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1.1 anudunuazanud1Agedsneda United Nations Public Service Awards

dloTudl 7 fuien 2546 General Assembly vesaidnIsanUszwdlamvualiiud 23
figureuves NnTUiuiu United Nations Public Service Day LﬁaLa?ﬂmaaa@mﬂ'wLLasﬂmmmﬁmaa
nsliusnssieyuy Fathu Economic and Social Council 3<lé¥nlatilsna¥a United Nations
Public Service Awards wagueuwung 19 Division for Pubic Administration and Development
Management of the United Nations Department of Economic and Social Affairs Lﬂuéjﬁ’mﬁﬁmu
nMsusmsdanssetall

579% United Nations Public Service Awards tlussiafidadstulasnnzaundiasugia
wardanuuiaanyseanvf (Economic and Social Council-ECOSOC)  iteuauliunninedud
Afiunmssmunsliuinmsansisae feananduiiondn Fadninnuarisnisuwisandszewd (UN)
1§ AalHUssmAaundniaueossAnsuazmiisunaszasinsidrsunisdndenduusednad
Faust) w.at. 2546 Wuduan Tnesiumaiulesd www.unpan.org

1.2 '"J’ﬂqﬂizmﬁmmmiuaumﬁa United Nations Public Service Awards ¥a989An15auUsey1unf

nsdaliinisueuse¥a United Nations Public Service Awards figasjamngiiielvisnataun
mhsnumasgiiaimianssalnl o lumsdmsnemsldeseenden unsnszduinssns
Tasrauinnssuimuianuduiioondnlunusvnis enszdunmdnualueanisuinisansisue
swTMazveERanNudnse eth Tgnsliidunuvedrsuumaiiosussauiuszasdlumsaing
arundeiiu wasifiofsgayrainsiiddnenimdngszuusvnisield  uenaninimweusieta
Aanandadlinguszasdianigsig naime

1) Wensedulitrswnisimlandiidunistuindeuldgnisairsuinnssy waziauinig
TAusMsansIsaue

2) ileTusinuaEuNI LU sAluuivszauanud i aazatuayuliAnns
Wannnshiusnsanssagluseiuuseme

3) WieadnmdnuwaiialitunisuImsnuaadsivssauanudiia

1) Wiodaaiunsziu warsmnoanuazmnlumsai e et sriEuarasi g 9
fiAetostunsuimsanunaig wasiivenauduuddiiuiaietieves United Nations program
on public administration and development
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Tunsadauianssy wazn1stiusnnsidude

TngasusefadananiiingUszasdiiioszAumuinnssulunisuinissonis nseduld
Frsmnsasautanssuiivanuduiioondnlunisliuinisasisuzensedunimdnealvenis
Tidnsansisa uanulindadidesy swnukazmeuninmsiidunuivszauaudiia
Faansoth U Suduwuuls

1.3 msdaaty auvayuvesdinIuy nn.s.

g nans. Ieinsdaauaivayuiazrdndulidusunsinglddu “mefanmam
nslsfusnisUssrnsu” faudl wa. 2506 uar “setauesgiuguiuinissuiainesuinig
Usernmu” Raudd wel. 2509 sedustetaiieu dwanuateadiiunisussdiuiiefuneta United
Nations Public Service Awards Rausid w.a1. 2550 saiosnisdlagtu TnesjwmTdliminsauniass
aunsoialUgesdnsfifiussdvsnmseduundssme Iilnssanisdndunsiiiiumn Gdd

- Ywa 2550 (A 2007) IfaueTodrusvmsiveiiieasinsveiusata United Nations
Public Service Awards 91U3U 8 @3u519M13 H1uMTUsEEIUIEN1sHNTNNTOUARY 311U 3 du
swnswaladl  dusienislesuseda (nsfiarsandl 2 sev)

- U 2551 (A.A. 2008) wwusTodiusivnisinediuou 15 nasw Aunsdsediudignig
NTANTOUADY MUY 6 WAY FOUAN U 4 KA (MIHA1sanndl 3 58v) laeillsanegiuna
glasslasusneTasue (Finalist) @191 Improving the delivery of public services

- Y. 2552 (a.a. 2009) IaueFodius1vnisineg S1uau 21 wasw dunsussidiudng
N15MTUITOUEDY I 9 WA FOUAIW F1UU 6 WU lagdllsengruiausvuasidesim
AQuIEAERS WnInedededng lisuseTafiBey (Winner) @11 Improving the delivery of
public services

- U 2553 (a.a. 2010) Islauedediusvnislneg S1uau 16 waaw dunsuszidiudng
NMSRTUNITOUEDS U 6 NaU walifidusenisiasuneda

- Y 2554 (A, 2011) Tauefediusanisine S1uau 21 waeu shunisinnsanly
FOULSN 97U 18 AU 5aU&R 911U 11 wasu lnedidiwssnisiasusesiadiuag 2 wihsau
laun drdneuasIningnia 7 nsuassninsiasussiavuglaa (Ist Place  Winner)  @191n13
wsuaiamsiansauiluniasy (Advancing Knowledge Management in Government) kagnsal
gausenu losusneiasesvusida (2nd  Place  Winner) anuinisdaiasy aduanunisidiusiuly
nszurumsinaulaiestuuleuis dunalnduuinnssy  (Fostering participation in - policy-
making decisions through innovative mechanisms) Iumuu'%mﬂmqmﬁﬁaﬁ:wLLazﬂﬁq%’ﬂmmzLﬁm

2NBAUY JMTRFNTTUYI
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Y 2555 (ae. 2012) Mauedediusvnisive S1uau 19 wasu dunsiansaly
FOUWSA 97U 10 HAIIU SoUEBS U 3 NaU Inefidiusan1slasusedadnuan 2 wuleau
TouA nsuvauszniu lesuseTasuziaa (1st Place Winner) Uszlans1eia Fostering participation
in policy-making decisions through innovative mechanisms Tusuudnsiassnsdatinuay
Ungesnwuden Jamdauns waglsame1uianyin Wsuseiasesvusida (2nd  Place  Winner)
Uszlnn3197a Advancing knowledge management in government

~ Y 2556 (A, 2013) drusanisinefiniunisiansanlusounsn $7uau 39 na
Idunsfasanliiiudingseuiiaesdnnu 26 wanu ruigsevitan dudusevanie s1uw
13 wau uaglasumsdnaulilasuseta 1 waaw laun aanduimuinsensisuasuns Jwmdn
Wedlnd nsuaunImAn nsenaeansIsaa LasuseTavueidea (1st Place Winner) @191 Improving
the delivery of services 31nNad1U “Child First — Work Together (CF-WT)”

A5NasUTIINEINTIYNIsInefasinsresusneda United Nations Public Service Awards

UIUEIUTIVNT
R SOUUSIN SOUHDY SOUEY 1¢5us1eda
2007 8 3 - -
2008 15 6 4 1
2009 21 9 6 1
2010 16 6 - -
2011 21 18 11 2
2012 19 10 3 2
2013 39 26 13 1
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unil 2
Us2nns199a United Nations Public Service Awards

2.1 Uszansieda (Categories)

579% United Nations Public Service Awards \usnefafiseturitenouliurimiasaui
auduniserunistiuinisaisnsugmeanuiuiionndn waganuulfndinaaladaliiinisueu
srefandausnsle U A, 2003 Tu 2 anan Tgun s9TaaIn1sUsulANaIunsalunsnauaues
ANusuRArauazAlUTdlalun1sUINIsANsTNE warseTaanuIn1sUTuUTInsTiuing wayled
mMsUFuasumnedszunnnisiinetanmauuldunsiamssuusenisdessn Tnelud a.a. 2007
IFlanuddyiudesnisidiusinvesUssvivy Jddifinussiansisfadiunisddiusiu saudu
3 a1 warlul A, 2008 difinssfaesvesmsiaiuainainisuimsdnnisesdannug sivlviing
weuTIeTanenun 4 d191 auied a.e. 2010 fo

1) anvmsuTulaanuansalunisnevauenNsuinteu waraulusdlalunisuinig
@15158dg (Improving transparency, accountability, and responsiveness in Public Service)

2) awInsUsuU§InsliusnTg (Improving the delivery of service)

3) grvanisiasuadanisidusilunssviunisindula lnenislanalnlvie (Fostering
participation in policy-making decision through innovative mechanism)

a) mﬂnmiLa'%m%ﬁqmsu’%msé’mﬂ"ﬁaaﬁﬂ'mimﬂ%’g (Advancing knowledge management in
government)

ToedisnaTafivey (Special Award) 3n 1 579%a Aose¥adun®n UNPAN semdeudnunisuisiiu
mmif (United Nations Public Administration Network (UNPAN) Member Excellence Award in
Knowledge Sharing)

T wa 2554 (a.f. 2011) Ledn1sususneta Yssiand 1 andudidussfaanvinis
mevAUBIRaALSURATaU waraulusslalunisusnnsansnsue weneendu 2 s19%aa191 Ao
a1vnslesiukarysulsiunisyasadsengiiveuluauuinisaisisue waga1vnsauasunis
MOUALBIAULENDNIAYIANATUNTAILIUUINTAN515Uy Yilis1eda  United Nations Public
Service Awards Uil w.f. 2555 (a.f. 2012) fikenun 5 awrdiil

1) awnisdesiuiarusuusunisyasadsengadveulunuuinisansnsae

2) @SN siausAsUTETY

3) anvmsdaasy atfuayy nisildiusi lunssuumsdadulafeduuleueiunaln

FUUTINTIA
4) anvnNsEsNasNN1sIaNIsANNIlun1ASy
5) @1UIN19ELEZUNITRDUAUDIAIULALDNIANILNATUNITEINOUUI N TANGI 0
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10l .. 2556 (A.A. 2013) §aaedl 5 @191 weledin1susuTIeTa Uszandt 4 aniudidy
staanvinisiasuadisnisdanisanug Wu nsdsasuuumensainiunisveniadglaesluge

Toyarnans Aall

1) av1nsteaiukassaamuniIsAassUtulun1suSAsans sy

2) @UINISNAIUINTIAUSNNSUSEIN YU

3) annisaeasy aduayumsidsinlunssuiunsdedulafesiuuleuieriunaln

AUUINNTSU

4) vnsdsasILLINIINIsALTuNsveInAsTlne lugAteyAY1IENS
5) aunsaaasunsnevauessruinsuiulunistiusnsanssae

dusulul w.e. 2557 (A.A. 2014) leendansieialuanvinistesnulazmafiunisaessudu
Tun1suin1sasnsady (Preventing and combating LdeLes 4 @1 fail

Fostering participation in policy-making decisions through innovative mechanisms

nsdaasy atvayunistidusulunssuiumsdadulafeaduuleuis

Promoting Whole-of-Government Approaches in the Information Age

nsdsasuluInNsiLiunsveinasginesilugadeyatias

Category 1:  Improving the Delivery of Public Services
nsaINTIAUINSUSETU

Category 2:
HunalneuuInnssu

Category 3:

Category 4:

Promoting gender-responsive delivery of public services

AsEuEsUNNTRavANBIANUWIAsLAUlunSIAUS N1TaNsNS Y

2.2 NN

nsaginsveius19ia United Nations Public Service Awards lunnussunnseda flavevesy

5719789¢AINAUANNNTAN 12 A10U A9

AU

Auda

A. nM33n319leynn (PROBLEM ANALYSIS) (dadaunzuuuiosas 5 Ya9asuuunevun)

1) What was the problem before the
implementation of the initiative?

Describe in no more than 500, words the
situation before the initiative began. What
major problems and issues needed to be
addressed? What social groups, e.g., the poor,
illiterate, disabled, elderly, immigrants,
women, youth, ethnic minorities, were

affected and in what ways?

1) dayvviFeanunsaineuiiagdSulasinis
fAvozls
Trussenetelaymanuduin way
AUERTY ﬁﬁﬂmgjmﬁﬁuﬁﬁ]ﬂiim/
TAsen1s ensuidam Taelidou
Uspiiuiiduiiladndy savangumnedea
AldFunansznuie wWu an% in sungutes
Wusu
(Auealaiiiy 500 A1)
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AU

Aula

B. NAgNSN13ANIUNT (STRATEGIC APPROACH)

(Fndrunzuuuosas 25 YDIAZLUUNINUA)

2) Who proposed the solution and how did
the initiative solve the problem?
In no more than 600 words, summarize
what the initiative is about and how it
solved the problem. This should include a
description of the strategy including its main
objectives and target audiences.

2) Tpsferiansounmann lulapmuaeiuwama
nsundegmieengls
TaguilasinsiiEutufoosls ua
annsaunlulamlaegnls oraagsanis
mseSUeRsnagns Ty ifa Snguszasindn
wazngutvang (Aauenalidiiv 600 An)

3. In which ways is the initiative creative and
innovative?
In no more than 200 words, illustrate what
makes the initiative unique and how it
addressed the problem in new and different
ways. List the creative and innovative
approaches that allowed for its success?

