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 EXECUTIVE SUMMARY  

 

IMANI Centre for Policy and Education through its annual Inspirational Public-Sector 

Leadership Awards (IPSLA) seeks to acknowledge public institutions who aim to improve 

public service delivery in Ghana. IPSLA 2019 focused on measuring innovation in the 

public sector by the Ministries, Departments, and Agencies (MDAs) by evaluating the 

current innovative initiatives they have introduced to improve efficiency in public service 

delivery in the country. 

The global push for innovation in the public sector space can be seen as a by-product of  

global technological advancement, as the world moves into a faster, more convenient 

and efficient era. Africa, and more specifically Ghana, need to end the ubiquity, of poorly 

performing public sector bureaucracies, poor public services, and the associated bribery 

and corruption. Innovation in public service delivery is contextually relevant to Ghana 

due to its ability to sustain the nations development needs, as well as, the agendas of the 

government such as Ghana Beyond Aid. There is also evidence  to suggest that innovation 

in public service delivery leads to efficient resource utilization, high quality public services 

and efficient public service management. 

The 2019 IPSLA focuses on measuring innovation in the Ministries, Departments and 

Agencies in Ghana by adopting the methodology of the Australian Public Sector (APS) 

project on Public Sector Innovation under the Australian Public-Sector Innovation 

Indicators (APSII) Project, 2011. At the end of this Survey, the National Health Insurance 

Authority (NHIA), Driver and Vehicle License Authority (DVLA). National Service 

Secretariat (NSS), Ministry of Energy and the Ministry of Business Development emerged 

as the top five institutions in Ghana that are effectively and efficiently executing their 

mandate of delivering services to the public innovatively. 
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INTRODUCTION 

 

The public sector in Ghana is charged with the responsibility of public administration. The 

1992 constitution of Ghana defines the public sector/service as consisting of “(a) the Civil 

Service, the Judicial Service, the Audit Service, the Education Service, the Prisons Service, the 

Parliamentary Service, the Health Service, the Statistical Service, the National Fire Service, 

the Customs, Excise and Preventive Service, the Internal Revenue Service, the Police Service, 

the Immigration Service, and the Legal Service” (Constitution of Ghana, 1992 p. 116 cited in 

David et al., 2018). The System of National Accounts (2008), also considers the public sector 

to consist of the general government (public administration entities at all levels of 

government, regulatory agencies, and government entities that provide services such as 

education, health, security, etc.) and publicly-owned corporations. The public sector and/or 

service plays a significant role in the socio-economic development of Ghana and the world 

at large.  

The sector delivers basic and essential services that are critical to the wellbeing of the 

citizens. However, the complexity of service delivery in the public sector globally requires 

service providers to make optimal use of scarce resources. This is hinged on the ability to 

design appropriate responses (innovative ideas) to emerging needs of the citizenry in order 

to achieve satisfaction towards economic transformation and growth. In a study to 

conceptualize innovation in public governance, Anttiroiko et al., (2011), were of the view that 

governments are [primarily] driven by domestic challenges such as the need to provide high-

quality service with fewer resources and to improve capacity to respond to societal demands, 

which is at the core of public sector innovation. 

Again, due to the rapid changes in technology, citizens demand for efficiency, effectiveness, 

and competence of public service delivery. It is therefore imperative for public sector 

agencies, that is, the Ministries, Departments and Agencies (MDAs) in the case of Ghana, to 

strive for innovation in the delivery of public sector services. Torfing and Ansell (2017), while 
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studying how elected politicians can strengthen both their political leadership and capacity 

for policy innovation using multi-actor collaborative governance, were able to establish 

positive impact of public service innovation along the development trajectory of a country. 

They went further to suggest the growing need to motivate and inspire public sector agencies 

to innovate in the area of improving efficiency on how resources are used, improving the 

quality of public services in order to address diverse range of societal challenges. Innovation 

generally is the substantial qualitative or quantitative change in previous practices, a new 

organizational structure or administrative system, a new organizational plan or program that 

results in a product, service or practice that is new to the state of the art, at least, in that 

particular organizational context (Beinare and McCarthy, 2012).  

Innovation in public service can be a structural change in public sector agencies’ operating 

procedures or processes, improvement or development of new methods of public service 

delivering, changes to reduce the cost of operations, reduction time in dealing with 

citizens/clients, changes to reduce system inefficiencies among others. There have been 

some observed changes made by various Ministries Departments and Agencies (MDAs) as 

well as some key State-Owned Enterprises (SOEs) in Ghana over the last couple of years. 

Some of these include; e-procurement, the introduction of mobile renewal system by the 

National Health Insurance Authority, the introduction of Ghana Digital Roadmap that saw 

the migration of the activities of the Ports, Lands Commission, Ministry of Tourism and the 

Passport Office being migrated to the digital platforms to enhance efficiency to name a few. 

These systems are anticipated to improve the ‘status quo ante’ of service delivery. 

For innovation in the public sector to be successful, and efficiently and effectively delivered, 

it requires a focus on the participation and inclusion of the citizens or the clients of the 

innovation, partnerships amongst all stakeholders, gender/age/race responsiveness and 

improvements. The governance relations between citizens and non-citizens as the service 

users, policy-makers and service providers help determine the role of inclusion, 

transparency, and accountability in public service delivery, without which these relations can 

become dysfunctional (United Nations, 2015). This requires that innovation in the public 
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sector be hinged on the participation and capacity building of the citizens. Bloch and Bugge 

(2013), with the aim of knowing what constitutes public sector innovation and its 

measurement, suggested that in managing innovation activities, many public-sector 

organizations need to navigate through a number of internal and external actors, potentially 

with limited autonomy in overall decision-making where incentive structures may vary 

greatly across organizations. The decision making and organizational structure that public 

sector organizations operate within are thus central to shaping the conditions for innovation.  

It is on this background that Imani Centre for Policy and Education through its annual 

Inspirational Public-Sector Leadership Awards (IPSLA) seeks to acknowledge public 

institutions in Ghana. IPSLA 2019 focuses on measuring innovation in the public sector by 

Ministries, Departments, and Agencies (MDAs) by assessing the potency of innovative 

processes introduced to improve the efficiency of public service delivery. 

Public sector innovations in Africa 

The push for innovation worldwide in the public sector is due primarily to the challenges 

governments face from the constraints caused by societal changes and the increasing 

advancement in technology. Kasozi and Madaya (2018), in a study to examine public sector 

innovation in Africa in view of the barriers faced, argue that Africa as a continent has been 

challenged to improve its standing in the world and emerge as a viable economic region, if 

not a global powerhouse. To do this, Africa needs to end the widespread prevalence of poorly 

performing public sector bureaucracies, investment discouraging restrictions and red-rapes, 

poor public services, as well as bribery and corruption. The implication of the combined 

effects of these challenges is that, African governments have no choice but to operate in the 

most efficient manner, despite facing higher demand for public goods.  In other words, they 

have “to get more for less’’ (Caiden, 1988: 332). 

In the process of introducing innovation in the public sector, Botswana undertook public 

management reforms in its development plans across all public sector institutions. These 

include the adoption of the Performance Management System (PMS), Work Improvement 
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Teams (WITs), Computerized Personnel Management System (CPMS), Organization and 

Methods Reviews (O & MRs), Performance Based Reward System (PBRS), among others. 

Ministries and departments were rationalized in order to improve efficiency and 

effectiveness in service delivery (Olaopa 2009). Mothusi (2008) studying the public sector 

reforms and managing change using Botswana’s Performance Management System (PMS) 

as a case study, found that the culture of public servants has changed following the 

introduction of PMS. The study also indicated that a culture of planning and accountability 

for one’s performance and actions are getting entrenched. This is because PMS makes it 

mandatory for officers to plan and do their work in a systematic and organized manner 

through the preparation and execution of performance development plans as well as 

upholding departmental values.  

