICE 
a) Number of services automated - number of customer-focused services automated within the measurement period.  The ideal benchmark is 100% automation of customer-focused services 

b) Average response time in servicing a customer - this is measured by taking total time taken to respond during the selected time period divided the number of responses in the selected time period. The measure can be calculated for each service and media used to deliver service to the client. Each organization can have specific benchmark established in their client service charters, SLAs and in some cases, there are industry benchmarks or benchmarks set by regulators 

c) Customer efforts score (CES) -  is a customer experience survey metric that enables service Institutions to account for the ease of customer interaction and resolution during a request. By tracking CES and what drives it, service leaders can make changes to improve the customer experience. It measures how hard a customer has to try to get an issue resolved. This is measured through a survey of customers by using an itemized rating scale of 1-5 by asking customers “on a scale of 1-5 how much efforts did you have to put forth to handle your issue”.

  Itemized rating scale
	Rating
	1
	2
	3
	4
	5

	Description
	Very low effort
	Low effort
	Neutral
	High effort
	Very high effort


			The desirable score is 1-2
 
d) Customer Satisfaction score - is a basic measurement of customer satisfaction with a product or service. Customer satisfaction is generally calculated by the % of overall satisfaction with a product or service from a survey of customers. This can also be measured on different aspects of service or products. The ideal level of satisfaction should be not less than 80% 

e) Customer retention score - this is calculated by using the following formula: (E-N)/Sx100. Whereby;

E = Total number of customers at the end of the measurement period 
N = Number of customers acquired during the measurement period 
S = Total number of customers at the beginning of measurement period. 

f) Percentage of customer complaints solved on time - this is calculated by total customer complaints resolved within standard time in the measurement period divided by total complaints from customers during the measurement period. The ideal benchmark is 100%. 


4. FINANCIAL PERFORMANCE
a) Operating Revenue - This is the total Revenues generated from a Institution's core/primary business activities.

b) Operating Expenses – These are Costs incurred from normal operating activities/business operations.

c) Net Profit before Tax - Operating Profit after deducting operating expenses and other charges (incl. interest) before income tax.

d) Administration Costs - Sum of all necessary costs to maintain daily operations and administer the business (incl. salaries and general services), BUT excluding direct costs attributable to the production of goods and services.

e) Employee Costs - The sum of employee basic salaries, taxes, and benefits

f) Average Assets - Average of the total assets by adding total assets at the beginning of the accounting period to the value of the total asset at the end of the accounting period dividing by two.

g) Shareholder’s Equity - The amount of capital contributed by the owners to the business, and it includes capital funds, reserves, accumulated surplus, and retained earnings (OR the difference between a company's total assets and its total liabilities).

h) Debt - Connotes total liability, including current and non-current liabilities representing all amounts the business owes to other people.

i) Financial Payout - The amount of money (Non-Tax) remitted by a PISC to the shareholder/Government either as dividends from profits or Contributions paid as a percentage of Own source revenues/collections.

j) Retained Collections - Amount of money collected by a non-commercial PSC and not remitted to the Government

k) Dividend - Payment made by a PSC to the shareholders as a distribution of profits.

l) Government Subvention - Funds granted by the Government from its budget to a PSC to support operations (in specific pre-determined areas)

m) Capital Employed – is derived by taking Total Asset less current Liabilities. It represent the sum of capital injected by owners of the business (Shareholders’ equity and Long term debts financing).
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