3. g3uredeidunuAnsSuadsassfuse
Wuudanssu
Tesungliiuddiidurmudnsisuiidu
Snvauziang wardinsuidymidu
susuulvsuazuaneng issyTsnisasng
ALARSBuLarad s IRNTsuTivilE
IassnsusrauaNdnsa
(AnuelaiiAu 200 A1)

a wva

C. m3aiiun1suazn1sluufia (EXECUTION AND IMPLEMENTATION)

(Fadrunziuuiasas 30 VBIASHUUNIANA)

4. How was the strategy implemented?
In no more than 600 words, describe the
elements of the action plan that was
developed to implement the strategy
including key developments and steps,
main activities and the chronology.
Upload your implementation plan

(maximum file size 2MB or less than 5 pages)

4) nagnsuazn1stlugnisuun Aeesls
PBUBIAUTENBUTBINIVIUAUUTRNS

'
=

fgnitannduiiedunagnsinlugnsuin
nddguaztuneu AANTTunanLaY

o

WINNSIANPEY

7

(mnug kY 600 @)

v v

el anunsasnivianwauU R
(@unlifiu 2 visetssnin 5 win)

P

5. Who were the stakeholders involved in the
implementation?
In no more than 300 words, specify who
contributed to the design and/or
implementation of the initiative, including
relevant civil servants, public institutions,
organizations, citizens, NGOs, private sector,

etc.

5) lasfegilduldduideniiedesunis
ldnsuon
Tszudfitldusulunisesnuuuuas/vie
MstiuMImuALARSISY Feuds
Hrunsiifgtesaniuvesiguasesdns
Usgr1ruduilonaensy 18
(A MlaiAY 300 A1)
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Aula

6. What resources were used for the initiative
and how were they mobilized?
In no more than 500 words, specify what
were the financial, technical and human
resources’ costs associated with this
initiative. How was the project funded and

who contributed to the financing?

6) nSnennsiivhunldfeasls
Ifsvynnensitsiunsiu wede
NINYINTYAAR ALY UAzESUNY
WNTINETINTONTEYNINYINT
(Aue3ldiAn 500 An)

7. What were the most successful outputs?

In no more than 400 words list no more

than five concrete outputs that contributed

to the success of the initiative.

7) nandnfidngannisafiunisiossls
Tszynandndiuszaumudsalsiiu 5
Aeflatiuayuronnudniavesnisaniy
1AS9AS
(AnuelaiAu 400 A1)

8. What systems were put in place to monitor

progress and to evaluate the activities?
In no more than 400 words describe how
you monitored and evaluated the
implementation of the strategy.

8) szuuTismualifiefanunasuszidiu
fanssumeagls
Tfesueiinisfildlunisnsaaeunay
Usziliuranisanlunisaunagng
(Anue1laiiAu 400 A1)

9. What were the main obstacles encountered

and how were they overcome?

In no more than 300 words describe the
main problems that were encountered
during the implementation and how these

were addressed and overcome.

9) Jaymrguassanan « fie axls wazauisn
s dggUassatulfedisls
Tesunedammaninuluseninanis
vﬁ’wLﬁumiLLaﬁ%mimmﬁgﬂLLﬁlﬁULLaz
RREAIE
(Auen3laiiiy 300 A1)

D. waniswmmzﬂq’lué‘i’aﬁu (IMPACT AND SUSTAINABILITY)

(Fndrunzuuudosas 40 VDIASLUUNINUA)

10. What were the key benefits resulting from
this initiative?
In no more than 700 words describe the
impact of the initiative. Provide concrete
examples for how the initiative made a
difference in the delivery of public
services. Describe how the improved
delivery of public services had a positive
impact on the public. Provide information

on how this impact was measured.

10) Ustlemifilgsunniasinsnseniny
An3Budenzls
TeSunefanadns nadnsavedlasens
ThegsidugUsssudmiuisnsi
AUARTENasInuLAnanslunIs
AINBUUSNTANS1TeUE 85UN809I0NTT
daupuusnsans suriinansenululdauan
foUssvruLarilsinNansynuaedls
(Aue3ldiAn 700 @n)
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Aula

11. Is the initiative sustainable and
transferable?
In no more than 500 words, describe how
the initiative is being sustained (for
example in terms of financial, social and
economic, cultural, environmental,
institutional and regulatory sustainability).
Describe whether the initiative is being
replicated or disseminated throughout the
public service at the national and/or
international levels and/or how it could be

replicated.

11) Tasens7ssufianudafundely anunse
angloulanial
Tasuneiaisnsiivilminnudsdu
(g Tukdvaainun1siuy 1isugna
Fap Tausssu Awndeu aonduuas
ngselov) WageiuledmnlATInIsymse
AmuAn3sudigniaesuuuomeunsg
MSUSNNTANSIS T RISERUTIA Was/vie
WA azanansaulvenenalaegisls
(AnuelaiiAu 500 A1)

12. What are the lessons learned?
In no more than 500 words, describe your
overall experience with the initiative, the
lessons learned and any

recommendations for the future.

12) unBeuiilésu feevls
Tesuneiasrdsznaundndivilidszau
AUdISe unSeuiildsu wastoiaueuuy
Tuauian (ANe1lilAL 500 A1)

eluiwarusenmsialinaminsiansaniunisvasusada United Nations Public Service Awards

[

Sy

Uzl 1 AsiaunIsusnsUsETU

Category 1 Improving the Delivery of Public Services

RANNATINITNIITAUN Aasuelavdauy
Increases Efficiency Streamlines processes, reduces red tape, and improves
MItNuUIZANSAN coordination and other measures resulting in increased

efficiency. The increase in efficiency must be supported by
quantifiable indicators, surveys, questionnaires, etc.
WinUszansnmlunszuaunisliuinis wu msansuideuduneu
figsnnveamenvms Uiuugsmsussanuny wagiudiuns
ESTBU 9 Vel maiatueeaiissavisam FedldTunsussdiu
NNl Binas nsdsan Meeuuvaeun ud
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MANLAAIINITNAITAN

Aasulelnedaal

Provides High-Quality
Service Delivery
MRS INRAUA N

q

Provides timeliness, courtesy, access and client-orientation
in public service delivery. Includes the availability of
government services at times and in ways that are more
convenient to the public, for example, speedy processing of
applications or claims, reduction in the amount of
paperwork and other activities citizens must perform in
order to demonstrate compliance.
Folvduinsivnzauiuna Tanugamuaznssmaflunsg
UINI3 @NNNIALUIDIUINITHALABUALDIAIIUADINITVDY
AsuusnisludiAy sadsnnuansalunsuinisvesnindyg
a1 T wartewnefiviiviussnvulianuagainaueann
B9t finszuiunmslunissuSeniesudfeiinmigs finsan
Umanslfionans uavantumew/anssufivssvuazdios
AIUNITANADAUTITNITAIEAULDS

Incorporates Citizens’ Feed-
back

msiwsmmmﬁmﬁu
ARTUUR YT

Actively incorporates citizens’ inputs and feed-back
regarding public service delivery satisfaction.
FolvdAanssusg 4 Tdunssusuenudndiusazdedeiou
yosUszrvuAsfuanufianelalunuuinisaisisase

Improves Access and
Promotes Equity
USUUTINMSINTIUTNT wae
duasuliinanuanonialy
ATTVUINNG

Promotes equity by extending service delivery to vulnerable
groups (e.g. the poor, women, minorities, the youth, elderly, the
disabled and others) and/or enables service delivery to a wider
population, particularly through mechanisms that promote
social inclusion. Has extended services to a wider population
than before.

duasumnuanenia lngvgemshiusnisludangudaeslonia
WU ANEINIU NANERS TUNgNTes LYy Haseny Auiin1g Wudu
waz/vivoaunsavinsiusmsveng U wWssnuanniy
TnianzeensBenssnunalniidaasunisvasusiudsny

(social inclusion)

Promotes Partnerships

AWESUNITVINY
wuUviudIu

Promotes partnerships between the public sector, civil society and
the private sector in public service design and implementation.

AN UMIINNUMUIYILEN U SRS MANUU laemPUssdsay
lunisesnuwuuUsNMsassy waztlugnsuiun
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MANLAAIINITNAITAN

Aasulelnedaal

Transforms Administration
WarUWUaIsEUUUSSINANG

Involves transformation within a large framework rather
than incremental improvements. Innovative methods, tools
and techniques, in the context of a given country or region,
are applied to themes such as modernization, change of
organizational culture, administrative reforms or the
overhaul of government service delivery procedures.
LﬁumsLﬂ?{ammmizwmiﬁmﬂumwslmgmmdwm‘aU%’uUEQ
wuureeduresly Tnenisimdnnis wdeslle uaznadinfidu
winnssulvy 9 Wisnvssendldiuwufanuuiunveslsemne
videniaa dedavaniiazgninlussgndldlumsusueing
i msvihluat mswdsuuasiausssuesdng msufsums
U3msdans viemsusudseumivyluduneumsliuinisves
A3y

Introduces a New Concept
LEUDLUZ LUIAR LY

Introduces a unique idea, distinctively new approach to
problem solution, or unique policy or implementation
design, in the context of a given country or region, for
transparency, accountability and responsiveness in the
Public Service.
avauuzwnAnuleuefitanuluendnvaifiansoudtem
Ipeeghatugusssy wiseanuuulunisihwleuiglugnsufoa
TaesilfauiunesUssmanazniinig ileliAnaulusdla

ANUSURATOU waznevauasnatymlumuuinsasi ey

Ussiandl 2 nsdaasy advayy n1siidiusin Tunssuiunsdndulaneiduulevieniunaln

AUUIRNTTY

Category 2 Fostering participation in policy-making decisions through innovative mechanisms

NANLNAUINNITNINTEUN

Aasulelnedaad

Promotes responsiveness
daasunIsnavaues

Enhances responsiveness of government to the demands and
needs of citizens; favours the inclusion of the views of concerned
sections of the community in public affairs; and demonstrates
openness through consultative mechanisms with the public.
WAILIAIUAINITOVBINIASTTLUNITHOUAUDIHOAINABINITHAY
AmudesnsiiuguvesUszeney Tasamenslinraldlatusssos

10



AlauumslumsAniunsadinsvesusiela United Nations Public Service Awards ¥0409AN15avUsen913

VANNMUNNITNIITUN

Aasulelnedual

vasnduinerdeslugurussUsnufanssuassusilasuay
aula uarnissuilemnuAndiurunalnaausyarurseUseniansal

Promotes Participation
through New Institutional
Mechanisms
duasunisiidausniunaln
meanduluguuwuulng

Implements new processes and institutional mechanisms to
channel the demands and views of citizens. This may include
decision-support systems, government networking, and
consultation mechanisms leading to more effective policymaking
and implementation as well as holistic and “horizontal”
approaches to public service delivery and management.
fnssdumslunszuiunsuaznalameaantuluguuuulve Fady
Faamnslunisiuihnnudosnisuasanufndiuresszvis §1o1a
nneTImdssruvatuayun1sindulaunIeiensinnunasg way
nalnnslsimusnuniiiilugnisimumilounsuagastluuomang
Uszansammanntu wudessutumsinniswazdaeuuinsasisae
TusULUURIATINKALIUITIU

Facilitates e-Participation
DUILANUELAINIUNITI
dqusuruszuudiannsatindg

Enables governments - policy makers and public officials - to
better interact with the public, particularly individual citizens, and
allows citizens, for instance, to better express their needs,
participate in and influence policy-making; comment on policy
implementation; provide feedback on government services (on
and off-line services), and file complaints.
assdesmaviessuuliussrauaansadifaniady wegimua
ulevisuazdmihiivesisldnntu Inglissasunansaudesnss
dawsalunsdmuauleuis Winudeiusenisihuleuneglugns
UFUR lienudniiuieafunisuinmsnaiguasdidva uazlvidoya
agviounslviuinsmasaiiudewnuaiesilenididnnseind Wusu
\lan1smauauss wazUjduiusifszninanadgiulssana

Transforms Administration

WarUWUaIsEUUUSNSINNNG

Involves transformation within a large framework rather than
incremental improvements. Innovative methods, tools and
techniques, in the context of a given country or region, are
applied to themes such as modernization, change of
organizational culture, administrative reforms or the overhaul of
government service delivery procedures.
Lid]umﬁLll?ilEJULLUaﬂiz‘UUﬂ’]iU%Wlﬂuﬂ’]WiﬁﬁQm’]ﬂﬂ’hﬂ’liﬂ%ﬁﬂiﬂLL‘UU
Aeendudesly Tnenisthudnnis wesile wasmadafiduuinnssu
Tl 9 WunUsesyndldiuiuiRnnuusunves
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VANNMUNNITNIITUN

Aasulelnedual

Useimavisegilnna Fedanailazgninludssgndldlunisuiuusesusnms
wiu Msvilivivade msidsundasinusssuesdns msusunis
UImsdnnisvisensusuugauinulnglutunsunisiiuinisvedniasy

Introduces a New Concept
LU UZULLNAR T

Introduces a unique idea, distinctively new approach to problem
solution, or unique policy or implementation design, in the
context of a given country or region, for greater participation of
citizens in policy-making decisions, particularly for the poor.
aupuuziAnleueifaunduendnvaifianansauidymidesis
Jugusssn wiseosnuuulunmsihuleuglugnsufon lnedidads
USunvesUszmaazgiinie eliAnnsiidusmvesussanailunig
dndulafimuaulovielagionzogisdsiunguauay

Ussianil 3 nsdaausuamenisandiunisvesniasginesidlugateyatnans

Category 3  Promoting Whole-of-Government Approaches in the Information Age

WANNUNNITNIITUN

Aasulelnedaal

Promotes regulatory and
institutional frameworks to
harmonize policies,
programmes, and integrate
services