Some of the good innovations and practices in other African countries include the following:  

1. Egypt’s Information and Decision Support Centre and its rapid and swift response 

in serving as a catalyst for the establishment of a flourishing computer industry;  

2. The integrated coastal management with a local development planning model in 

Namibia;  

3. Mali’s two-pillar inter-tier resource planning initiative 166;  

4. The introduction of the Medium Term Expenditure Framework (MTEF) in public 

financial management in Ghana, Zambia, and Tanzania;  

5. Tanzania’s salary supplementation scheme;  

6. Diaspora capacity leveraging schemes in Liberia and Sierra Leone;  

7. Public Expenditure Tracking Systems (PETS) in Ghana, Uganda, and Zambia by civil 

society organizations;  

8. Namibia’s National Public-Private Partnership scheme for expanded waste 

management services in poor communities; 

9. Rwanda’s investment in the ICT sector as a driver of economic transformation and 

aiming to become a regional supplier of ICT related capacity support to, for 
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example, South Sudan (Kiragu and Mutahaba 2006; Olaopa 2009b cited in 

Economic Commission for Africa, 2010).  

The Global Innovation Index (GII) a cross-economy performance assessment, compiled on 

an annual basis, which continuously seeks to update and improve the way innovation is 

measured, in 2019 ranked Ghana 106 out of 129 countries up from 107 in 2018. Ghana came 

behind 12 African countries; South Africa, Tunisia, Morocco, Kenya, Egypt, Botswana, 

Rwanda, Senegal, Tanzania, Namibia, Uganda, and Cote d'Ivoire in 2019 ranking. On the 

innovation output sub-index and innovation input sub-index, Ghana ranked 97 and 106 

respectively. As a country, there is more room for improvement by leveraging on the space 

of science and technology to ensure innovation for better service delivery. 

Why the Need to Innovate in the Public Sector? 

The demand for innovation in public sector organizations arises from several factors 

including; pressure on government budgets; rising public expectations for more accessible 

and flexible services, greater participation in service and policy development and review; and 

complex social, environmental and economic challenges. The more proximate drivers 

emanate from the priorities of politicians, the specific problems that arise in areas of policy, 

administration, and services, and the identification of options for improvement (Scott-

Kemmis, 2009). Innovation in the public sector is a powerful engine and a key instrument for 

the reform and revitalization of both fully state-owned bodies and quasi-governmental 

organizations and agencies (Eran et al., 2008). 

Arundel et al. (2016) measuring innovation in the public sector concluded that the traditional 

governance model for providing public service delivery was criticized for a command-and-

control management style and an associated risk-averse culture that discouraged 

innovation. It was gradually replaced during the late 1970s and 1980s in many high-income 

countries by New Public Management (NPM) reforms, driven by fiscal pressures. The study 

indicated that authority was devolved to senior departmental managers who were 

encouraged to introduce innovative practices copied from the private sector, such as 
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performance bonuses, competitive tendering, outsourcing, and privatization to generate 

service delivery efficiencies.  

In the case of Ghana, innovation in public service delivery will be relevant due to its ability to 

sustain development needs and the agenda of the current administration of Ghana Beyond 

Aid. There is evidence to suggest that innovation in public service delivery will lead to efficient 

resource utilization, improved quality of public serve. The United Nations (2015) in a study 

conducted to examine innovative best practices in public service delivery in the context of 

the 2030 Agenda agreed by the Member States as a successor to the Millennium 

Development Goals (MDGs) indicates that, innovation in public service can help maximize 

the utilization of resources and capacities to create public value as well as encourage a more 

participatory culture in government, therefore improving good governance in general. It also 

stated that innovation in governance can boost the pride of civil servants working in the 

public sector, as well as encourage a culture of continuous improvement.  

To evaluate the whole process and determine the extent to which the Oslo Manual based 

system of surveys really supports the overall objective of providing useful information on 

innovation for policymakers and academics, Salazar and Holbrook (2004) argue that, 

innovative processes in the services sector have been recognized as improving quality 

services and boosting productivity; and in the context of public services, this benefits the 

society as a whole. Innovation perceived this way, is almost an imperative for any public 

servant. Canker and Petkovsek (2013) in a study conducted to outline the differences and 

similarities between private and public sector innovation adds that, innovation is gaining 

importance in the public sector, as it can improve the quality of service delivery as well as 

reduce costs.  

Developing a multi-item instrument for evaluating the e-Service quality constructs of an e-

Government website in South Africa taking into account the service delivery principles which 

have been adopted by the South African government, Kaisara and Pather (2011) also submit 

that, a country can improve its competitive standing in doing international business by 
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adopting innovation such as e-government; this is in addition to other benefits like efficiency, 

service accessibility, effectiveness, citizen satisfaction, and service quality. Similarly, Layne 

and Lee (2001) in a study to describe different stages of e-government development and 

propose a ‘stages of growth’ model for fully functional e-government agreed that, e-

government has the potential of improving the relationship between government and the 

public by making interactions with citizens smoother, easier, and more efficient. Despite 

these numerous advantages and calls for innovation, the implementation of innovation in 

public service delivery has some challenges. Ahmad and Othman (2007) who looked at the 

implementation of e-government in Malaysia covering the status of implementation and any 

potential for better growth indicated that, it is difficult to anticipate future impacts in great 

detail given that technological changes are occurring at a very fast rate. Therefore, broad 

approaches for adapting to emerging technologies should include technology-neutral 

legislation and regulations, flexibility within regulatory framework and adaptation of current 

laws to the digital world and increasingly looking to international cooperation to harmonize 

public service delivery innovations.   

Challenges to Public Sector Innovation  

According to Kasozi and Madaya (2018), innovation in the public sector is not very different 

from other sectors. It often occurs as a pressing need arises for a solution that would deliver 

improved services with tighter budgets to citizens with increasingly higher expectations. It is 

sometimes, part of a reform agenda or a measure introduced to improve the functioning of 

the state machinery within the prevailing conditions. A challenge for the public sector is that 

it has been characterized by ‘one-off’ innovations that occur despite, rather than because of, 

the working environment. Despite the benefits of innovation in the public sector and its 

impact on, for instance, public procurement, it is faced with challenges (Lepage, 2017). 

Lepage (2017) looking at innovation for development in Africa which focused on the public 

sector outlined some of the challenges of innovation as; 
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1. There are skill shortages and gaps, lack of clear agreement with respect to perceived 

problems, approaches and solutions as well as an overlap in responsibilities and 

communication difficulties.  

2. The systemic impact of innovation and change is often viewed as an unwelcome 

perturbation to the overall functioning of the organization. There is much of the “not 

invented here” attitude which results in an unwillingness to accept any novel ideas.  

3. Public service managers and politicians are generally very wary of enacting changes 

that may result in negative outcomes, particularly if there is the risk that these will 

attract media focus.  

United Nations Economic Commission for Europe (2017) also indicates that a challenge to 

innovation is the resistance to digitization by governments and their actors. This may also 

occur for more selfish reasons. The report further indicates that control of information and 

governmental processes is a standard mechanism for bureaucratic control, legal or 

otherwise. The report further linked digitization to the possibility of diminished bureaucratic 

control and public corruption (if present). To this end, such innovations may be met with 

resistance by those within the public sector. Glor (1997), also argued that the challenges of 

innovation in public sector can be done away with by encouraging constant learning and 

creating permission for risk-taking; improving both the climate and the capacity for risk-

taking; hiring new employees in order to make use of their ideas for innovative purposes, 

while studying challenges to innovation in the public sector.     
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OBJECTIVES OF IPSLA (2019) 

IPSLA is an advocacy tool to support on-going reforms in the public sector and also 

encourage those pursuing these reforms. Public institutions need strong leadership and 

direction to enable them promote the rule of law, competent and minimal bureaucracy as 

well as ensuring the transparent provision of public goods such as: security of life and 

property, sound regulation and the enforcement of quality standards. The dynamic 

environment within which public sector institutions operate demands constant innovation 

in their processes and procedures, which requires constant assessment.  

The goal of measuring innovation in public service delivery is to continuously help improve 

the innovation capacity and outputs of these institutions. Crucially it is to encourage the 

management of Ministries, Departments, and Agencies (MDAs) to improve or initiate 

efficiency-enhancing systems in public service delivery.  

