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Morocco: Improving public governance and service quality  
and focusing on citizens 

 
        

   
Over the past 15 years, Morocco has enjoyed strong economic growth (3.3% p.a. between 2000 and 
2015). Its social situation has also improved significantly, with an increase in the population’s average 
standard of living and the eradication of extreme poverty. Many public-sector reforms, praised by the 
IMF,1 have been carried out to provide better access to public services, to develop public 
infrastructures2 and substantially lift Morocco’s rankings in terms of its business climate (it currently 
ranks 69th worldwide, out of 190 countries).3 However, many projects remain incomplete, as noted by 
King Mohammed VI during his Throne Day address on 29 July 2017.4  This speech was an 
opportunity to usher in a far-reaching reform programme for the Moroccan government. 

  
Morocco stands out for substantial progress in public management  

In 2011, the new Moroccan Constitution reiterated several public governance principles, including the right for 
citizens to petition (Article 139), the independence of the Court of Auditors (Articles 147-150) and a 
strengthening of the institution of the Mediator (Article162).

5
 

In line with the Constitution, numerous reforms have been implemented. With regard to the budget, a 
Constitutional Bylaw on Budget Acts was passed in 2015 to equip Morocco with a more efficient, transparent 
financial management framework.

6
 Public procurement is currently being overhauled, with two major recent 

changes: electronic submission of bids and electronic reverse auctions.
7
 The management of government-

funded institutions and state-owned enterprises is being revamped, via a change in auditing procedures for 
these entities, as well as harmonisation of the procedures and practices for budget preparation and execution.
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Morocco has also been recognised for its early implementation of gender-responsive budgets
9
 and its very 

strong ranking (no. 2 in the MENA region
10

) for budget transparency on the IBP’s (International Budget 
Partnership) Open Budget Survey.
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Looking more broadly at government operations, in light of users’ criticism of the poor quality of public services 
(long waits, poor information, unpleasant staff, corruption, etc.),

12
 a public service quality charter was adopted in 
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2016. This charter calls for reception staff to be trained, signage to be installed, wait times to be managed, 
administrative procedures to be published, and a complaints management system to be set up. In the same 
vein, back in 2011, the government launched IDARATI, a system that gives access to three different portals 
(public service, public sector jobs and geolocation)

13
 and to the government’s call centre for guidance. In terms 

of democratic governance, a constitutional bylaw on petitions was adopted in 2016, with pilot experiments being 
carried out in six municipalities in 2017. Morocco adopted a national anti-corruption strategy in 2015 to build up 
citizens’ trust in government, and established a national anti-corruption commission.

14
 Local government 

services were reorganised as part of the “advanced regionalisation” programme, which changed the legal and 
regulatory framework in 2015. It created 12 agencies for project implementation at regional level, allowing ten 
regional development plans to be adopted, and also rolled out the national portal for local government bodies.

15
 

The Moroccan tax administration has also undertaken an ambitious reform programme that has made it one of 
the most efficient government departments in the country. Among notable reforms, the tax administration has 
reorganised its teams by taxpayer category, creating departments for large companies in Casablanca and 
Rabat; it has scaled up tax audits and made recovery procedures more formalised; and it has implemented 
online systems for filing and paying taxes.

16
 

 

Renewed urgency for government reform following King Mohammed’s harsh criticism 
in 2017 

During his Throne Day speech in July 2017, King Mohammed VI gave a very harsh assessment of the 
operations of Moroccan government departments: “One of the problems that hampers Morocco’s progress is the 
weakness of public administration in terms of governance, efficiency and the quality of services rendered to 
citizens.”

17
 Beginning in August, Mohamed Ben Abdelkader, the minister responsible for government reform, 

unveiled 15 specific measures to fulfil four goals.
18

 

The first goal is to improve the quality of service. To make citizens’ lives easier, all government departments 
have (since January 2018) been authorised to certify copies of documents and signatures (previously, the 
municipalities and municipal districts held a monopoly on these tasks).

19
 By launching Chikaya, a single portal 

for filing complaints, the government will listen more closely to citizens.
20

 A pilot project for local services being 
carried out in an administrative annex of the Wilaya of Rabat-Salé will reduce waiting times, give citizens clearer 
guidance and reduce overheads. All these measures are included in a draft decree on the quality of government 
services. 

The second goal is to strengthen the skillsets of human resources. The Moroccan civil service suffers from 
several ailments, including overstaffing, an overly rigid pay system and high absenteeism.

21
 Various measures 

must be implemented, including a reform of the overall civil servant status, which dates back to 1958.  

The third goal is to reorganise the administration and go further with decentralisation. In addition to adopting a 
charter on administrative decentralisation, the government will encourage projects to merge responsibilities and 
regional level, and the decrees covering the organisation of departmental sectors and finance inspectorates will 
be reviewed.  

Lastly, in the interest of greater coordination (the fourth goal), a national reform commission will be set up. This 
commission will meet at least once yearly and will publish a report.

22
 

Morocco is relatively advanced in terms of public governance. Already a leader in a strategic South-South 
partnership for economic and financial development,

23
 It could also become a role model for the region – as 

already shown by the fact that it has welcomes a very large number of delegations from other African countries. 

Virginie Ma-Dupont  
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