AUATUNTOULUIAR
\BangaeLdouuazan vl
Wan1sUszauuleue 1sanng
WAYYIUINITUIANS

Develops and implements national strategies, regulatory and
institutional frameworks (including infrastructure, people and
processes) to harmonize policies and programmes by promoting
collaboration and maximizing synergies between different
government sectors in order to promote collaborative outcomes
that increase public value. Aligns in a coherent way government’s
holistic vision of development with inter-agency strategies,
objectives, roles and responsibilities. Promotes horizontal and
vertical cooperation, among different levels of government, to
provide integrated services. Provides an institutional framework
and mechanisms that ensure a proper balance between cross-
sectoral collaboration and sectoral accountability.
WanuazdgnsmansseauAlugnmsuos Tnedmunnseunuifn
Wangseileusavaniduy (i’mﬁﬂiﬂida%ﬂaﬁugm NINYINTYAAR LAY
sEUIuNTg) iekansdanisuszanuulouns Tasenns Seenduany
suflouagmaniinddwemhsnunaizieusslomitaznisaing
ANARBANTTOIY s nMsadaeusenadesluLuUIRTINYY
Weviend nagns Tnguszatd UNUImMLaEANUSURAYEUTINAUTENING
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VANNMUNNITNIITUN

Aasulelnedual

VLU dsasuausndensluluiiias T uie iy Iaing
N13U3n13 dnlidlandunaznalniieaiaanudulainfinanuauna
YBIANIUTILLDUALNITLTURAYOUTDINIAEIUAN 9]

Foster leadership, human
resource capacities and a
collaborative organizational
culture

duaSunnizgi Anenimves
NINYINTULLE UayInusTsu
9IANT

Have clear vision, political will and understanding of the ICT tools
to improve government functions and human resources capacities
to work across organizational boundaries through continuous
learning, training and other capacity-building activities. Promotes
an organizational culture that encourages collaboration to achieve
shared goals and outcomes to increase public value.

fAdevien] waduamisnadies wazanudilafeadunisliiaiesile
welilaBuaymsdoans (CT) leUuussunumthiivessy darnueninsa
yominensuywdlumsvhauiuuiummbsnuiitusiunsseus
sgnstineusiuagianssuEsNadsinenma « sgnsailios 7
dussriaussanesdnsiamnusudeieliussamnesuiuas
WayarfoassaY

Enhances organizational
performance,interoperability,
and open standards
gNILAUNANITUN URIUTDS
99ANT Us2AnsnImnnsvineu
JNULAZUINTFIUTA

Enhances organizational performance by integrating vital
government services across different agencies by using open
standards, open data and encourages use of shared systems such
as cloud computing for seamless integration. Minimizes
duplication of efforts and reduces costs through knowledge
sharing and data exchange, more effective deployment of
resources through integration of back-end office operations,
utilization of innovative channels and tools such as ICT tools, and
by providing, inter alia, one-stop shops, online and mobile sites
that aggregate government services for ease of discovery and
access, etc. Allows different systems to exchange information, to
combine it with other information resources and to subsequently
process it in @ meaningful manner both horizontally and
vertically. Takes into consideration privacy and security issues
while achieving interoperability between systems.

gnsEAUNaNISURURIIUTEI09ANT TEn1sysanNIsusNIsnAsTNddny

Frennsgulinuazdeyaila v nsefulifinsuandeudaya
AU 1w cloud computing LWud Mswansisnsansdunulimag
TuFesnimuideulnsduaiunisutsiiumisiiasuanudeutoya
sasmsliminenslifiiausslonigsannmslészuufoanissauiuy

NINAILITDININITUININIASTBL RN sumAlulagansaune
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VANNMUNNITNIITUN

Aasulelnedual

WU one-stop shop UsMsWuesuladiazlnsdniiletio udu
WedwigANuasAINkarNIEIeNITntlinsouAqy wenani
Fartamsiauiivelszuuuaniiuaunsawanilfsudoyaii

Ingmiladeusepudvdinynnauaranulasnsiovesssuy

Promotes social
inclusiveness and
collaboration among
government agencies and
citizen
duasuauAulansdInuLaE
AN TEIINNUIITY
PRGOTEATEIEIGR

Promotes social inclusiveness by reaching out to the vulnerable
populations including (i) the poor; (i) women; (i) the physically
challenged; (iv) the illiterate; (v) the youth; (vi) the elderly; (viii)
migrants; and (viii) the indigenous people; increases
communication and interaction among government agencies and
citizens with the objective of improving information flow,
transparency and accountability; includes channels for active
participation of citizens and mechanisms for monitoring and
evaluation of development management in co-creating public
value towards public governance.
duasuanudvlansdinulaglilenanisiifwengudaeslonia
lown (1) fonau (2) and (3) fiin1sn1esane (4) glisnisde

(5) w19vu (6) fgeeny (7) fomem (8) vuituilos Tnefinsdoasuas
Ufdiussevihamhenuvessgiunadleaiielifnnsinavestoya
g3 arulusela mssSufinveu Saemsmugewakaznaln
Msfidusiuiifivsyansan deliinnsfinauuarUsediunanisuims
NN I3 AT NATIAA AN SN VRIS TINAUANATY

Transforms administration
AsAsULUAINITUSUIS

Involves transformation within a large framework rather than
incremental improvements. Innovative methods, tools and
techniques, in the context of a given country or region, and, are
applied to transform public sector organizations through the
application of whole-of-government approaches to service
delivery, among other things, through the strategic application of
ICT in government.
Redestumsuuasunseuuuaalnannninmsuiuuany
whunsWauuianssy wiesllouazmaialutiunvessemande
giimafiaunseiluuszgndld Wedweuuinisieunimelulad
ANTHUNAVRITFUIR

Introduces a new concept
winAR

Introduces a unique idea, distinctively new policy and
implementation design, approach to promoting whole-of-
government approaches and/or innovation, in the context of a

14



AlauumslumsAniunsadinsvesusiela United Nations Public Service Awards ¥0409AN15avUsen913

VANNMUNNITNIITUN

Aasulelnedual

given country or region, for greater public sector performance and
socio-economic development.

Buerudelvadiintu Wudeuviglniuazesnuuunissidunisni
WWINNINITELESIAENN9Y095Y wav/vseunnssuluuunvesuseine
voniimafiefiuussansnmussnindguaz A aasegia
waz A

Uszand 4 NNSELESUNITNBUAUDIAIILELDNIANNILNALUATENBUUSNITENET0Y

Category 4  Promoting Gender-Responsive Delivery of Public Services

NANLNAUINNITNANTEUN

Aasulelnedaal

Provides high quality service
delivery for women
%’@mﬁmiﬁﬁﬂmqua
dmiunquans

Provides increased access to high quality and affordable service delivery
for women; Includes innovations in service delivery mechanisms that
cater to the specific needs of women, in particular responding to the
specific security risks, care burden, mobility and access issues faced by
women.

FolTE st mgeiiansnsaduseltaesls dmsunguasdiiiannn
Jusadsuiansalunalnmsdmeuuims Aelistuamusossiugu
funguan laelannyeeidsmineuauewiom A uANIaeas Tidl
AW RsUass Maglumsgua nstedeudne wardlammsdiis
Afnawdawiuass

Promotes accountability in
service delivery to women
duasunszsuRereulung
dapuusnislifunguans

Utilizes documentation in various forms which can serve as
evidence of a government’s conformity to women’s human rights;
ensures mechanisms that support women to easily obtain
information about government actions, initiate investigations or be
compensated where necessary; and ensures that officials are
sanctioned when women's needs are ignored or when women's
rights for service delivery are not protected.
nsldenanslunuurledusing q Auansfandngunessns deaduld
AudnSuysesuvetansasenalnatuayulinguaniaunsalasuteya
MnMAsgety asnsonsaseuiiesiu ieldsunisvaelunsdi
F18u uagmsadreeuiiulasounanudminisy Woaziaevdolsl
Undedlumsliuimsasimuamasiosmsiugnvdonudviansvlensaz
95U
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VANNMUNNITNIITUN

Aasulelnedual

Promotes transparency in
service delivery to women
wesuas1aalusalalunig
dateuuimshifiunguans

Creates mechanisms to increase the ability of women to observe,
monitor and analyze government decision-making and processes,
including participatory budgeting and planning processes, and
citizen feedback mechanisms.
afunalnlunmaifinmnuansavesnguasslunissudan Aamu
waZIAIILINIEUINNIINY Lasnsdndulavessguia sautanisd
drusinlunszriumInuNulasMsIavineuUszana taznalnlumssuils
ARTLANNUTE VU

Promotes responsiveness to
the needs of women
AUATUNIINOUAUDY
ADAIUADINITUDS

nauan3

Enhances responsiveness of govemment to the demands and needs of
women, in particular those in remote rural areas; Demonstrates openness
through consultative mechanisms with women and their representatives;
Implements new processes and institutional mechanisms to channel the
demands and views of women. This may include dedision-support systems,
govemment networking, and consultation mechanisms leading to more
effective policymaking and implementation as well as multi-sectoral and
“horizontal” approaches to public service delivery and management.
daasalinmesalimsneuauesormmdoimsuazanufemsiuguves
nauaeRifisanntu lnslawzee s anduasiluiuiivilng Tnemsdasuils
AR unalnmeUsE AT fuvesnayEs msUUUss
nszvunulvl waenalnanniufiasdutesmdunauaneienaie
AsARiuBsnaNErs Feonavnenniesruuatuayumsdnalarsete
mMsieuness uaznalnmslidEnn Mhlugmedmualeusuas
miﬁﬂﬂﬂﬁﬁ’aﬁﬁﬂixﬁm%mwmﬁu WuReiuiuMIIANswaTd ey
‘U'%ﬂ’ﬁmﬁﬁmﬂugﬂLLUUﬁﬂa'mmem']ﬂmuLLazLLmsw

Promotes gender parity in
public service delivery
ﬁﬂLﬁ%Mﬂ’J"IMLaﬂJ@ﬂ’]ﬂVI’NLWﬂIu
NNEUBUUTNITANSITUL

Introduces incentives and changes in employment policies,
including recruitment, promotion, training, compensation and
career management policies, to increase the number of women in
the public sector at all levels, including those in the front line
and at decision making levels.
iauedsgdlanazmsvAsuudasluuloviensinanu sudansassm
mn?iauﬁ%mﬂaﬁqaéﬁu NSRNOUTU MIVTMITAWOULVIU Wazuleue
msUivsaneeiniaziiinduuansluniasgnnssiu sudsdiiegly
wwmthluszaunsinaula
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VANNMUNNITNIITUN

Aasulelnedual

Transforms administration
WarUWUaIsEUUUSSINANG

Involves transformation of a large framework, rather than
incremental improvements, to promote women'’s rights;
Innovative methods, tools and techniques, in the context of a
given country or region, and, are applied to respond to needs of
women. These may include the provision of e-government
services; a change in organizational culture; administrative
reforms; or the overhaul of government procedures for gender
responsive service delivery and the application of knowledge
management processes.
Tunsdaadudesdnianiifiendestunsdsuwlaineldnseulnglu
nsvheannnInMsivdsuulasiaunegeresdudeslu Tnenist
ndnns insesileuazimadaiiduninnssilvl 9 Whaszgndldiy
WUIARAIIUTUNVRIUTENAYTONINIA LALaNIITONDUALDIAIY
Foansvasnauanily Tedavardonnmudanmsdaliinguinimma
Biannselind (e-Service) GuaﬁgmamimgauLLUaai’wuﬁiiuaﬂﬁﬂi
MU IUNSUTISIANTT vﬁaﬂ1iU%’wqwmﬂmﬂu%umaumi
Iﬁu'%misuaqmﬂ%'gl,ﬁamauaummmLauaﬂﬂﬂVINLWﬂIuﬂﬁﬁmau
UINg LLazmiﬁﬂﬂizmumimﬁmmim’mﬁmﬂizqﬂ&ﬂ‘t’f

Introduces a new concept
for women'’s participation in
policy making
LAUBLUZLUIAR Y]
TuGesmstidmsvesnguans
Tunsivuauleune

Introduces a distinctively new approach to promoting the
participation of citizens, especially poor women, in policymaking;
this may be through the application of a new knowledge
management technique, unique policy, or implementation design
in the context of a given country or region.
weuauusifiunslidiusuesnaUssvsulagionznguans
fiernau lunsimuaulewviy %ﬂﬁmﬁ]%’mumiﬂizqﬂmﬁlsﬁmvﬂﬁﬂmi
dnnsemusluel 9 ulsueifanuamevidensesnuuuuleunsluns
llgnsufiRluviunvessemavseniinia
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UNN 3
YUNDUNTFANATI199A United Nations Public Service Awards

DIANITANUTEV VIR I NUATUNBUNTATAT LaTLUINIINITUTELIUS19T8 United Nations
Public Service Awards 1A@adl

3.1 ITNITHATIUNBUNIFANATINNIEA United Nations Public Service Awards

Asasimsuesus1eta United Nations Public Service Awards wUdtumaun1saiunisiiy
2 TURBU A9

) =
VUABUN 1

nsenluadasnisesulayl druduled www.unpan.org arelufuiidanun (Unfesdnis
anlszrniandaiuadaslutiafiousuneuiduieusunen) naideluiivimdnvesiuled
udlimaentate Events Wada UN Public Service Awards Waz#ite How to apply muaiau (13
dlud www.unpan.org/applyunpsa 2014 ) mﬂﬁ?uﬁﬂLﬁumimm%’jumuuasL‘éaulﬁum’iaﬁﬂ’iﬁ'
seylluduled Seasdududnsnsendoyalunuunesumsading Tnsazuanetumuuszamaneta
fivetuasing fsdinmnsondeyaluuuesudoddnmla awndalu e aw léud nwiensie
Ju Sangu Hiuma fade viieau

st lumsnsendieya doansendumundsnag Tneduduiviade Information on  institution
being nominated 1¥nsenteyavemnsnuitainsid1iunisdaiden museide Information
on institution making the nomination lWnsendeyauesiausdenhisnuiiainsidtiiuns
dauden (mireanuliansaiauedoidirsunsdadentdion dduiiddiauetonenurelisyydy
dinau nn.g. Tnensendoya dell
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Information on institution making the nomination