The 2019 IPLSA awards seek to; 

1. Award excellence in the delivery of public goods and services through innovative 

processes by Ministries, Departments, and Agencies (MDAs); 

2. Use praise as a tool to motivate those institutions on the right path to innovate for 

better service delivery; 

3. Highlight positive innovative developments in public institutions, and; 

4. Highlight Institutions making exemplary strides in the field of public sector 

innovation. 

IPLSA is therefore a wakeup call to public institutions to strive for the development of better 

and efficient systems for service delivery. It is to ensure that public service delivery becomes 

more open, efficient, transparent and accountable. IPSLA targets all public-sector 

institutions; Ministries, Agencies, and Departments (MDAs) in Ghana. 
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METHODOLOGY 

IPSLA seeks to measure excellence in the delivery of public goods and services by public 

institutions in Ghana. The 2019 IPSLA focuses primarily on measuring innovation in public 

service delivery by Ministries, Departments, and Agencies (MDAs) operating with the 

mandate to ensure services to the citizenry are delivered in the most effective and efficient 

manner. The measurement of innovation in the public sector is essential for policy 

formulation and efficient delivery of public goods and services. IPSLA 2019, therefore, 

measured innovation in various public-sector institutions and ranked them based on 

innovation indicators summarized in five (5) thematic areas of innovation.  

IPSLA 2019 adopted the methodology of the Australian Public Sector (APS) project on Public 

Sector Innovation under the Australian Public-Sector Innovation Indicators (APSII) Project. 

The basis for adopting the framework is that, this framework has proven to be a robust 

framework for the assessment of Public Sector Institutional performance, and furthermore 

has already been directly employed in a similar manner in other countries. The 

measurement framework of indicators of innovation comes under the following 

components or themes (Department of Innovation, Industry, Science, and Research-

Australian, 2011):  

1. Input to innovation 

2. Innovation processes within the organization 

3. Output of the innovation process 

4. General outcomes of the innovation 

5. Environmental conditions affecting innovation in public sector organization. 

IPSLA 2019, develops specific questions on innovation indicators based on the five 

components of innovation to collect data to aid in the ranking of public sector innovation by 

the MDAs in Ghana. The questionnaire as a survey tool, is employed to collect representative 

data from selected public sector institutions.  
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The questions are structured into different formats; open-ended questions (in order to 

capture the varied views of respondents) and close-ended questions (in order to direct the 

line of response) and based on Likert scales. The selected indicators were as displayed in 

Table 1; 

Table 1. Selected Indicators for Measuring Public Sector Innovation 

THEMES INDICATORS FOR MEASURING PUBLIC SECTOR INNOVATION 

Inputs Innovation expenditures (Research and Development, training)  
     Technological infrastructure for innovation (access to and use of ICT)  

Investment in intangible assets (investment in computerized information, 
innovative property, and economic competencies)  

Processes Explicit innovation strategy and targets  
Management practices for innovation (active involvement, risk management, 
support/commitment to innovation and implementation)  
Fairness and transparency of the procurement process  
Practices for learning and diffusing knowledge of  innovations  

Output       Degree of novelty and scope of innovations (e.g. incremental versus radical 
innovation, autonomous versus systemic innovation)  
Innovation intensity (proportion of employees reporting innovation in their 
workgroup)  
Types of innovations (product, services, processes, delivery models, etc.)  

Outcome Quality and efficiency  
      Productivity  

Employee satisfaction  
      User satisfaction  

Environmental 
conditions  

User innovation (user-initiated innovation; user as a source of information  
Wider public sector culture and leadership identified as drivers or barriers  
External political and legislative factors identified as drivers or barriers (policy, 
regulation, budget and organizational structure)  
Leadership and culture (supportive organizational culture, free flow of new ideas, 
challenging)  

Source: Adapted from Department of Innovation, Industry, Science, and Research-Australian, 2011 
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DATA COLLECTION, SCORING, AND RANKING   

Data was gathered through the administration of surveys on initiatives being implemented 

by selected MDAs. The MDAs selected their innovation official(s) or department to respond 

to complete the tool of assessment. In a situation where more than one person responded 

to the questionnaire in an organization, a simple average position is taken on the indicators. 

The questions were structured on a Likert scale to allow respondents to choose the response 

that best represents their opinion relative to a series of statements. This method is suitable 

for this project as it looks to assign quantitative values to qualitative data which gives room 

to have a statistical interpretation of findings. 

In analysing the various innovation indicators that were selected based on themes, the study 

employs a system to rank the innovations of the various institutions to obtain their average 

percentage scores. The scoring scale ranged from 1 – 5 and with the interpretation of very 

poor, unimpressive, impressive, very impressive and excellent respectively. To arrive at the 

average score for the indicators the assigned scores were summed for each respondent and 

divided by the total number of indicators as shown below. 

R# = 	
∑ r())

n(
………………… . . (1) 

Where R# is the average score for innovation indicator j and r() represent the score given by 

respondent i to indicator j and n( the total number of respondents for indicator j. To calculate 

for the average score for each innovation sub-index, a model as expressed in equation 2 was 

adopted. 

S1 = 	
∑R(
nR(

………………………(2) 
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Where Sρ is the average score for innovation sub-index ρ, nR( is the total number of average 

indictors for innovation sub-index ρ. The number of indicators for the various sub-indices 

differ, where innovation process and innovation outcome have five indicators each, 

innovation output and external environment have four indicators each.  Finally, to calculate 

the average percentage score for the overall innovation, the model as indicated in equation 

3 below was adopted. 

ℵ° = 	
∑ S1
nS1

∗ 100………………… . (3) 

Where ℵ° is the overall percentage innovation score for institution o whiles nS1 is the number 

of all the sub-indices stipulated to measure innovation in the study. 

The interpretation of the performances of the institutions based on the average percentage 

scores is explained below.  

EXCELLENT VERY GOOD GOOD AVERAGE POOR 

     100-90  89-80       79-70  69-50   49 and Below 

The assessment further explored the views of the general public to for initiatives that had 

the external public as beneficiaries to corroborate the views of the representatives of the 

public sector institutions involved. The institutional scores as measured by the public is 

displayed in percentages in the results and discussion section of the study.  
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RESULTS AND DISCUSSIONS 

Summary of Findings 

The survey results indicate a score range of 53.20 percent to 91.20 percent with an overall 

average innovation score of 77.9 percent. This shows a good performance by the 

participating MDAs. Accordingly, 50 percent of the institutions scored above the average 

score of all the institutions. The innovation outcome had the lowest score of 72.8 percent 

which goes to imply that MDAs should put measures in place to deliver their innovative ideas 

to the final user. In all, 11 percent of the institutions had an excellent score, approximately 

39 percent scored very good and good. Only two institutions (11 percent) had an average 

score with no institution registering a poor score.   

Table 2: List of Participating Institutions and their Rank.  

INSTITUTIONS SCORE (%) RANK 
National Health Insurance Authority (NHIA) 91.20% 1 
Driver and Vehicle License Authority (DVLA) 90.45% 2 
National Service Secretariat (NSS) 86.40% 3 
Ministry of Energy 86.20% 4 
Ministry of Business Dev./National Entrepreneurship 
and Innovation Programme 

85.80% 5 

Ministry of Sanitation and Water Resources (MSWR) 85.60% 6 
Public Procurement Authority (PPA) 82.40% 7 
National Youth Authority (NYA) 82.00% 8 
Ghana Audit Service  80.60% 9 
Ministry of Works and Housing 77.60% 10 
National Commission for Civic Education (NCCE) 76.80% 11 
Ghana Revenue Authority (GRA) 75.40% 12 
Food and Drugs Authority (FDA) 74.40% 13 
Electoral Commission (EC) 72.00% 14 
Ministry of Health 71.60% 15 
Ministry of Finance and Economic Planning (MoFEP) 71.20% 16 
Ghana Immigration Service (GIS) 59.80% 17 
Ghana Police Service (GPS) 53.20% 18 
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Overall Average Score 77.93% 
Source: Authors’ Construct, 2019. 