Institution Name:
Institution Acronym:
Institution Type:
Contact's Function Title:
Contact's First Name(s):

Contact's Last Name(s):

Contact's Gender:
Address:

Postal Code:

City
State/Province:
Country:

Telephone/Fax :

Office of the Public Sector Development Commission
OPDC

Government Agency

Deputy Secretary - General

Mr.Pongard

Treekitwattanakul

G Female o Male
59/1 Pitsanuloke Road , Dusit
10300

Dusit District

Bangkok

Thailand

+ (66) 2 356 9999/ + (66) 2 281 8169

Institution's/Project's Website: www.opdc.go.th

E-mail:

E-mail Confirm:

areepan@opdc.go.th

areepan@opdc.go.th
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JUAAUN 2

1) szuvazdnddluadingdaniie DPADM (The Division for Public Administration and
Development Management) TnednlusiAilefnidonnanuvestasinsluseunsn Fmnmiesuay
I5uudsnanisatasynediudnien User ID uay Password titeliiviiignuldlunisnsiaaeunanis
finsansiely Mndussdnisanyssrfaglfnansana 1 dou dudumsfiansandndentanu
yoherulusauwsn Ussanalangiieununiusaglasunsudmwandu)

2) fastasfiiunisAnidonseunsnidngnszuiunsfiansansevassazldsuudslidaonans
wag/viondngrusedadiuiy IHun aanne¥usesnnmsnuiiiendes 2 adu (Letters  of
Reference) Waglonansndng usnsds ileatiuayunanissuiunsussana 5 (309 19y 189uKa
M39979U2IULAZNIATINEDU  NaNSENTIIANILANTILYeIUTEYY Ludu
s - mevasailuatihseaulavud fahsaasiaieuenarsiuiy s dudessoauniiey

HuTOUANIAEN

nsdaanansiisin ansnsoald 2 ma il

- slusudld TunsdifidwineiBidsesd wisdedr” Tnefiforuszyfishansudisuiias
hartas wagszyinenanaiinduiuuuindeylstng

- yeszuvesulay fadasmsduenaniuiud el lnodatasagléty User 1D way
Password runnedidndsnndsluainseeulatindy deld upload wnansuszuvesulal

lnaguLEY Uszneume

- InvgsUsaaINMIeaIUiAgatae 2 aty (letters of reference) anviaNBSUTeS
91978 uUlAg0IAN1TNUIBUNIASY NIeUUIBIUNIALENTY WiazfodkildmitsauRiduiy
mhsnuiiatesiiievesunsussfiuiiosuseta Tnaoniuilusamnemsagiinistlmiuusei
Anud e usImhsnuiiainsUszauarudifeliandegilsidein lUUTR wazasdou
Turhuesiiin MluRanssuiiviheauihdsasauanisléseda @dnau nu.s. swduRaveueen
wiladesusedli 1 alu mhenudesdavmundn 1 adu)

- tenarviang1u 81989 2-5 1509 wingrudrsdadieldauayuianssuniolasanisiivh
HundngruiteglugunuuvdeTaneslsald Wy tonans wilsde nadisrannuAnfiulssseu 37
Flow unanulunidsdeiiu 35 Dusuy

Tuasinsluseugaineaglifunsdndulnennznssunsiidenvgfunmsuimsnuas sy
Y990IAMTENUTETA ndsanfinnsandndundimisanenssunisy asudenederldiusstaliua
\rBn1sesEMIanU ST AieUsenasely
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3.2 YuUAUNISUTILIUTDIAUZNTIUNS

TunsUszidiuvesanznssunsitednduliisna¥a United Nations Public Service Awards i
TeazBoauazduneuluntsiansan il

1) ﬂmzﬂiimmi@%mmm%m The Division for Public Administration and Development
Management (DPADM)  m529gouldssduinnsentuadasasudrunsodsonaisasudauniob
Tuatasiiliauysaiieladulumunasinisfiansanazgndadns

2) vintufnTadIvielasinsiifadinsdsuaslinuenssunadideatioues DPADM 2 Ay
detnfnsanifieliAnenugfisssy Tngluduthsdadonmedediiunisdaidonsouusn

3) grunsdadenseunsnazldsuudmedudlfduenansuaz/miovdngrusned i
iieliuszneumsiansanvdsaniionsanudazdadensederinutiseugaving

4) AENIINNSHLTEIMIYRs DPADM  azdeederiiuinseugarineludnaznssuns
QJL%EJ’JGUWQJJ@TWmiﬁﬁmimumﬁﬁmz (The Committee of Experts on Public Administration, CEPA)
defimsandrdudlortaiuudnsdmetombsmuildfundairuensumaiofosanoyii

5) CEPA dananisiarsanluuavdnisesdmsanyssmiiiossnasiely

6) mhpnuiildsunatagldsudalndisuluitueuneda lunsdivienulilésunis
Andenbilasuseiaveiimauddinsuuiu
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UNN 4
LUININIS VY USI89TUNDELATS197a United Nations
Public Service Awards ¥8994AN158NUSLV1¥R

mswglasusstarselity Wladdnyeditsnadeuiliouls Samnsanufsosilandliumn
wazmauliasunnUszidiudinn eskieiinisdndenvesamznssunisiu fansananuasui
Mﬁ?ﬂdﬂuﬁiﬁ?juaﬁﬂﬂuvﬂ%ﬂLLiﬂL‘td]uMéJﬂ setiluitedfuvnieneonitu 2 dw ieliiAna
Forufauminisdeunenudia Tnelssanden &l

dauusn Wudewuzilumadousenu nsesuigliiuduumis madeunenuid vie
AsmsuftRlunsdeuseny (Do) wardsilinsuFoRlunsdeuseu (Don’t)

dauflaes Jouuzihlagaguanuasuvosnsanuig 9 Aldumeda

4.1 BUINNNNISHBUSIFUNBFNUATVBIUSINIA

N133rIssuNanIsTRRILIAMAINNITIEUSN SieadAsvesUI19da United  Nations
Public Service Awards AgfaddniiuazilauenIunsaumaIy 4 9de 531 12 U8 Jan1suaue
HaUITeAISULUR (Do) kazkinisufus (Don't) luusiaziite fadl

1) mM3asztdeynn (PROBLEM ANALYSIS)
Tnglnesusistynnseaarunisalinounaysisulasenig

FaA5 ey -

[

1. mseduglinsounqulu 2 Usziiuiiddey fedl
= < ° d'
1) venfialaym anuluun AnudAsy 7

vhngnssiEuAangsums
WAIINITUINNG

- ashAsusuw/aniunisallan ¥SeANINGUINVRIUTEYYY
Q’éfaaiamaLﬁﬁmnﬁagﬂﬁﬁuﬁqmmﬁﬂL‘TJuLLazmmﬁﬁmaq “AnTINsiay”

- lums@eummrarnusiduresnmsiizufansaumsiuliiiiuin
dlaifenaneliAnnadesowmsugia dau 3aTAnvesUszrvu videTaussaueslst wasiiielv
foyadiamnindefemnndstumsinansdmavionansifeatduayutoyadingn

2. szyfangumedanndilafunansenuandamiingnn wagszyingudny
FananldsunansznuudaneliiAndamila ashliduidgmingunsdeaildfunanseny

22



aAleuuImslunsaniunisaiinsvesuseda United Nations Public Service Awards U9489AN15avUsenvi

relmAnkanInuaTysAa daaw viieTamsssuesnils waeiiiolideyadanindedoundsiunis
finsdsavsenamTIeatiuayuloyaningi?
deitlinasiTou ;
1. vendgym arauduun  wagmudAry ﬁﬂwmgimﬁﬁuﬁamim uiller
vandgmninan nelilianansenudediaugule

2. szydangunsdauilasunansenuaindam wililassyingudeny
asnanlasunansznusdnebiiadynile

2) nagnsn1sAnliunis (STRATEGIC APPROACH)
Tesunefsdiauowuiniuilatdym wwmnanisuddym dndunnufa3isy
aSwassrvsoduuinnssy

deiinandeu -
1. arsesuelinsounqulu 2 Ussiiuiidndny feil
1) spyusgloviiildanianssy wasnadunvd TaoTeuludnums
ayuilusziiu 9 wasveeanuluuiazUsziiu
2. szynauitlduselomianfanssu
- PIsinanEITIATeRAN TITUATUAYUTRYARINAT
- yhilusslenivesianssunisivauvionadugrsiladosd
wanseyuvieTgldsuuslondly et wu SnanssnusoUssrnsialsane iiesedugiinnn vie
spduindiui (Dudu
2. ensseliidiuiirusnysraudaeslslunsdidumsesnetao udalu
surAniiuuanisegalslunisdanisiutgmainan (asedureliiuninedrsdaiauinuuinig
nsdanstymanunsandunufifuaziianadisaldasa)
3. msuandliiuildieieaovdonguiozlslunisdanisiulignidunis
a¥umnuidedelriunfansndFuiihunldlunsinm wsuansdinsanegradussuuiivdnns
manAniitaaulufioensu

dailainsidou ;
1. WeuludnuasussensluiFes q Lifnsdangulssifumaniain vielsl
annsotthmneves flésuusylevivienansznuldednsdau
2. lsgyIsmsdnnisiutaym viseaUassalvitniau

3) msaniiun1suazn1silUUUR (EXECUTION AND IMPLEMENTATION)
ToSuneanagnsuaznslugnsujud fildnlddudeiiierdeslunisinlg
MURUR niwernsithunld mandefidiiaanmssuiuns ssuuiidmusliidefnmauasUszidiu
nanssu Jgymauassavan 9 wagiinmsienvuzdamvnguassa

23



AlauumslumsAniunisainsreiusneia United Nations Public Service Awards 98383finsanysyuuas

Aefinandey
1. psesuelnsounaulu 2 Ussiiuiidndny weil
1) szudaueleymlunmning
- JuAnananunisaiidenlosiulaniita viieanunisallan
vioanmINsaimedinnvesUseing weanudosnisvesszvvululsemaegnsls vdeideuleaiu
USUNUseinaogals 1w UlguguugnsAEnsNIsSHAINITEUUIINIS W.A. 2551-2555 wiaulauly
E-government v0455uU1a \Uudiu udanhungnishaianssuedisls
2) seydsivinlvRanssulsraunnudsa
aradunsldiniesiienomatianisusmsadelng 4 viedu
Aunssuilistuanmaiens vieUssaunsaimsufoinuresmiluesding udniludnsadanagms
Tl 9 Fihaldlunswaunlddunadise
2. msesuglrinseunaululssduiidfylunsssyingUszasdvdn nagns
wazdsnisaiiuns mndeuludnvasdulsediu 9 udwereany  ddusdartuneusenis
Aufiunis deadewveneanuin iieerls wievhuduinussloviosls (masinussloviluaemia
Tnslawgnadiviliusssuogifiguanniu)
3. msesuelidududiudunavesnisiiiulassnisnienanssuii
Foasuiuanerls wavesndlsthe  (Bunsuansidtuinnissudunisidussuuiunssuiunisin
M3IAIEh nsildudamvesiiifidwlddimds nsruaunsuimsianisifiusednsam uaziing
neliinUseleviunuseansunyunlaase)

Ao o oA

. msesuslinseunauludseifiufidrfey Ao msszyndnensilily
Nanssusengs taganiz Aun1sEu muaia sunsneinsyans
- msuansliiiuiminensfananliduindeuansauldetndls
- v¥nennsusazdadeiionyuiuendls deldmudszauaruduie

daitlinasiTou ;

1. mssyufauedgmlunmuauinineinnisAnvesnguian 4 viengy
Tngvansfnw Lieatiuayuanuda viensAnldlaglifndnnismeeufedidaaudussuu vie
\ina1NNsAnAULALIVRIRTIAUT Y

2. vanifisssndutunou viensruaunuvesiaianssu

3. Wsgymsailiunismussegnaimainililinsuanuduiusneunds
vosmssiunaiduedisls  (esndeuludnunsidmssauludes 4 liawusedlifugavie
Panmiddyiuandiifiuieannugeen viemudufalunsdiunisldognsdniom)

4. spydfiaiilimiwensoslsthe waeninensudazegieduldsuasmu
whlnd  Iegldansnsouwandidiuldhnslininensmvadumnzandniu wazduraudsslovd
vidoTnguszasdidosnsiaumield

24



aAleuuImslunsaniunisaiinsvesuseda United Nations Public Service Awards U9489AN15avUsenvi

4) HaNSTNULAZAINE9EY (IMPACT AND SUSTAINABILITY)
TraSunedalselovinlasuaniasenis AudeduraInNsatiunIsHaz NS sunlasu

faNAIsITeY
1. ansesuelinsounqulu 2 Useiuiddgy fail

o
a =

1) Weudsrnuaunsatunsihianssunanlumewns wisusuldiv
migeduiiddymsssylildegrdaauindeiluvssnandmadnilagsuildaziiuogals
iy Yszenauldsuussloviifntudosas .. vioauamTinvesdfoslonaftulonay .. W0us