IPSLA 2019 sampled and focused on 40 public sector institutions (MDAs) with a participating 

rate of 45 percent (See Appendix for the List of Non-Participating Institutions). The 

participating institutions are listed in Table 2.  

Figure 1: Top Five Institutions for the Overall Innovation Score 

Source: Authors’ construct, based on survey data from participating MDAs, 2019. 
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TOP FIVE INSTITUTIONS  

National Health Insurance Authority 

The National Health Insurance Authority (NHIA) was established under the National Health 

Insurance Act 2003, Act 650, as a body corporate. A new law, Act 852 has replaced ACT 650 

in October 2012 to consolidate the NHIS, remove administrative bottlenecks, introduce 

transparency, reduce opportunities for corruption and gaming of the system, and make for 

more effective governance of the schemes.  

In an attempt to serve the public reliably, the Authority introduced the mobile renewal and 

non-biometric member authentication in December 2018. Under this service, members can 

renew their National Health Insurance Scheme (NHIS) membership by paying their premium 

and fee using mobile banking services. Membership cards of those who choose to renew via 

mobile are not embossed with the expiry dates. In order to enable a verification of 

membership at the healthcare centre, the Authority developed a non-biometric 

authentication method, leveraging USSD services over feature phones. Under this method, 

each time an authentication request is received, an SMS is sent to the provider confirming 

NHIS eligibility and a Claims Check Code if the member is active. An SMS is also sent to the 

member notifying them of the authentication and requesting feedback. This system makes 

renewal data readily available in real-time for analysis and verification.  

Table 3: National Health Insurance Authority 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 88 

Innovation Output 100 

Innovation outcome 92 

External Environment 85 

Overall Innovation 91.20 

Source: Authors’ construct based on survey data from MDA, 2019. 
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The NHIA was the best performer of respondents with an innovation score of 91.20 percent. 

In the innovation process sub-index, NHIA scored 88 percent, output sub-index 100 percent, 

outcome sub-index 92 percent and the external environment sub-index score was 85 

percent. It can be inferred from these scores that the institution was able to create an 

innovation that increased the number of its employees using this service in their day-to-day 

activities as the output sub-index is very high. It also goes to prove the novelty of the 

innovation in the country. NHIA through this mobile renewal intervention was able to spread 

its services to nationwide coverage.  

The system is available in all the 260 district offices across the country and it takes less than 

5 minutes to renew membership cards as well as authentication. Data collected indicates 

that over 70 percent of renewals are currently completed through the digital platform since 

the inception of the innovation in December 2018. Again, healthcare attendants were able 

to validate 10.53 million patients’ renewal by using the new system as of April 2019. One can 

infer some level of improvement in service delivery to the clients of NHIA. A key learning 

point will be the alternative measures that have been introduced in areas characterized by 

high network downturns, in which the Authority reports lead to unsuccessful transactions. 

Therefore, the improvement of telecommunication networks in rural areas will contribute to 

the success of the innovation over time. 

Driver and Vehicle License Authority 

The Driver and Vehicle Licensing Authority (DVLA) is a public-sector organization under the 

Ministry of Transport. It was established in 1999 by an Act of Parliament (Act 569), 1999. The 

Authority is mandated to promote good driving standards in the country, ensure the use of 

roadworthy vehicles on the roads and other public places. In order to ensure effective and 

efficient service delivery, DVLA introduced the new smart vehicle registration card and 

drivers’ license to enhance the security features of driver and vehicle registration, which 

would enable the DVLA to authenticate the identity of users. The introduction of this 
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innovation brought relief to drivers and vehicle owners as the system allows them to apply 

online to which they will be given a date for testing.  

Table 4: Driver and Vehicle License Authority 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 87.2 

Innovation Output 91 

Innovation outcome 97.6 

External Environment  86 

Overall Innovation 90.45 

Source: Authors’ construct based on survey data from MDA, 2019. 

The DVLA scored 90.45 percent overall, and 87.2 percent, 91 percent, 97.6 percent and 86 

percent for the innovation process sub-index, innovation output sub-index, innovation 

outcome sub-index, and external environment sub-index respectively. The new system 

enhanced the work of the Authority and they are able to use data from the two systems to 

regulate the activities of the digital transport operators such as Uber and Bolts. The Authority 

indicates that the innovation has improved the security and accuracy of service delivery and 

improved data analysis for research and policy direction of the Authority and stakeholders. 

However, a sub-index score of 86 percent for the external environment goes to show that 

the adoption of this system to enhance external collaboration with users’ needs to be 

improved to match the scores of the other sub-indices. 

National Service Scheme 

The Government of Ghana in 1973 established the National Service Scheme (NSS) with the 

mandate to deploy a pool of skilled manpower drawn primarily from tertiary institutions to 

support the development efforts of both the public and private sectors in Ghana. The original 

intent of deploying freshly graduating youth under the NSS arrangement is to ensure that 

priority sectors of our national life are never lacking in the requisite human resources 

needed for development. Over the years, NSS personnel have had to queue for several hours 

and in some cases, days at registration centres in order to be registered for the one-year 
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mandatory service. The NSS in an attempt to ease the process of registration implemented 

a system where prospective service personnel book appointments on an online national 

service portal.  

Table 5: National Service Scheme 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 76 

Innovation Output 80 

Innovation outcome 100 

External Environment  90 

Overall Innovation 86.4 

Source: Authors’ construct based on survey data from MDA, 2019. 

This system allocates the time and day of an appointment for the prospective personnel to 

visit the registration centre to be registered. The system prevents time-wasting at 

registration centres and also reduced queuing in the registration process. The NSS scored 

86.4 percent on the overall innovation index.  On the innovation process sub-index, NSS 

scored 76 percent, 80 percent for the innovation output sub-index and the innovation 

outcome and external environment, NSS scored 100 percent and 90 percent respectively. 

The innovation has improved quality and efficiency in service delivery, has helped the 

institution reduce cost as well as increase the satisfaction of both the external and internal 

clients of the innovation. The key challenge to the innovation is the unreliability of network 

which slows down the registration process.  

 

Ministry of Energy 

The Ministry of Energy is responsible for the management of energy and petroleum 

resources through policy formulation, implementation, monitoring, and evaluation as well 

as supervision and coordination of the activities of energy sector agencies in Ghana. Ghana 

since the discovery of oil in 2007 has been awarding contracts for petroleum exploration 

through an open-door system for the allocation of exploration and production rights. The 
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criteria for the award of rights in the open-door system is not predefined and known to 

market participants. 

Therefore, the Petroleum (Exploration and Production) Act 2016, Act 919 was enacted to 

ensure the management of the resources is conducted in accordance with the principles of 

good governance bringing into force the initiative of Licensing round. The Ministry of Energy, 

therefore, called for competitive bidding of oil blocks for the first time in Ghana. The first Oil 

and Gas Licensing Round is for the Government of Ghana to have significant participation 

interest exploration and production of petroleum in Ghana. The initiative has seen for the 

first time several companies showing interest in the country’s oil and gas exploration seeing 

16 major oil and gas exploration companies in the likes of Total, BP, Eni, Tullow, Exxon, etc.  

Table 6: Ministry of Energy 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 92 

Innovation Output 84.2 

Innovation outcome 84.2 

External Environment  87 

Overall Innovation 86.2 

Source: Authors’ construct based on survey data from MDA, 2019. 

The final bidders’ list which has only three companies competing for the available oil blocks 

emerged from the 14 companies that made it to the pre-qualification stage out of the 16 

companies that originally applied for the oil blocks. In assessing the initiative, the Ministry of 

Energy scored an overall mark of 86.2 percent with the innovation process sub-index getting 

92 percent. The Ministry also scored 84.2 percent in the output and external environment 

sub-indices and 87 percent in the innovation outcome sub-index. The processes (targets and 

strategies) leading to the innovation were clear as the Ministry issued a guide to the bidding 

process. Again, there was a strong management commitment and support for the 

implementation of the innovation giving it a high score in the innovation process sub-index. 

Externally, there was a legislative backing to ensure the success of the innovation.  
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Ministry of Business Development/ National 
Entrepreneurship and Innovation Programme (NEIP) 

The Ministry of Business Development is among the newly created ministries under 

President Nana Addo Dankwa Akuffo Addo in 2017. The Ministry is to oversee the initiation, 

formulation, monitoring, and evaluation of national policies and programmes aimed at 

improving the entrepreneurial and technical skills of Micro, Small and Medium Enterprises 

(MSMEs), particularly those, established by the youth in line with the government’s economic 

and social development agenda. The ministry through the National Entrepreneurship and 

Innovation Programme (NEIP) initiated business ideas competition, called the “Presidential 

Pitch”, aimed at realizing Government’s ambition of helping to unleash an entrepreneurial 

revolution in the country. The initiative which is in its second year has supported the youth 

to create start-ups.  

Table 7: Ministry of Business Development 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 88 

Innovation Output 85 

Innovation outcome 90 

External Environment  80 

Overall Innovation 85.8 

Source: Authors’ construct based on survey data from MDA, 2019. 

The Ministry and NEIP indicate that, they have since trained over 10,000 youth for free and 

given support to set-up businesses for over 1000 young entrepreneurs. The Ministry scored 

an overall score of 85.80 percent, scoring 88 percent for the innovation process sub-index, 

85 percent for the innovation output sub-index, 90 percent for the innovation outcome sub-

index and 80 percent for the innovation external environment sub-index. The Presidential 

Pitch is in its second phase now and is expected to create businesses and jobs for the youth 

across the country.  
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THE GENERAL OVERVIEW OF TOP PERFORMERS ACROSS 
THE INNOVATION CURVE 

Innovation Process Sub-index 

The innovation process is the processes leading to the facilitation of innovation. These 

processes include search and selection. In organizations such as MDAs, the innovation 

process depends on top management which sets direction and environment for innovation 

in the organization. 

The top-level then create multifunctional teams at the bottom level involved in the 

innovation. The NHIA, DVLA, NSS, Ministry of Energy and Ministry of Business Development 

scored 88 percent, 87.2 percent, 76 percent, 92 percent, and 88 percent respectively. The 

result indicates that NSS was the least performing institution in terms of processes leading 

to the implementation of their innovation. Of the top performers, respondents at the 

secretariat indicate that fairness and transparency of the procurement process were not all 

clear, and commitment from management for implementation was low. This contrasts 

sharply with developments at the Ministry of Energy’s where staff/respondents barring all 

else, considered the process leading to the implementation of the innovation as being 

inclusive. The Ministry from the outset set out explicit strategies and targets for the process 

of innovation/implementation of the platform and rallied varied stakeholders around the 

solution such that, enough room was created for the diffusion of knowledge. The Ministry of 

Business Development, NHIA and DVLA also had greater management involvement as well 

as the support and commitment for the achievement of their implemented innovations. The 

average score for all MDAs in this sub-index is 79.91 percent. This is an indication that 

processes leading to the innovations on the overall were clear to employees and also there 

was commitment to the implementation of the innovation.  

 



31  
 

 
Figure 2: Innovation Process Sub-Index Score 

Source: Authors’ construct based on data from survey from MDA, 2019 

Innovation Output Sub-index 

Innovation output sub-index is what the innovation of the organization has produced or the 

organization's activities. It does not measure the value or impact of the service the 

organization provides for the client.  

The innovation output sub-index measure saw NHIA scoring 100 percent (considering the 

possible internal biases that may exist in such feedback). The scope of the innovation covers 

the entire country and the processes for using the innovation, mobile renewal and 

authentication of membership card, is easy and accessible to all types of phones. Again, 

DVLA’s smart driver card is now been used by all drivers (new/renewal) and for registrations 

for driver’s licenses. Respondents indicate that there are greater proportion of employees 

using the innovation in their line of duties.  
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Figure 3: Innovation Output Sub-Index Score 

Source: Authors’ construct based on survey data from MDA, 2019. 

On the other hand, the Ministry of Business Development/NEIP, Ministry of Energy and NSS 

scored 85, 84.2 and 80 percent respectively in the output sub-index. This we could attribute 

to the wide use of the implemented systems of these institutions, regardless of the forces 

driving the utilization. The NSS innovation where prospective service personnel book 

appointments on an online national service portal are accessible to the general public 

specifically for prospective NSS personnel making its coverage wide. The process is also easy 

to go through during the registration process. The energy ministry indicates that the 

licensing round was the first of its kind in the country and for that matter there is that degree 

of novelty in the innovation in the country. The respondents indicate that lessons were learnt 

from countries that have implemented the innovations before and therefore inculcated their 

recommendations in implementing the innovation.  
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Innovation Outcome Sub-index 

Innovation outcome is the level of performance or achievement that occurred because of 

the activity or services the organization provided. It gauges the impact of the innovation. The 

average score of this sub-index is 79.1 percent. The NSS performance is 100 percent (barring 

the inherent biases in the responses). It was revealed that the NSS innovation achieved a 

greater outcome in areas of improving the quality and efficiency of service delivery and also 

reducing the cost of operation. External clients (service personnel) are satisfied with the 

innovation as it has brought some level of ease with the registration process. This satisfaction 

was also seen in the services provided by DVLA and NHIA, giving a score of 97.6 percent and 

92 percent respectively. In the case of clients of NHIA, clients have been saved with the hustle 

of queuing at NHIA district offices and in some instances sleepover for days just to secure 

membership cards and renewals. An institution that performed well in this sub-index but not 

in the top five is the Public Procurement Authority (PPA). Respondents indicate that both 

internal clients (staff) and external clients (citizens) were satisfied with the services provided 

by PPA using the innovation, “suppliers’ database registration”. They indicate that the 

innovation has reduced the cost of operation. The Ministry of Business Development and 

the Ministry of Energy scored 90 percent and 87 percent respectively. The scores were 

behind that of NSS, DVLA, NHIA because their innovation does not have immediate outcome 

on clients.  
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Figure 4: Innovation Outcome Sub-Index Score 

Source: Authors’ construct based on survey data from MDA, 2019. 

Innovation External Environment Conditions Sub-index 

This is a sub-index that looks at the conditions and external actors of the implemented 

innovation. It considers external stakeholders such as the client, universities, government 

structure, and the wider public and how the innovation has brought about a greater 

collaboration with the external actors and the implementing organization.  

The Ministry of Sanitation and Water Resources scored the highest with a score of 96.6 

percent. It implemented an innovation to provide municipal and domestic level sanitation 

infrastructure, enhance the capacity of sanitation service providers, support skill 

development and livelihood improvements. NSS indicates that it’s supportive organizational 

culture and the innovation has brought a greater collaboration with external clients (service 

personnel). The DVLA and NHIA which scored 86 percent and 85 percent indicate that 

external clients have their expectations met as far as the innovations are concerned. There 

is the need to increase external collaboration of innovation in the case of the Ministry of 

Energy and the Ministry of Business Development are concerned.  
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Figure 5: Innovation External Environment Sub-Index Score 

Source: Authors’ construct based on survey data from MDA, 2019. 

Public Satisfaction 

A basic customer satisfaction survey was conducted as part of the process of understanding 

the influence of the innovation systems deployed by the institutions. The result of this survey 

is shown in Figure 6 below.   

 
Figure 6: Average Public Satisfaction 

Source: Authors’ construct based on survey of MDAs, 2019 
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 Four of the top five innovative public sector institutions, feature in the customer service 

survey. It speaks to the popularity of these innovations and the awareness creation the 

institutions have attached to the innovation process. Ministry of Business Development 

through its National Entrepreneurship and Innovation Programme (NEIP) to help the 

entrepreneurial vision of the current government did not receive any clicks from the general 

public during the public participation survey even though it’s in the first five institutions in 

the institutional survey. National Council for Civic Education (NCCE) even though was not 

part of the first five institutions came first in the public survey. This came as no surprise as 

the mandate of the Commission affords it the chance to engage on regular bases with the 

people. 
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THE OTHER INSTITUTIONS’ INNOVATIONS 

Ministry of Sanitation and Water Resources 

The Ministry of Sanitation and Water Resources (MSWR) was created in 2017 to integrate 

efforts nationally, regionally and even globally to provide the needed support for the 

sanitation and water sector of the economy. It has the goal of “contributing to the 

improvement of the living standard of Ghanaians through increased access to and use of 

safe water, sanitation and hygiene practices and sustainable management of water 

resources”. The Greater Accra Sustainable and Livelihood Improvement Project (GASSLIP) 

was launched in October 2018 to help increase access to sustainable and safe sanitation to 

the residence of the Greater Accra Metropolitan Area (GAMA) especially the urban and peri-

urban poor residents.  