2)  esseylidiudsanudidguesianssy lunsiludsuldiv
Useimaduld  (e1alddoyavesuszmedidesiamnnindugnlunisiieuiiioulsslovivesnisih
winnssunsianniaalsluveona)

2. msesunelvinseuagululssifuiuandmiudonladifyvesnisiam
Ao mavhausmiuduiunstidusmvesiiierdemiediidlfdudsdsenaldannsinm

ENTINGETCIATE
1. spyiiesfanssuivh usildwenlesludmameunsviseusuldiumitsnudu
2. swywiieausiUszaumsalitlel wililansnsawesledlgmaasraunSeulunsieus

4.2 YauuzilngNINTINAINNITANEINAIUVDINULBIUNLATUTINE

1. NISWYUTIBITULNDENAUDTUTIIA

1) wihsnumsfsusienuniansiiuimnuddylunisanduneuenis
AnaIL N15USNNT sepznakavaldinelunisuinisgniausensu wavniasgansliinudAny
Tunisnsgaremstivsnistugeiunndadilifeinussuumalulagansaumeaiielinuuinisniasy
ax N o ea s & A N DY
AU HueseTevsANIBumeslnY3e E-Government iawiuauasaInliiuUssuIsu

2) Uszidiud UN Tianudndny

o~ D) o w a4 a a 1 v
® anuileuliiuiennudAyveasosdnBie vy WY N15AANIIAAN

@ v

n1stesiunisvieslinsey wien1siinfisssuvasisauguluduiuiduuasdunauiianas 33 UN 11

v W

Anuddryfutssiiuding

i wamuﬁ'ﬁwLauaLﬁmﬁummmqﬁuLﬂﬁauﬁlﬂé’wuuw‘%aﬁuﬁmﬂﬂa LU
imzeng 9 Tnensviigruteyavesiie Wehfsdeyavesdiunanslunmsfumsinuuas uuinig
frtufisusiiulsmeniagud saufmsdadilsmenuiadiinisinmsengn (Low cost Hospital)

dmsulszmvunisielatey wasn13dnnislasEianeniuaIsnsage

25



AlauumslumsAniunisainsreiusneia United Nations Public Service Awards 98383finsanysyuuas

® nanuiiaueiiedfuans atainsuaznisididenuuinisvesdiing
MIPUAN 19U 50EN57900Y MIFNINEIUNA Laznswisuiueualy

® anwuinanslifudiinisdndwesuuinisaedsluiiuiidig g
Tnsianzegnsbnisliuinmsiundumefilanielnsdwitiefio wagnsiadinguenanatinsyumy
yomsdndaguiuinismuuvasuey 1wy Feasinaudn dWelisersuannsndidainises
apsslduniu

® anufiuandlifiudsnadnfsdvivieasisaauiiuguvesyud W
Tl Usgur nsshwmenuna vesuseynvu

® nanuiiandiifiuisnisdanisinuinduuasiniontu Wy n1sdnnig
gun1sFeudindoudl warsrvumaluladasaumeadelidrdsiiuiivislnauasiinudsgs uas
NMSENIYITNE <)

® nasuinansliifiuiensdnasmineinsiidunguaudisisgldiilunis
Tu3nsveeniasg wu nsfny saudenssuilinnuniiuvenguausneg

®  asuiluansliifiufednsanslufiunisanaiuguusenananio
ATOUATILAENNSEUESNENDERS IR
2. YauuzinlunsIus189U
1) TumsWeusiernunndoulidudessniesdoaiolierudleineg wazlunis

noufauarTemsneusalrauludody

2 TumsBoudeyanmsinuaia Widsuisudiouszwindusniidniunnsiud
anvneveslaseins Wenandlidiuienisihauianas uazasdowduns Weanszeznauazns
WEUIUIUAI

3) Tunmsdeumsnuasidoulimsdeuduife Wemmilieudilaen msdeu
Wudanssann

a) lunmsdeunenumsmeneanniuuesiivszvvuldFuussleminnninadeu
TAAudansUszndnsulssanumesiguia

5) lunsdeunenumadswssleadenuniidileine wasdoulannudfyly
nsaiulasanisiidaau

6) lumsdsusearuianguauiliiunalsslonilvinniian ouanslifiudnmuen
voslasensiu

7) lunsdsusendldemsidmneuiumldnoumame i wsasyildui
%ﬂwmuiaiﬁ%’agmﬁ'uL(?mmmﬁ:u

8) lumsi@vuseaumsiandiiiudmaansveddasinslussozenn wazdiuau
Uszmouitldfuusslovilaoaneruiideslona ansuazauys

9) TunsWeuseeuasd Buﬂﬂﬂ%@%aﬂ%ﬂﬁaﬂiﬂﬁﬂﬂ”ﬁ NNMINANUAATILYB BT

26



AlauumslumsAniunsadinsvesusiela United Nations Public Service Awards ¥0409AN15avUsen913

AMANUIN

A19819N15LVYUIIYINUVDINUILUNLASUS199]

27



AdeuuImslunsAiunisainsvesuseda United Nations Public Service Awards vedasAnsanyssynui#

f19819N156VIUTIUVBIVIUIBNUNLATUSI9TA

dwiuiiomansgludiunianuani Tdudseanduaesdy fe

dadivils Iimunufedmalsunssuwessemalugiinig Asia and the Pacific 7
lasuseiarsuzian (1st Place Winner) United Nations Public Service Awards 2010 @164 9
ielddrusvnisldifusiedrsdnelunisifousisnuitovaausiusiefadngtn nieud 14
Jipswiumensdenlundazdany ol drusrvmsianudiladety LAZLIUALAUYDINIS
Fouseausainan fil

Uszananv1sneia Usene WENTU WUBUY
Improving the delivery of Australia Building Governance and
public services Resources in Elections (BRIDGE)

Democracy Australian Electoral

Commission
Fostering participation in Japan Collaboration Saga Prefectural
policy-making decisions Testing Government
through innovative
mechanisms
Advancing knowledge Australia Knowledge National Blood
management in government Network Authority

dauilans welrdiaudaiauwazirelunisinlddszenduntu asiusiudiegneanisdeu
189UVBINUREUUTEIAlNeN lesUI9Ta United Nations Public Service Awards TutiqUnn1u
11 e lidus1vnsidudege@nulalud niuinianils fail

Fomeeu 51978 lé5u UssNnav19193a lesu
AsuYaUsENIUY 1nd Place Fostering participation in policy- 2012
Winner making decisions through
innovative mechanisms
T5anenu1as19in 2nd Place Advancing knowledge 2012
Winner management in government

28




AlauumslumsAniunsadinsvesusiela United Nations Public Service Awards ¥0409AN15avUsen913

Fomineau se¥aiilésu Usenanvisneda VilFsu
nsuYaUTENIUY 2nd Place Fostering participation in policy- 2011
Winner making decisions through
innovative mechanisms

dA1UnUETININTNIA 1st Place Advancing knowledge 2011
T ATUATINING Winner management in government
159NEIUIANRITY Winner Improving the delivery of public 2009
uasLFeslny services

Tsaneunaslass Finalist Improving the delivery of public 2008

services

29



AlauumslumsAniunisainsreiusneia United Nations Public Service Awards 98383finsanysyuuas

A9819N15 VYUV UVDIUTEINA
lugiinia Asia and the Pacific #la3us1eTavuziaea

30



anuInglunisaiiunisatnsuesusneda United Nations Public Service Awards 98989An15a@UsEu919

e

,,,,,,,,,,,

Improving the delivery of public services

Fouasu : Building Resources in Democracy, Governance and Elections (BRIDGE)

Fanuae91u ; Australian Electoral Commission
dsune : Australia

1) What was the situation before the initiative? (The problem)

The past 20 years have seen a rapid increase in the number of democratic
states. As a result, the number of elections worldwide has increased dramatically.
Initially the international community tended to deal with requests for electoral
assistance by deploying large numbers of “electoral experts” who played a very
“hands on” role in running the elections concerned. There was at that time very
little emphasis placed on building the capacity of local electoral staff. This had
potentially deleterious implications for the independence and sovereignty of the
recipient countries

The experts were asked to reflect on everything, which, with the benefit of
hindsight, they wished they had known when starting work on their first election. The
knowledge, skills and values they identified formed the basis for what has become
the BRIDGE curriculum. At the time no comprehensive curriculum for electoral
administrators existed anywhere in the world.

The need for such a curriculum was also recognized in 2000 by the United
Nations Transitional Administration in East Timor (UNTAET). It was on that mission
that, for the first time, the UN established a Capacity Building Section as part of an
Independent Electoral Commission. The AEC and UNTAET worked together to use
the earliest modules of BRIDGE as a vital supporting element in that approach. Since
that mission, capacity development has been a much more central plank of UN
electoral assistance missions and BRIDGE has been included in dozens of the
electoral mission plans of both UNDP and UNEAD including Georgia, Sudan,
Afghanistan, Yemen, Bhutan and Nepal.

The project filled a substantial need for an appropriate mechanism to build the
skills, attitudes and capacity of the large numbers of officials worldwide who were
being asked, with minimal prior training or experience, to run free and fair elections in
new or transitional democracies. To date, BRIDGE modules have been conducted for
more than 4000 current or potential electoral administrators around the world.

Please see BRIDGE website for more detail: www.bridge-project.org
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2) What were the key benefits resulting from the initiative? (The solution)

There are two guiding questions that inform all of the decisions made in the
development and facilitation of BRIDGE programs. These are:

- Are we improving electoral processes?

- Are we strengthening the confidence and competence of key stakeholders?

The short term indicators used to track BRIDGE’s success are the level of
satisfaction shown in participant evaluations, and the number of work plan
undertakings completed. The indicators selected for the long-term include the
following.

® A values and ethics based approach to all aspects of its work is adopted by

the Electoral Management Body (EMB)
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Professional development is a higher corporate priority inside the institution,
reflected in human resource practices.

A BRIDGE-like active learning approach is incorporated into a training regime
making use of fully customized resources informed by the original BRIDGE
materials.

The morale of staff, institutional pride, and commitment to the values of
democratic electoral processes is thriving.

The performance of the institution in delivering certain elections-related
functions that were the focus of the BRIDGE workshops has improved.
Increased understanding of broader issues of sustainability within the
institution. The improved state of relations between stakeholders brought
together in BRIDGE workshops serves as an enabling factor for credible
electoral processes.

An improved policy framework is in place in specific areas corresponding to
the focus of the BRIDGE program.

Other indicators used by the partners to measure the efficiency and effectiveness of

the project are:

The take-up rate: The calendar for 2009 indicates that already there have
been no fewer than 35 workshops conducted in 22 countries including Tonga,
Palestine, Nepal, Afghanistan, Ghana, Angola, Senegal, Timor Leste, Indonesia,
Egypt, USA, Jordan, Fiji, Vanuatu, Philippines, Colombia, Federated States of
Micronesia, Georgia, Bhutan, Yemen, Pakistan and Australia.

The number of repeat uses of BRIDGE by clients: Of those countries using
BRIDGE this year, 14 are repeat users.

The number of times BRIDGE was built into the capacity development plans
of organisations such as the UN and AusAID: Currently BRIDGE is built in to
almost all of the current Electoral Assistance plans of UNDP. It is built in to
many of the current plans of IFES including Pakistan and Jordan. It is currently
built into many AusAID programs including Timor Leste, Indonesia and
Solomon Islands.

The level of demand for the Train the Faciltator (TTF) program: So far this
year, there have been BRIDGE TTFs conducted in Ghana, Georgia, Jordan,
Brussels, Peru, South Africa and Nepal, training some 150 potential BRIDGE
facilitators. Currently there are more than 250 fully accredited facilitators on
the Database and almost double that awaiting the opportunity to complete

their accreditation.
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The number of hits on the BRIDGE Website. There have been approximately
1.5 million hits on the website in 2009.

The BRIDGE partners — in line with the Paris Declaration 2005 on Aid Effectiveness -
have been instrumental in reducing the amount of duplication and competition in the field

of electoral assistance.
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3) Who proposed the solution, who implemented it and who were the stakeholders?

In December 1999, at the invitation of the Australian Electoral Commission (AEC),
a group of prominent electoral experts from around the world (the “Expert Advisory
Group” or “EAG”) met in Canberra, to discuss the potential structure and content of
a short capacity-building program for electoral administrators.

BRIDGE was developed and is implemented for the global good. The AEC’s
BRIDGE partners are the International Institute for Democracy and Electoral Assistance
(IDEA), the International Foundation for Electoral Systems (IFES), the United Nations
Development Programme (UNDP) and the United Nations Electoral Assistance Division
(UNEAD). The AEC, as lead agency, has funded a permanent BRIDGE office in
Melbourne since the inception of the project.

The curriculum framework for BRIDGE Version 1 was informed (as a starting point)
by the members of the original EAG, but they could only represent their own
particular experiences, substantial as they were. From the moment BRIDGE was first
conducted in East Timor (in 2001), all BRIDGE implementers and facilitators have
been tasked with seeking out new examples and activities that can be used in the
BRIDGE curriculum. Examples of best practice and alternative approaches in election
management have been collected from all over the world. This has given BRIDGE
Version 2 a richness and depth that is even better equipped to meet the needs of
clients.

Regional BRIDGE Expert Advisory Groups are also employed to ensure “buy in”
and a sense of ownership. These are representative groups made up of key decision
makers in the client groups. They help to ensure that client groups have input at
every stage of BRIDGE programs. An example of such a group is the Pacific Island,
Australia and New Zealand Electoral Administrators’ (PIANZEA) Network’s advisory
group that selects modules it thinks are most appropriate to the network, nominates

35



AlauumslumsAniunisainsreiusneia United Nations Public Service Awards 98383finsanysyuuas

trainees for TTFs, and helps to customize workshops by providing materials and
examples from the Pacific context.

There have been more that 50 contributors to the BRIDGE curriculum from all
over the world. They come from diverse cultural, linguistic and electoral
backgrounds.

On a day-to-day basis, general queries and requests for support are dealt with
through a BRIDGE office email address (projectoffice@bridge-project.org). All BRIDGE
office staff are copied in to any request coming through this address and there are
protocols in place to ensure that there is no “doubling up” on answers and that no
guery goes unanswered.

The original intended target groups for BRIDGE were Election Commissioners and
EMB personnel, particularly in post conflict and developing democracies. However,
such has been the success and appeal of BRIDGE that the audience has broadened
to include political parties, parliamentarians, civil society organizations, election
observers (international and domestic), members of the media and security forces.
BRIDGE has also been taken up by the AEC as part of its induction and internal
professional development programs and other established EMBs such as Elections
Canada have been exploring BRIDGE’s potential application for their staff

development programs.
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4) What were the strategies used to implement the initiative?

From its inception, BRIDGE has been a world leader in professional development
for stakeholders in electoral processes and has at its heart a “change management”
approach. The BRIDGE methodology, based on participatory, adult learning principles,
is revolutionary in electoral capacity development. BRIDGE changed the focus of
electoral capacity development by describing and treating electoral administrators as
professionals. This means that the curriculum does not simply expect rote learning of
electoral law and procedures. Rather, it engages participants in dialogue about the
importance of their role in promoting and maintaining democratic processes. While
recognizing the importance of skills and knowledge, BRIDGE places ethical principles
at its core and challenges all stakeholders to measure their actions against these
principles. In short, BRIDGE has as one of its main goals supporting attitudinal change,
something that has not been attempted on so large and systematic a scale in the
electoral world before.

Consideration of the use of BRIDGE may be prompted in a number of ways. A
general request, not making specific mention of BRIDGE, may be received for
electoral assistance or staff capacity development. In some cases a donor or BRIDGE
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partner will conduct a broad country-based assessment and may consider the option
of using BRIDGE as part of an electoral assistance package. Over a series of
exploratory discussions, a consensus may develop between clients, donor
organizations and electoral experts that the use of BRIDGE may be appropriate. As
BRIDGE has become more widely known, specific explicit requests for the conduct of
BRIDGE courses are increasingly being received. Regardless of the type of request, a
needs assessment is carried out in close consultation with the client group and a
program is developed to meet the specific needs identified.

To date, BRIDGE workshops have been conducted in more than 40 countries for
more than 4000 participants and in numerous languages including French, Spanish,
Russian, Arabic, Pashto, Nepalese and Indonesian. All BRIDGE programs are demand
driven and planned, developed and implemented in partnership with each discrete
client group.

The original objectives of the BRIDGE Project were therefore to:

- promote internationally accepted principles of democracy and good electoral

practice;

- enhance the skills and confidence of stakeholders in the electoral process;

- increase the awareness of tools and resources available for the building and

maintaining of a sustainable electoral culture; and

- develop a support network for stakeholders in electoral processes and

encourage a culture of sharing

As with all effective, long-term projects, the BRIDGE implementation strategy has
evolved based on lessons learned, client feedback and partner input. The experience
of running BRIDGE programs has confirmed that achieving the best possible outcomes
requires extensive consultation, detailed planning, meticulous preparation,
systematic implementation with an eye to sustainability, and careful evaluation.

For this reason a BRIDGE Implementation Manual has been designed to address
these issues. The Implementation Manual is a reference tool for BRIDGE partners and
BRIDGE implementing organizations and facilitators.
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5) What were the key development and implementation steps and the chronology?

The BRIDGE implementation strategy as outlined in the Implementation manual

can be briefly summarized as follows:

identifying needs and broad objectives and carefully considering whether
BRIDGE is an appropriate tool for addressing these;

formulating and adopting a grass-roots strategy and plan for training, in
consultation with the key stakeholders;

ensuring that the plan is driven by a local agenda, with stakeholders defining
their own needs;

identifying program objectives through consultation and contextualization;
thoughtfully and appropriately designing a program;

considering an evaluation framework;

undertaking comprehensive logistic planning;

executing the program in a well-organized way;

undertaking a well-planned and useful evaluation;

generating clear reporting and documentation; and

pursuing strategies for sustaining the program and its impacts, for example by
creating an internalized professional development strategy so local trainers
can sustain BRIDGE and passing ownership to the client organization at the

completion of the program.

A great deal of consideration has also been given to the setting of standards for

the implementation of BRIDGE programs so as to ensure the maintenance of

BRIDGE’s integrity, and achieve the highest possible client satisfaction. To that end,

the following agreed rules and guidelines for the implementation of BRIDGE have

been developed by the partners.

1. BRIDGE implementers must advise the BRIDGE Office, as soon as they can

legitimately do so, of forthcoming BRIDGE activities.

BRIDGE workshops must be conducted by accredited facilitators. The BRIDGE
facilitation process has been designed to ensure that facilitators have an in
depth understanding of the BRIDGE content and methodologies. This is to
ensure quality of outcomes and consistency of approach in the delivery of
BRIDGE training.

3. Those workshops and programs calling themselves BRIDGE must acknowledge

the BRIDGE partners. Part of the strength and credibility of BRIDGE comes from

the partnership, therefore it is important to give due recognition.
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4. Copyright of the BRIDGE materials must be respected. In this context, it must

be emphasized that the translation of materials does not change the

underlying intellectual property.

. BRIDGE partners may arrange translation of BRIDGE materials in consultation

with the BRIDGE Office. Other individuals and organizations must obtain
permission from the BRIDGE Office before undertaking translations.

BRIDGE facilitators and implementers must provide additional activities and
resources, translations, evaluations and program reports to the BRIDGE
website, via the BRIDGE Office. This ensures that lessons are learnt, and that

the curriculum is improved on an ongoing basis.

While BRIDGE’s initial focus was on election processes, its success has led the

partners to explore a broadening of the curriculum to include wider issues of

democracy and governance. Major work is currently being undertaken on the

development of a democracy and governance curriculum for the Asia-Pacific region.

To date this curriculum has been piloted in Vanuatu and Bhutan. In this work, strong

emphasis is as always being placed on the role of stakeholders both in the

development of the curriculum and as potential target audiences for the workshops.
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6) What were the main obstacles encountered? How were they overcome?

Perhaps the greatest obstacle to overcome in the development and
implementation of BRIDGE has been the resistance the “new approach” taken by
BRIDGE in helping electoral administrators to improve their service delivery. The
innovative BRIDGE methodology represented a major departure from the prescriptive
“operational training” approach that had previously predominated in the
international electoral landscape. This meant that all BRIDGE partners had to
advocate for the new, comparative, values-based approach that BRIDGE embodied.
Much work was done with the United Nations and with AusAID and other donors, in
international forums, to explain the benefits of such an approach. Apart from
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advocating for the methodology of BRIDGE, another central strategy was promoting
the notion of electoral administration as a profession, both to the administrators
themselves and to potential implementers and funders.

Yet another strategy has been the modeling of professionalism and diplomacy
by all the facilitators and implementers of BRIDGE. It was the belief of the partners
that if the highest standards were maintained from the outset, BRIDGE would “sell
itself”. This has proven to be the case.

In the almost 10 years since BRIDGE was introduced to the world of elections,
there have been numerous reviews of the curriculum and possible modes of
implementation of BRIDGE. Client satisfaction arrangements are constantly reviewed
and have gone through a series of changes. The most obvious change is the
expansion of the number of election-based modules from 10 to 23. This has been in
response to the stated needs expressed by clients and has provided clients and
facilitators with more choice when building their programs.

The TTF curriculum has also gone through a series of changes in order to
incorporate much of what has been learnt through client feedback. There is now
much more emphasis on the customization and writing of materials. This has
enabled facilitators to become proficient in building BRIDGE programs that are
specific to the needs of each context in which BRIDGE is used. This has invariably led

to better client satisfaction outcomes.

The biggest change that has taken place recently in relation to collecting and
using client satisfaction data is the more comprehensive approach taken to collection
of baseline data in the new Democracy and Governance modules of BRIDGE. After
two years of implementing the election related modules in BRIDGE Version 2, it was
seen as timely by the BRIDGE partners that data collection and evaluation
methodologies be revisited. With this in mind, an evaluation expert, who is also an
accredited BRIDGE facilitator, was engaged to redesign methods for capturing client
satisfaction data and for improving education outcomes. This involves the collection
of a great deal more data pre-workshop and then matching this with post-workshop
data in order to evaluate the changes in attitudes, skills and knowledge. This process
is in its early stages but is likely to be applied to all aspects of the BRIDGE curriculum

and its implementation.
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7) What resources were used for the initiative?

The BRIDGE office currently has 5 staff members, 3 working on Elections BRIDGE
and 2 on the new Democracy and Governance curriculum and methodologies. The
office has recurrent annual staff and development costs of approximately
$700,000USD. Currently the bulk of the costs are covered by the AEC but the
Democracy and Governance costs are covered by AusAD, the United Nations
Democracy Fund and IDEA,

BRIDGE has now become a central element of the long and short term field
plans of UNDP and IFES. Indeed, UNDP guidelines on the planning and
implementation of electoral assistance programs suggest that BRIDGE should be
considered for use in all such programs. BRIDGE is being rolled out across Africa,
South East Asia, the Pacific, South and Central Asia and the Middle East. Indeed,
BRIDGE has taken a leadership role worldwide in electoral capacity development.
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The focus on the quality of facilitators and the training of local facilitators in
every country context has meant that the quality of delivery has matched the
quality of curriculum. It has also meant that BRIDGE has been adopted and owned
by virtually every country that has used it. This is evidenced by the universally
positive feedback from clients and the numerous examples of countries that are
using BRIDGE multiple times.

The implementation manual and workshops have also served to ensure that the
innovative approaches of BRIDGE are implemented in the highest quality way and
offer the highest level of client service. The combination of these two resources
provides excellent support to implementers of BRIDGE.

Using the AEC BRIDGE office as a secretariat for the partners and as a central
source of advice and information has also helped to sustain the innovative approach
of BRIDGE. The BRIDGE website is also an outstanding resource in this regard. It
enables potential BRIDGE clients to eain an understanding of what BRIDGE is. It
provides them with testimonials from BRIDGE users and with descriptions of where
BRIDGE has been conducted and how it was received. At the same time, the website
provides quality assurance by providing facilitators and implementers with easy,
password protected access to all of the BRIDGE curriculum and attendant resources
as well as to the implementation manual.

The BRIDGE partners also wanted to make better use of: a vast compendium of
electoral material produced by experts in the ACE: Electoral Knowledge Network;
publications from International IDEA, IFES and UNDP; academic articles; election
reports; sample electoral legislation; case studies; and activities developed by a
range of practitioners from all over the world. BRIDGE not only benefits form the
quality of the content of these resources, but has also facilitated more focused and

widespread uses of those resources.
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8) Is the initiative sustainable and transferable?

In the first instance, BRIDGE is generally funded by external donor agencies;
however, the two guiding principles that underpin BRIDGE are sustainability and local
ownership. This is certainly the case in countries such as Papua New Guinea (PNG). In
PNG, the initial BRIDGE programs were part of an AusAID funded program, but as the
number of accredited and experienced local facilitators grew, so too did the political
will of the PNGEC to self-fund. PNG now has the ability to plan, fund, implement and
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evaluate BRIDGE programs from its own resources and this becoming the reality in
places such as Nepal and Timor Leste.

Electoral assistance providers recognize that the building of a strong and stable
electoral culture in-country is more important than providing ad hoc electoral
assistance from outside. Two of the largest, UNDP and the European Commission,
have specifically recommended incorporating an electoral cycle approach and
focusing on capacity development in their electoral assistance programming (see
Electoral Assistance Manuals from the respective organizations).

Ideally, BRIDGE should be one component of an integrated package of broader
electoral assistance or of a wider and longer-term capacity development strategy
that incorporates other interventions such as technical assistance, operational
training, and mentoring. BRIDGE is not a ‘fix-all’, a ‘stop gap’, and a ‘stand-alone’
product that can meet all needs. BRIDGE can neither deliver a total electoral
assistance package nor take complete responsibility for capacity development.
Designing and implementing BRIDGE programs as multi-partner initiatives goes a long
way to maximizing BRIDGE’s institutional development potential. BRIDGE partner
organizations are well placed for such cooperation. This has occurred in the
Caucasus, The Pacific Island nations and The Middle East.

BRIDGE has the potential to trigger change at an organizational level. It can
provide a broader understanding of an organization and cohesion within the
organization. Workshops encourage participants to reflect on comparative examples
and alternative approaches, generating blueprints or support for organizational
reform. An example of this is Timor Leste, where a large number of the senior
management of the EMB are BRIDGE graduates.

BRIDGE has the potential to impact change also on the environmental level. As a
dialogue tool, the content, methodology, and non-threatening environment can
contribute to a shared understanding of the challenges ahead and improved
relationships between disparate stakeholders. By practicing skills such as analysis of
alternative approaches and advocacy, participants are well placed to affect change
on a broader level.