Table 8: Ministry of Sanitation and Water Resources 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 89.4 

Innovation Output 90 

Innovation outcome 86.6 

External Environment  96.6 

Overall Innovation 85.6 

Source: Authors’ construct based on survey of MDAs, 2019. 

The initiative looks to provide municipal and domestic level sanitation infrastructure, 

enhance the capacity of sanitation service providers, support skill development and 

livelihood improvements and equip participating local government authorities to better 

deliver and manage climate-resilient sanitation services within the Accra Metropolitan. The 

Ministry had an overall innovation score of 85.6 percent with a sub-index innovation process 

score of 89.4 percent and a 90 percent innovation output sub-index score. The score for 

innovation outcome sub-index was 86.6 percent and 96.6 percent sub-index score for 

innovation external environment.  
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Public Procurement Authority 

The Public Procurement Authority was established by the Public Procurement Act 2003, Act 

(663) which was amended in 2016, Act (914). The Authority aligning its operations with the e-

Government Procurement project of the current Akuffo-Addo led administration to 

transform public sector activities from manual to digital systems, launched its Suppliers 

Database Registration Portal. This Registration Portal available on www.ppaghana.org 

requires all consultants, contractors and suppliers interested in government tender to, 

register with valid documents as per supplier qualification requirements of section 22 of Act 

663 as amended.  

Table 9: Public Procurement Authority 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 78.6 

Innovation Output 83.4 

Innovation outcome 90.6 

External Environment  76.6 

Overall Innovation 82.4 

Source: Authors’ construct based on survey of MDAs, 2019. 

The database is to help the Authority ensure a higher level of transparency, information, and 

publicity in the procurement process. An overall score of 82.4 percent was obtained by 

Authority. The Authority scored 78.6 percent in the innovation process sub-index, 83.4 

percent in the output sub-index, 90.6 percent is the outcome sub-index and 76.6 percent is 

the external environment sub-index. Generally, the main challenges to the implementation 

of this innovation are the stability of internet service in remote areas of the country and 

limited knowledge in ICT of suppliers, contractors, and consultants in the registration 

process. It is however recommended that training sessions be organized for various 

stakeholders in the usage of this innovation and internet providers should make services 

more affordable and reliable. 
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National Youth Authority 

The National Youth Authority (NYA) as a state-owned agency was established to provide a 

relevant and conducive environment that defines and supports the implementation of 

effective frontline youth empowerment initiatives, focusing on young people’s participation 

in socio-economic and political development while facilitating private and third sector 

provider investments in youth empowerment. NYA has over the years struggled to achieve 

its mandates largely because of administrative challenges and for that matter was unable to 

reach some districts in the country to provide services for the youth.  

 

Table 10: National Youth Authority 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 88 

Innovation Output 80 

Innovation outcome 80 

External Environment  80 

Overall Innovation 82 

Source: Authors’ construct based on survey of MDAs, 2019 

The NYA had initially only operated in the 10 regional capitals and 54 districts in the country. 

Management therefore in 2018 decided to embark on restructuring initiative on the 

administrative capacity of the Authority to ensure total coverage of offices in all the 260 

Metropolitans, Municipalities and Districts in Ghana according to NYA. NYA through the 

Nation Builders Corps (NABCO) has strengthened its staff capacity of 2 staff each in the 54 

MMDAs to 6 staff in all MMDAs in Ghana according to the Director in-charge of Monitoring 

and Evaluation.  
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Ghana Audit Service 

The Ghana Audit Service has gone through major evolutions dating as far as 1910 when it 

was originally established as an Audit Department. This was later changed in the 1950s to 

the Auditor-General’s Department. However, in 1969 the constitution renamed it the Audit 

Service of Ghana which was reaffirmed by the 1992 constitution and the Audit Service Act 

2000, (Act 584). These transitions ensured the Service’s independence to fulfil its mandate to 

monitor the management and use of all public funds and to report findings to the 

parliament. 

In May 2019, the Ghana Audit Service introduced its mobile application popularly known as 

CITIZENSEYE. The mobile application app is designed to offer Ghanaians and other residents 

of the country the opportunity to contribute to audit planning and programs in the country. 

The app is made available on the app store, Google play store and the website of the Audit 

Service. This is the first of a kind in Africa which runs on smartphones and other computer 

devices. In addition to getting the public involved in the Ghana Audit Service’s activities, the 

auditors are able to prioritize audit areas (corruption, rating of public service, public service 

delivery failures, problems with waste removal, etc.). 

Table 11: Ghana Audit Service 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 81.6 

Innovation Output 85 

Innovation outcome 80 

External Environment  78.33 

Overall Innovation 80.6 

Source: Authors’ construct based on survey from MDAs, 2019. 

The overall innovation score for Ghana Audit service was 80.6 percent. On the sub-indices, 

81.6 percent was the sub-index score for the innovation process whilst 85 percent and 80 

percent were the sub-index score for innovation output and outcome respectively. The 

Service’s score for the sub-index external environment was 78.33 percent. The biggest 
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challenge according to respondents in implementing the innovation is translating the data 

gathered into real use. Again, the Auditor General’s inability to act definitely to some issues 

reported as the institution has to rely on third-party institutions to resolve the issues and the 

fact that evidence must be gathered before actions are taken, is a constraint to the smooth 

operation of the system. To resolve these challenges, the service must embark on extensive 

public education for the public to understand the purpose and operation of the app and the 

Audit Service. 

 

 

Ministry of Works and Housing 

The Ministry of Works and Housing is the ministry mandated to formulate, coordinate 

policies and programs for the systematic development of the country’s infrastructure. The 

redevelopment project of Government’s Properties stemmed from the problem of 

increasing civil or public servants as against the small number of accommodations. As part 

of the Ministry’s mandate, the Redevelopment of Government of Ghana’s Properties was 

enrolled to not only curb the problem of limited accommodation but to bring public servants 

close to their place of work that is the Accra enclave (Osu, Cantonment, Labone, Roman 

Ridge, etc.).  

The Redevelopment project which was done in collaboration with the Ministry of Lands and 

Natural Resources, in its initial phase at Roman Ridge in Accra, sixty-three (63) new structures 

were built in place of twenty-two (22) already existing bungalows. This restructuring comes 

at no monetary cost to the government of Ghana. In financing the project, the contractor is 

given parcel of land to develop properties for government workers, the remaining parcel of 

land is given to the contractor to be developed and sold to non-government workers as a 

form of payment. 
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Table 12: Ministry of Works and Housing 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 81.4 

Innovation Output 66.2 

Innovation outcome 67.8 

External Environment  75 

Overall Innovation 77.6 

Source: Authors’ construct based on survey of MDAs, 2019 

The overall innovation score for the Ministry was 77.6 percent. The sub-index innovation 

process was 81.4 percent and 66.2 percent for the innovation output, 67.8 percent, and 75 

percent were the score for innovation outcome and innovation external environment 

respectively. The challenges associated with this innovation according to respondents 

include the selection process for a developer not being open enough, project specification 

in some cases not standardized and flaws with the project conceptualization as it is the first 

of such an innovation. It was then recommended that the selection process should be more 

open to make it more competitive. Additionally, the Ministry should develop standardized 

guidelines in undertaken the Redevelopment projects. 