BRIDGE programs have resulted in networks of professionals within institutions,
regionally and internationally, that have provided peer support and served as triggers
for reform long after the end of the formal program.

BRIDGE is also sustained by the ongoing funding of the BRIDGE office by the AEC
and by development funds provided by International IDEA and IFES. A broad
partnership, such as the one used by BRIDGE means that BRIDGE is not dependent on

one funding source only.
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9) What are the impact initiatives and the lessons learned?

The best recent illustration of BRIDGE’s ability to learn and adapt is the move to
the new Democracy and Governance (the Civic Education Development Program -
CEDP) elements of the project. To date, this part of the project has been funded by
AusAID. AusAID made it clear from the start that its support for the project owed a
lot to the high regard it had for what the elections curriculum of BRIDGE had already
achieved. The importance of this new element of BRIDGE and the leadership it
provides has also bmeen recognized through its securing funding in the 2009 round
of United Nation Democracy Fund (UNDEF) grants.

The planning and governance of BRIDGE have been reviewed regularly, first by
the EAG and now by the BRIDGE Partner Committee (BPC). The BPC is itself evidence
of this review. The original partners have worked hard to expand the partnership to
include UNDP and IFES. This has already had a huge positive impact on the amount
of BRIDGE programs implemented around the world, particularly in the Middle East
and South Asia. When the partnership expanded, it necessitated a new exchange of
letters which formalized the role each of the partners have in the planning and
governance of BRIDGE. The EAG had always been, as the name implied, an advisory
body. With expansion of the partnership, it was necessary to create a governing body
and to ensure that protocols were in place to ensure the smooth and productive
governing of the project. It was also important to revisit the partner expectations of
the project in order to ensure they did not contradict each another. This
arrangement has been very effective as it has overseen the development and
implementation of BRIDGE Version 2 and is now overseeing the development of the
Democracy and Governance elements of BRIDGE. To date all deadlines have been
met and all new curriculum documents have been developed to the satisfaction of
the partners and BRIDGE clients.

BRIDGE implementation has expanded dramatically in the last two years and this

necessitated a look at the existing facilitator levels to ensure that the quality of

49



AlauumslumsAniunisainsreiusneia United Nations Public Service Awards 98383finsanysyuuas

facilitators was maintained but that the quantity of facilitators was sufficient to meet
the current demand. The new categories are

- Specialist Facilitator

- Accrediting

- Workshop Facilitator

The most pressing concern was the shortage of “Accrediting” facilitators, as the
presence of an accrediting facilitator is required for a new facilitator to be authorised
to become a “Workshop” facilitator. A decision was made to clarify the minimum
hours required and the skills needed to attain each of the categories. The BRIDGE
website and, in particular the BRIDGE partner newsletter were used to facilitate

discussion and to outline this new approach.
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#1901 : Fostering participation in policy-making decisions through innovative mechanisms
Fomasu :  Collaboration Testing
Foureny : Saga Prefectural Government
Useine : Japan
1) What was the situation before the initiative? (The problem)
- Emerging but Puzzled CSOs and the Private Businesses in Public Service

Provisions

In the past, public service delivery was dominated by the public sector in Japan.
In other words, the public service meant those services designed, budgeted and
provided by the central or local governments in Japan for a long period. It is widely
recognized, however, that a large number of civil society organizations (CSOs) and the
private sector institutions have recently become very active in various public service
areas, such as elderly nursing care, child caring, environmental preservation, climate
change awareness building, community safety, and life-long learning initiatives. In the
meantime, it is also publicly clear that the number of active CSOs is rapidly growing;
and that many private sector institutions have embedded the concept of corporate
social responsibility (CSR) as one of the key management principles.

Consequently, however, there are expanding ranges of public services where the
Government, CSOs and the private sector happen to be somehow puzzled in their
pursuit for undertaking their joint and collaborative works in an efficient and effective
manner by bringing their distinctively unique resources for realizing better public
service delivery. There was no functioning platform where they could jointly discuss,
share ideas, coordinate win-win relations and build partnerships for better working
arrangements at least in the context of Japanese public administration processes.
Under these circumstances, the Saga Prefectural Government researched and
evaluated relevant public-private partnership initiatives and devised a new open
approach, called "Collaboration Testing." It is designed for enhancing public-private
knowledge sharing and reaching outsourcing or collaboration arrangements for better
public service delivery.
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2) What were the key benefits resulting from the initiative? (The solution)
- Enhanced Public Engagement

“Collaboration Testing” is an annual process to enhance the recipients’
satisfaction level on the public service through effectively engaging the emerging new
types of public service providers, i.e. CSOs and the private sector, in the public
service deliveries. The initiative has three modules for the Government to: i) disclose
what the whole Government does and call for proposals on how and to what extent
CSOs and the private sector outperform the Government-dominated services, ii)
discuss with the proponents whether the proposing entities outperform the
Government in reality, and iii) let the entities take over the Government through
outsourcing or collaboration agreements unless it is clear that the Government
outperforms the applied CSOs or private sector institutions.

Standing on the viewpoint that information possessed by the Government is
citizens' property, the Saga Prefectural Government has realized complete and
thorough service information disclosure except for certain public service items
mandated by law. This is the distinct feature of this initiative. The Government
undertakes this information disclosure over the Internet and at all Branch offices in a
citizen-friendly language. In addition, the Government holds town meetings for face-
to-face discussions on what they do at various Branch offices and town halls.

Since 2006 when “Collaboration Testing” was launched, the Government has
posted almost all (over 2,000) public services every year. During the period 2006 -
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2008, the Government received 582 proposals from 158 CSOs, private companies and
academic institutions. During these three years, the number of CSO proponents
increased 3.5 fold, from 14 to 48 organizations. Out of 582 proposals, the
Government adopted 351 proposals on 290 public service items for immediate or
short-term implementation. This means that "Collaboration Testing" has realized 290
new public-private partnership (PPP) arrangements in Saga since 2006.

- Improvement of the Citizens’ Satisfaction Level

A citizens' satisfaction survey was conducted in 2007, aiming at measuring the
satisfaction level with the 59 new services arranged through “Collaboration Testing”
in 2006. Altogether 76% of those citizens who were the beneficiaries of the services
responded that they were satisfied with the result of “Collaboration Testing”. For
example, the number of visitors at the Government Information Center, where the
consulting services were outsourced by “Collaboration Testing”, increased 1.9 fold,
the number of inquiries to the Center increased 1.6 fold, and 96% of the visitors
responded that they were satisfied with the new services in 6 months after the
change of the service provider.
- Reduction in Business Cost

Moreover, the Government was successful in reducing the business operating
cost by incorporating the idea of the efficiency improvement technique from the
private sector. This system has contributed to the reduction of the expense of the
Prefectural Government for about $400,000 in total. For example, formerly the
Government officials received telephone inquiries and transferred it to the person in
charge. By incorporating the idea of the proposal from a telephone service company,
the Government outsourced the telephone connecting services and has realized the

80% cost reduction.

Aulalayagy :

Bnsudlvdgmivedasinis fe nmsasuasianisidinsin uaznsiujduiussening
mhsunasy Mavszndsay wazniaent deaieanuiudelunsuusiuesdnimg
e 9 wasiasuasenuileluntsszauny wellanacuiin uasfudsylenison
Uszrnwu uazyninefiAedesnndiga Tnsansnsavils

- anufenelavessernaifingaty annsdinnlu 59 wuinislul ot

Fiuusnmisiianuiianelasesar 76 laesiu Wy AuduIN1sToyar1Ia15909N14
5793 (Government Information Center) Gsmsluinnslimusnwlsliionyu
dsnddunsuny ndniiuly 6 Weu SElFuImaiintu uasannsnaiiea
analaletia 96%

54



aAleuuImslunsaniunisaiinsvesuseda United Nations Public Service Awards U9489AN15avUsenvi

- andnlgdnglunisaniunisas lnedunatieisnisusuugaseansamlunisvinanu
nmaensuIUSUlY Feinlisainanaldsneadlads 400,000 WSHansy 1y
nsuruuInIsnIsaeudgymnisnsdunlulvniaienvudiiunig vinlianasy
anunsaanalganglunisusvauanulnsdnwludamuisanuaig 9 lans 80%

UNATIZN -
nseeumauludell danudaaulunisseyiaussloniveddasinis Ae nsiasuad

NsildsIn wagnsiufduiussenihamhsnunasy Madsending uaznAenwu ey
finsendegnsndaudususssuuaziiiavedadaau

3) Who proposed the solution, who implemented it and who were the stakeholders?

The Core Reform Team in the Saga Prefectural Government initiated the design
of “Collaboration Testing” in 2006. The Team was formed with proactive staff of the
Information and Operations Improvement Division and the Public-Private
Collaboration Division in the Government. The Team designed the salient features,
i.e. thorough transparency, in-depth public-private discussions and linkage with the
follow-up budgeting, and the detailed administrative process for “Collaboration
Testing.” The reform-oriented Governor Furukawa guided the Team to design the
system in a client-oriented manner. The CIO of the Government led the Team by
accelerating the internal decision-makings and exposing the design and
implementation process to the public through the media.

In the annual implementation cycle, the Government staff at the operational
Divisions conduct “Collaboration Testing” for each public service through disclosing
information to the public, calling for the proposals to outperform the existing public-
dominated services, having discussions with the proponents, and accepting or
refusing the proposals. The Core Team assists the operational staff to document the
nature of the public services in a citizen-friendly manner at the disclosure step. The
private sector proponents are in the driving seat to start the discussions on
outsourcing or partnering specific services at the intermediary discussion step. The
Governor Furukawa takes a decisive role to expand the private engagement in the
public services by overseeing the rationale for refusals in advance if the Government
staff is planning to refuse the proposals. This Governor’s exit assessment on the
refusals inclines the Government staff to accept the proposals.

In 2008, 12 CSOs that were very active in the Collaboration Testing formed the
“Association for Examining Collaboration Testing” and signed an agreement with the
Government for monitoring and improving the Testing. In 2009, the Association

became a window of receiving the proposals. Their role is becoming increasingly
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important in promoting the Testing and improving the operational quality of the
Testing since the CSOs are supporting the proponents from a viewpoint close to the

citizens.
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4) What were the strategies used to implement the initiative?

The ultimate objective of conducting “Collaboration Testing” is to enhance the
residents’ satisfaction level in Saga. This simple objective reflects the Saga Prefectural
Government’s policy that the Prefecture’s prime target is to elevate the general level
of the residents’ satisfaction. In order to achieve this objective, “Collaboration
Testing” has “CHANGED” the common sense in the Japanese public administration.
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The first “CHANGE” is thorough information disclosure. As was in the proceeding
practices, public service information was “closed” in principle, and “open” in
exceptional situations. But the introduction of “Collaboration Testing” changed the
situation where “open” in principle, “closed” in exceptional situations. In addition,
the disclosed information has been changed from complicated and winding
terminology into plain language so that ordinary citizens can understand what public
service the Government provided, as well as the process of the “Collaboration
Testing”.

The second “CHANGE” is an in-depth mutual understanding attitude between
the public administration and the public. In the Collaboration Testing, as all
participating parties (the government, the private sector, and CSOs) have intention to
work for elevating the citizens’ satisfaction level, there was a change in a mutual
attitude for interacting with the other parties. Many meetings were organized in Saga
to ensure thorough understanding among the stakeholders on what the
Collaboration Testing is and what the public services are.

The third “CHANGE” is the solid leadership. In the past, the Government
administration rejected the proposals from the citizens if they did not meet the level
that the administration required regardless of whether its explanation on the public
service was sufficient or not. Through the Collaboration Testing, however, the
proposals will be adopted if the Government unit in charge does not have a clear
rationale for rejection. The Governor Furukawa endorses this assessment process by
directly overseeing each case where the unit in charge is going to reject. The Gov.
officials have to convince the Governor why the proposals can be better actualized

when they are going to reject them.

AuUalagay :
1759713 Collaboration testing lédifiunagnslunisuiuuss uaziasuudasluFoman 9
Fovieluil
1. liinsilawetayanig 9 W8 unIAsy warn1AUszrdiny TIuds
adnslenvuIndsay viliAnUselenilunisanenonasdanud uasidoudaingsu
2. e ldusuussnmstiuinsastsugliduiifianelavesssanau Vadlddinng
fnguuuulumautstiunnudlel Tasfnsmuuswasnaneuintu Sadunisdanis
dieliAnnsnuly wanidsunaneiuegdlnddn luaniufing 4 wniy
3. yhnswasuguuuumsindulalumsdaidonlassnsfiniasgazilusuiuau Tae
yliAnaulusdlanindstu Insiudsuifisuaindeudiazdissuy Collaboration
Testing  Wvthilnasgdugiiansusifisadiforlunsfnidonlasanisidiosnisay
Fufiunng uarannsaufiastoiaueveminsnumenvulaghifostuiunenala «

57



AdeuuImslunsAiunisainsvesuseda United Nations Public Service Awards vedasAnsanyssynui#

o a @ 1aa ad = 1% @ o a Y
wazdgnufiasilufidansneziSoneda 9 uindsaindndulasenistiuds uunuuly

nsanliunisladeuly Taefianulusdaninds@u waziinisdalainadiuig
g niininsgdestuasngnalunsuiastaiausetisasiden winldaiunse
nsgvila datauatiu 9 desgninlUUfuR wenandminaiatenvuidnininuly

o a

Tela wazldidusssy Mmaenvuiidnsnazadunisiesdasls

UNIATIZN

nsnoudnuluted danudaaulunisszymsduiunagnilunisuiuluagnis
Wasuutas e Widnadamedeyars 1 Mavesmienumady uaznialssndanu i
padnsienwuInNB ety vlmAnnsanevenasdeanud uasFeuinngBuutsuarudludedn
sEMINaMIuNIATg nadszudenn wazniatenvu LienluUiuugenisliuinns
asrsauzliduifianelavesssrvu uavidsuguuuunsdndulalunsdmdenlasenisi
masgasilusuine TneviliAnanulusdannd iy

5) What were the key development and implementation steps and the chronology?