National Commission for Civic Education 

The National Commission for Civic Education is a nonpartisan and independent institution 

mandated by law under Article 231 of the 1992 Constitution of the country to basically 

sustain and promote democracy by inculcating into the Ghanaian citizen, awareness of his 

rights and obligations through civic education. The Commission performs functions such as 

educating and encouraging the populace to defend the Constitution at all times; formulating 

programs from time to time for the consideration of parliament to realize the objectives of 

the Constitution. The Commission in the timespan for this study has engaged in a series of 

innovations to effectively and efficiently render to the public its mandate. These innovations 

include The University Civic Challenge; In-House Production of all Animation and Designs; 
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Mobile Data Collection Tool (e-Questionnaire) and the use of Influencers in Electoral 

Commission limited Registration exercise. 

Table 13: National Commission for Civic Education 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 75.4 

Innovation Output 75.2 

Innovation outcome 65.8 

External Environment  70 

Overall Innovation 76.8 

Source: Authors’ construct based on survey of MDAs, 2019 

Overall, the Commission had a score of 76.8 percent for innovation, 75.4 percent for 

innovation process sub-index, 75.2 percent for innovation output sub-index, 65.8 percent for 

innovation outcome and 70 percent for innovation external environment sub-index. Limited 

funds to support the projects and programmes of the NCCE was the major challenge. The 

budget allocation for the Commission is inadequate and it is disbursed when projects are far 

into the implementation stage. The respondents, therefore, recommended that the 

Government should support the activities of the Commission as overreliance on donor funds 

may hinder the effective dissemination of its responsibilities. 

 

Ghana Revenue Authority 

In 2009, the Ghana Revenue Act, Act 791 was passed to merge the Customs, Excise and 

Preventive Service (CEPS), Internal Revenue Service (IRS), Value Added Tax Service (VATS) and 

the Revenue Agencies Governing Board Secretariat (RAGB) under the umbrella of Ghana 

Revenue Authority. The Authority was tasked to administer and collect taxes and customs 

duties in the country adopting the most modernized means possible to attain effectiveness 

and efficiency in the tax collection space. 
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The Authority in April 2019, launched an internet-based app called Integrated Tax Application 

and Preparation System (ITAPS) to help its operations and align the visions of the Authority 

with that of the Vice President to move away from the manual filing of taxes to a digital 

module to increase compliance. ITAPS enables taxpayers to apply, prepare and receive GRA 

services online at the convenience. The application also allows, electronic access to the TAX 

Clearance Certificate (e-TCC), Withholding Tax Credit Certificate (e-Tax Credit) and VAT 

Withholding Tax Credit Certificate (e-VAT Credit).  

Table 14: Ghana Revenue Authority 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 81.2 

Innovation Output 70.8 

Innovation outcome 76.8 

External Environment  73 

Overall Innovation 75.4 

Source: Authors’ construct based on survey of MDAs, 2019. 

GRA in the overall innovation score had 75.4 percent and scored 81.2 percent for the 

innovation process sub-index. The score for innovation output and outcome sub-index were 

70.8 percent and 76.8 percent respectively. The last score for innovation external 

environment sub-index was 73 percent. The institution had internet connectivity challenges, 

and limited education of the public on the usage of the innovation. It was therefore 

recommended that the institution in collaboration with NCCE embark on extensive public 

education on the innovation. 

Food and Drugs Authority 

The Food and Drugs Law 1992 (PNDCL 305B) established the Food and Drugs Board (FDB) 

now the Food and Drugs Authority (FDA) mandated by the Public Health Act, 2012 (Act 851) 

to regulate food, drugs, food supplements, herbal and homeopathic medicines, veterinary 

medicines, cosmetics, medical devices, household chemical substances, tobacco and 

tobacco products. Additionally, the Regulator has the role of advising the Health Minister on 
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the preparation of effective regulations for the implementation of sections 6,7 and 8 of the 

Public Health Act, 2012 (ACT 851); approve the initiation and conduct of clinical trials in the 

country; and to perform any other functions that are ancillary to attaining the objects of the 

Authority. 

The FDA has embarked on various innovations and the most current ones include the 

Electronic Billing System; Food Product Functionality System for Product Evaluation; World 

Health Organisation Global Benchmarking Assessment; Online Reporting System for 

Medicine Safety Issues Safety Watch System and Rebranding of Corporate Image and 

Infusion of Technology. All these innovations are put in place to help the Authority perform 

its functions effectively and efficiently. 

Table 15: Food and Drugs Authority 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 75.2 

Innovation Output 75 

Innovation outcome 81.6 

External Environment  66 

Overall Innovation 74.4 

Source: Authors’ construct based on survey of MDAs, 2019. 

The challenges of the Authority according to respondents were poor internet connectivity 

and the limited number of staff. The respondents recommended that, additional staff be 

recruited to increase the staff strength and increase the IT resources of the Authority in order 

to modernize their operations effortlessly. The overall innovation score for the Authority was 

74.4 percent with a sub-index innovation process score of 75.2 percent. The sub-index 

innovation output score was 75 percent, 81.6 percent was the score for sub-index innovation 

outcome and, the score for sub-index innovation external environment was 66 percent. 
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Electoral Commission  

In Ghana, the official body in charge of all public elections is the Electoral Commission of 

Ghana (EC). The Commission is an independent institution whose establishment is by the 

Electoral Act, Act 451 of the 1992 Constitution. The innovation that was measured – an 

administrative strategy, had to do with the 2018 referenda to determine the constitutional 

threshold for the creation of six new regions in the country. The Commission was faced with 

a limited timespan to conduct the referenda in a fair and just manner due to the delay in the 

passing of the Referendum Law. The Commission was left to think through to put structures 

in place for this exercise. Normally the Commission allows for its structures to work in a given 

election however with the urgency that accompanied the referenda, Regional Coordinators 

were sent to the areas that would host the referenda. This is not an innovation in the crucial 

sense of the assessment, but a strategy adopted by the commission to getting the job done. 

It is unclear if this will become a sustainable strategy through time. 

Table 16: Electoral Commission 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 76 

Innovation Output 75 

Innovation outcome 72 

External Environment  65 

Overall Innovation 72 

Source: Authors’ construct based on survey of MDAs, 2019. 

There are Regional Directors in all the ten Regions of Ghana however Regional Coordinators 

were sent to set up temporal offices to engage in voter education, voter registration and to 

coordinate affairs during the referenda. This exercise helped the commission in spite of the 

limited time to organize the referenda and to record more than 80 percent of voter turnout. 

The Electoral Commission overall had an innovation score of 72 percent and sub-index 

scores of 76 percent, 75 percent, 72 percent, and 65 percent respectively for the innovation 

process, output, outcome and external environment.  
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Ministry of Health 

The Health Ministry of Ghana is the ministry responsible for the health status of the populace 

of the country. The Ministry with the help of its partners, stakeholders, agencies, and 

departments works to ensure that the Government’s goal of providing universal health 

coverage to all becomes a reality. The Ministry works to improve the health of especially the 

human capital in “creating wealth through health”. 

With the sole mandate to ensure universal health coverage to all, the Ministry in April 2019 

unveiled its innovation dabbed “Fly-To-Save-A-Life (ZIPLINE) Medical Drone project” to help 

deliver medical supplies to the most remote parts of the country. Inasmuch as the project 

has been added to the traditional supply chain system, it is mainly for emergency service 

with the aim of supplementing the already existing health supply systems.  

 

Table 17: Ministry of Health 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 80 

Innovation Output - 

Innovation outcome 74 

External Environment  60 

Overall Innovation 71.6 

Source: Authors’ construct based on survey of MDAs, 2019. 

The Ministry of Health had a sub-index of 80 percent, 74 percent and 60 percent for 

innovation process, outcome and external environment respectively. This led to an overall 

innovation score of 71.6 percent. There were no recorded challenges, however, it was 

recommended that the project should be scaled up to hard-to-reach areas of the country. 
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Ministry of Finance 

The Finance and Economic Planning Ministry of Ghana is responsible for the monetary and 

economic wellbeing of the country. In fulfilling this task, the Ministry manages the economic 

planning, the national budget, national accounting, fiscal policy and creating an environment 

for investment and growth in the country. The innovation assigned for assessment is the 

Attendance Management System in the Ministry. This initiative helps the Ministry check the 

reporting times, absenteeism and the closing times of its staff members. This has 

encouraged a positive attitude and early reporting to work by staff of the Ministry.  

Table 18: Ministry of Finance 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 72 

Innovation Output 65 

Innovation outcome 84 

External Environment  65 

Overall Innovation 71.02 

Source: Authors’ construct based on survey of MDAs, 2019. 

The respondents were of the view that the introduction of an automated system would 

minimize inefficiencies. Overall, the Ministry had an innovation score of 71.02 percent. The 

other innovation sub-index of process, output, outcome and external environment were 72 

percent, 65 percent, 84 percent, and 65 percent respectively. 

Ghana Immigration Service 

The Ghana Immigration Service is an agency under the Ministry of Interior, established under 

the PNDC Law 226 in 1989. The Immigration 2000, Act 573 added more roles of the Service. 

The institution is primarily mandated to monitor and regulate the entry, employment, 

residence and exit of foreigners in the country. To help perform this function to the fullest, 

the Service in March 2018 inaugurated the e-Gate under the Secured Border Management 
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System (SBMS) which replaced the Personal Identification Secure Comparison and 

Evaluation System (PISCES). 

As part of the government’s digitization agenda, the Immigration Service through the e-

Immigration project (under which the e-Gate is an initiative) seeks to take advantage of the 

digitized world to render faster and improved service to the public. The new biometric e-

Gate provides the Agency an end-to-end integration of border control operations, permit 

and Visa Management System, business processes including document and record 

management, a web-enabled system that the previous PISCES lacked. To effectively take total 

advantage of the e-Gate, the Service has embarked on implementing supporting programs 

such as Visa-On-Arrival Portals, installation of state-of-the-Art Data centre at its 

Headquarters, deployment of secure border management system in six ports of entry and 

deployment of Centralised Automated Fingerprint Identification System.  

Table 19: Ghana Immigration Service 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 78.4 

Innovation Output 59 

Innovation outcome 49.6 

External Environment  52 

Overall Innovation 59.8 

Source: Authors’ construct based on survey of MDAs, 2019. 

The Ghana Immigration Service had an overall innovation score of 59.8 percent. On the sub-

indices of the innovation process, innovation output, innovation outcome, external 

environment, the Agency scored 78.4 percent, 59 percent, 49.6 percent, and 52 percent 

respectively. Respondents indicated that the system freezes frequently and is slow in 

processing passengers. Frequent interruption of technicians in the booths and direct training 

of Officers for complete take-over not having been completed, are some of the challenges 

confronting the system. The recommendations to these challenges included deeper and 
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broader involvement of officers for future innovations; upgrading of the system software is 

required and others even recommended to revert to the old PISCES system. 

Ghana Police Service 

Ghana Police Service, is the institution under the command of an appointed Inspector 

General of Police who is subject to the direction of the Police Council, and sees to the 

protection of life and property; prevention and detection of crime; apprehension and 

prosecution of offenders and the preservation of peace and good order in the country. The 

Service which is under the Ministry of Interior is legally backed by the Police Service Act of 

1970 (Act 350) and chapter seven (7) of the 1992 constitution.  

The Ghana Police Service Transformation Agenda was unveiled in February 2019 with the 

vision of transforming the Service into “a world class police service capable of delivering 

planned, democratic, protective, and peaceful services to the standards of international best 

practices”. The program seeks to tackle the areas of professional and welfare development 

of the officers, adopting proven ICT as the main driver in the day-to-day operations, 

emboldening community policing and revamp the Criminal Investigation Department. 

Table 20: Ghana Police Service 

INNOVATION SUB-INDEX PERCENTAGE (%) 

Innovation Process 50 

Innovation Output 46 

Innovation outcome 48 

External Environment  67 

Overall Innovation 53.2 

Source: Authors’ construct based on survey of MDAs, 2019. 

The challenges faced by the service according to respondents in the implementation of the 

initiative are the inadequate logistical support and the low awareness creation of the 

program. The recommendation was for the service to be supported logistically. Also 

significant awareness needs to be created be integrated into the programme. On the score 

for the sub-indices, the Service had 50 percent, 46 percent, 48 percent and 67 percent for 
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the innovation process, output, outcome and external environment respectively. The overall 

innovation score for Ghana Police Service was however 53.2 percent. 
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GENERAL OBSERVATIONS 

At the end of the surveys conducted, the study made some observations about the approach 

to innovation in the country which are on one hand commendable but on the other hand, 

could use some further re-strategizing and focus to help the country improve on its global 

ranks, and to effectively and efficiently deliver services to the public. 

Decision making in the various institutions where innovation initiatives are concerned should 

involve all the staff in the innovation decision making. Most institutions that did not perform 

favourably, did not involve subordinates in the decision-making process. Top managers of 

the public institutions should refrain from dictating to subordinates, the direction of the 

institution in its innovation decisions. This will help the process sub-index as workers gain a 

certain level of ownership and create support for and commitment to quality public service 

delivery. 

The study acknowledges the extensive use of modern technologies (ICT) in the public service 

delivery of most participating institutions. The study encourages and admonishes that this 

practice is strengthened to help deliver service to the public in a faster and an efficient 

manner.  

Finally, the participating institutions were seen to be doing a lot in the innovation space 

bringing out new projects and programmes tailored to increase the level of public service 

delivery. However, there was little awareness created around some of the initiatives. For 

services deployed to the general public – without recourse to a particular constituent group 

(NSS for instance), it is important that the public is well educated of these initiatives, which 

will cut the associated red tape for public services.  Again, innovation should not be seen as 

an attempt to be elaborate in systems design. Some of the initiatives examined, given the 

direct beneficiaries, appeared elaborate, which then created a disincentive for some users. 
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CONCLUSION 

In 2019, IPSLA dedicates its activities to public sector innovation in service delivery and sheds 

light on innovations being undertaken by MDAs in Ghana. Innovation is widely recognized as 

a central driver of economic growth and development. 

It is observed that societal needs are becoming complex and there is the need to employ 

efficient and effective ways of serving the general public.  This, therefore, calls for MDAs in 

Ghana to employ innovative ways in their service delivery to catch up with societal demands. 

Whereas some institutions employed technological systems to serve the citizenry better, 

others resorted to administrative changes to ensure effective public service delivery. IPSLA 

2019 serves as a wakeup call to MDAs who have been left out in innovating their operations 

to serve the general public. 

IPSLA is concerned primarily with improving the journey towards a better way of serving the 

Ghanaian society effectively and efficiently through innovation to foster socio-economic 

growth and development in the country. 
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APPENDIX 

 

Innovation Process Sub-index (All Participating Institutions) 

Source: Authors’ construct based on survey of MDAs, 2019. 
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Innovation Output Sub-index (All Participating Institutions) 

Source: Authors’ construct based on survey of MDAs, 2019. 
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Innovation Outcome Sub-index (All Participating Institutions) 

Source: Authors’ construct based on survey of MDAs, 2019. 
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External Environment Sub-index (All Participating Institutions) 

Source: Authors’ construct based on survey of MDAs, 2019. 
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List of Non-Participating Institutions 

N/S NON-PARTICIPATING INSTITUTIONS 

1. Ministry of Defence 

2. National Identification Authority 

3. Ghana Health Services 

4. National Development Planning Commission 

5. Ministry of Local Government And Rural Development 

6. Ministry of Railways Development 

7. Ministry of Aviation 

8. Ministry of Interior 

9. National Disaster Management Organization 

10. Ghana National Petroleum Corporation 

11. Ghana Education Service 

12. Commission for Human Right and Administrative Justice 

13. Ministry of Transport 

14. Ministry of Foreign and Affairs and Regional Integration 

15 Judicial Service 

16. Ghana Ports and Harbour Authority 

17. State Enterprise Commission (officially asked to be 

exempted) 

18. State Transport Company 

19. National Communication Authority 

20. Ghana Water Company Limited 

21. Public Sector Reforms 

22. Microfinance and Small Loans Centre 

Source: Authors’ construct based on survey of MDAs, 2019. 

 