- Preparation Stage in 2006

The Saga Prefectural Government Information and Operations Improvement
Division conducted a feasibility study on two notable nation-wide public service
reform systems at the time: The “Public Services Realignment” and the “Market
Testing”. The study resulted in a suggestion that the Government should design their
reform system by adopting the pros of the two systems, namely proactive disclosure
of information regarding all public services and a competitive environment among
relevant service providers, while eliminating the cons of the systems, namely a low
sense of ownership amongst Government officials and disconnection of the accepted
proposals with the following budgeting. In the meantime, the Government Public-
Private Collaboration Promotion Division designed a Government-wide stocktaking
survey to identify the public services that could be enhanced through collaborative
arrangements with CSOs.
- The First Year of Implementation, 2006-2007

The Core Team and all operational divisions staff initiated the “Collaboration
Testing” system, initially covering 2027 business lines in the central office of the
Government Excluding law enforcement and on-site public school works, these 2027
business lines represented all of the business lines in the central office. All target
operational divisions disclosed business information, including each business line
budget, but excluded personnel expenditures at the time. Town meetings were held

at 5 locations for 6 times. Consequently, 59 groups submitted 371 proposals, and the
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Government adopted 197 proposals. All nation-wide and local newspapers reported
this initial movement significantly.
- The Second Year, 2007

The Core Team extended the initial coverage to the entire 2315 business lines,
including zero budget businesses, i.e. licensing businesses, as well as decentralized
businesses at all branch offices. Moreover, the Team added the personnel
expenditures, performance indicators, and workload expressed in numeric terms, i.e.
person-month, in the disclosed information. Furthermore, the number of town
meetings was increased from 6 to 22, which were held at 22 locations. As a result, 42
groups filed 124 proposals, and the Government adopted 86 cases for
implementation.
- The Third Year, 2008

The Discussion Group on Collaboration Testing, consisted of 12 intermediary
CSOs began joint operations of the initiative with the Government. Introducing
Canadian guidelines for the public service reform, the operational divisions abolished
as many of the existing routine businesses as possible, promoting self-examination on
the raison d’étre of each business line. Following the Discussion Group’s advice to
improve the explicitness of what the Government does, the Core Team restructured
the disclosed information format by linking each business with the key policies in the
Saga Prefectural Plan 2007. As a result, 56 groups submitted 87 proposals and the
Government adopted 68 proposals for implementation.
- The Fourth Year, 2009

The five CSOs did the reception work of the proposals for connecting the
proponents and the Gov., so CSOs came to play an important role of this system.
Moreover, the Core Team improved the system to accept the CSOs’ proposals of

new collaboration businesses and to municipal governments in Saga.

Aulalaeasy :
malgnsuuR wdeeendu 4 ¥ il
- ¥ 2549 JulusniildlunswSeunnunden Tneniswseunisinwanudululaly
AR LIUNISIATINTG
- ¥ 25492550 1HuBusniidndunis lafinisdaudsrunazdndunisidudia
finsounau 2,027 a1y uagldiin1sdnnisnulzuy Town Hall Meeting 6 adiluy
5 go il
- ¥ 2550 mseﬁﬂLﬁumsmmaﬁuﬁ'mauﬂqmwmumﬁu Wy 2,315 ¢uusnisg e
LailafinsiinsuUszana Wuni1snsyatseutasusunuisauliniisudy
ALTUNITUNY

59



AdeuuImslunsAiunisainsvesuseda United Nations Public Service Awards vedasAnsanyssynui#

- ¥ 2551 Anwmanisduiun1sfiiniu nethuumswesssmauaunauildlunis
USuuss madudunsjaduliiinismuniusazsnidnniseiiduaudsgd s
Usuussgunuunslaseteya Inaideuledluiiunuuimsues SAGA U 2007 Fawa
Usnginideiauelunsdiiunisis 87 Bes uaglasumseysiAlidiiums 68 Fos

- ¥ 2552 madsgndsaudandunumanngaty Wunninisdidunisluefinues
Terausvesnmauszdsnuideanisliinisieusuiulunsislu ilndu
szuuuans uarfoidudunisvesnadiiunisvesimin SAGA

UNILATIZI

nsneumaaluded Sanudaaulunmsuanstuneunas Road Map n1ssifiunsiud
wsnisttagdulaeiineazdeatanssuliinsdandmulzuandasunnuiuazanufniu
WA TUNTDLIAUD LYY mauﬂé’waﬁmmm%mmwaﬁ%wuiumﬁmﬁwé@zm wasyinn1g
AIUANANATN Fineny ke UseiliunandIniasansmudelauowiy

6) What were the main obstacles encountered? How were they overcome?

The biggest obstacle encountered was the "reform faticue" that overcame the
Government staff. Some staff members were resistant to the new reforms, especially
in the wake of many other reforms implemented since the Governor Furukawa took
office in 2003. Furthermore, not all of the staff were able to fully understand the
significance of the Collaboration Testing at the time of its implementation. Many
were hesitant to fully disclose the details of their duties, as they had never been
required to perform such a task before. In addition, the feeling of burden of the
specific staff members was significant because the consultation with the proponents
concentrated a lot on the specific works. It also burdened the accountable staff, in
that it required them to participate in the town meetings frequently. Furthermore,
there was general suspicion as to whether the private sector was reliable enough to
provide public services. Such obstacles in the staff’s mindset reduced as they came
to understand the objectives and significance of the Collaboration Testing. In the
meantime, the Core Team rationalized the documentation and consultation works as
much as possible from a base with the document made in the first year and based
on the consultation requests from the private sector. The exposure of the
Collaboration Testing through the media also helped deepen the staff’s

understanding and strengthened their sense of ownership.
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7) What resources were used for the initiative?

Managing this Collaboration Testing needs minimal financial resources.
Implementing this initiative, however, needs many human resources.

First, there is a need of explaining in details about everything regarding the
Government’s project to the private sector and there is a need of many human
resources from the Government for preparing the data. The Government officials,
who are responsible for preparing the data, were assigned to the units in charge of
this initiative, and other Government officials supported them.

Moreover, in order to provide the date of the work to the citizens and explain
the work at the meeting, Government officials, who are involved in the public service
of each business operations unit, are participating in the meeting.

In addition, the Government officials of the unit in charge of proposed
businesses participate in the discussion with the proponents about whether or not
the proposals can enhance the recipients’ satisfaction level.

Various ideas received from citizens are the most valuable ones for the
improvement of the public service. These valuable human resources are the real
driving force of this system.

As for technical resources, the Government uses the technique such as releasing
the categorized information on prefecture’s business to the citizens through the
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Government’s web site with a search engine in order to extend the reach of
information. The Government is using the existing ICT system so that there is no

additional cost generated from implementing this system.
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8) Is the initiative sustainable and transferable?

First, the fact that the financial costs of implementing and continuing this system
are minimal --- it is, in fact, contributing to reducing Government spending ---
guarantees its continuation.

Next, as this system approaches its fourth year, it is beginning to spread its roots
and settle within the administrational framework of the Prefecture.

Moreover, CSOs come to grow up as new actors providing public services,
because they had proposed voluntarily and had experienced in collaborating with
the administration in providing public services through this system. The CSOs, which
were formerly in a passive position, are partially responsible for the system operation
and, therefore, support the continuation of this system.

In addition, under this initiative, in order to reject a proposal, public officials have
to convince the Governor that a proposal does not work. Further, the adopted
proposal shall be budgeted by law under this system. Because these rules and logics
motivate the officials to rather accept proposals, it supports the continuation of this

system as well.
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The spread of the system was reported by several media organizations, even
being featured as a front-page news by a nationally recognized financial newspaper,
and it has gotten attention from both within and outside the country. As a result,
prefectural offices accepted the on-the-spot researches by administrations and
civilian organizations of 100 or more, and sent documents and relevant information
to over 200 public and private organizations that made inquiries regarding
“Collaborative Testing”. The United States Embassy and several personnel
outsourcing companies from Australia have also conducted on-site surveys into the
system. Furthermore, the system is now being implemented in 14 other regions. This
system can be implemented any country that has a democratic base. There are high

expectations for the system’s spread from Japan to the international sphere.
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9) What are the impact initiatives and the lessons learned?

As a result of the implementation of this system, the Government was certainly
able to respond to the needs of the new public service on demand. The biggest
lesson is that the citizens’ sense of participation in the public service is awakened by
their success in the leading role in the public service through the organizations such
as CSOs. Due to this, residents’ participation in regional administration is advanced
and everyone understands the service that the residents really need. In order to
actualize this system, it was feasible to build a solid partnership between the
administrative organizations and the residents.

The biggest factor for attaining this lesson is found in a thorough release of
information and a deepened mutual understanding between the government
administration, citizens and the private sector. The deepened mutual understanding
was through Government officials’ securing the transparency of the prefectural
business and fulfilling the reasonability for explanation by detailed dialogues

between the Government officials and the citizens.
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Advancing knowledge management in government

Fomasu ; Knowledge Network
%LU : National Blood Authority
- Usznd ;. Australia

1) What was the situation before the initiative? (The problem)

Australia spends approximately 0.73% of the national health budget in providing
fresh blood, plasma and recombinant blood products. These are key elements in the
ongoing and emergency health care requirements for many citizens. In 2001 a Review
of the Australian blood sector identified that major changes were needed if Australia
was to enjoy reliable access to a safe, affordable and appropriate supply of blood
products into the future.

The Review identified a number of major problems with the provision of blood
products in Australia, including a fragmented approach to supply planning and
management (including procurement) and poor national priority setting. A major
concern was that access by citizens’ to treatment had occasionally been disrupted
through supply shortfalls. Underpinning these problems was a lack of clarity in
responsibilities and accountability between layers of government at a national and
regional level. There was also expensive and unnecessary duplication of
arrangements for the supply of products. Opportunities for improvement were also
identified in risk management, safety and quality assurance, appropriate use,
efficiency and achieving better value for money.

The Review resulted in a decision by the Federal and eight State and Territory
governments to create a new statutory body, the National Blood Authority (NBA). The
NBA was established in 2003 to undertake planning and management responsibility
for the Australian blood sector and has operated successfully with 35-48 staff
members since this time.

The challenge was to create the NBA as a small expert body that could improve
the delivery of blood related health services to all citizens as well as providing
improved contemporary knowledge on blood issues to government. It was clearly
critical to understand the core capabilities required to perform its functions. Hence,
an initial assessment of core capability requirements was conducted. This highlighted
the need to:

- Understand the market dynamics and commercial imperatives within the

global plasma products industry;

- Understand the risk environment and the particular challenges facing the

delivery of fresh blood products by a not-for-profit organisation; and
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- Develop sufficient networks and clinical knowledge to effectively engage the
clinical community in developing strategies to improve blood usage.

- The NBA has therefore needed to use its scarce resources to obtain relevant
specialized knowledge, retain and access that knowledge, and have
appropriately skilled staff.

To achieve this, the NBA has built a sustainable private and civil knowledge
network which has supported and enabled acquisition of information in a cost
effective manner. This knowledge network needed:

- To withstand internal staff changes;

- To address the paucity of readily accessible information in the public domain,

particularly around the plasma industry; and

- To be supported by organizational capabilities in key areas.
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2) What were the key benefits resulting from the initiative? (The solution)

Our network has resulted in benefits to citizens through a more secure supply of
high quality blood products, better value for money, and a focus on appropriate use
of products.

Firstly, the NBA has maintained an adequate supply of blood, plasma and
recombinant products to meet 100% of identified clinical need since 2003. There has
been no recurrence of the previous supply shortfalls. We believe this is a direct
benefit of our knowledge network initiative.

Secondly, the establishment of our knowledge network has enabled us to
develop more robust risk analysis and risk mitigation strategies, since they are based
on an in-depth understanding of how products are used, the supply chain, and
product production. One example of a key achievement which has improved health
security and which has benefited from the knowledge network, is the National Blood
Supply Contingency Plan (NBSCP). The Plan was developed through dialogue with all
jurisdictions and has been distributed to every Australian hospital. This plan is
integrated with the risk plans of private and not-for-profit suppliers and provides
essential information to allow management of a risk event at a national level. The
NBSCP won the National Prize for Risk Management Initiatives awarded by the
Commonwealth Government in 2009. The NBSCP was activated in October 2008 in
response to a domestic shortage of red cells. Measures undertaken in accordance
with the Plan ensured there were no disruptions to clinical practice.

Consultation frameworks, inventory analysis and other mechanisms developed
for the Plan are also used to monitor the impact of any international or national
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catastrophe on blood demand and take actions to reduce the possibility of the
plan’s formal activation. These were effectively tested in response to a number of
emergencies in 2009, such as the Victorian bush fire disaster, the tsunami in Samoa,
earthquakes in Sumatra, and the HIN1 (pandemic) outbreak.

Thirdly, the knowledge network initiative has allowed the NBA to negotiate
contracts for better quality and safer plasma and recombinant products at lower
prices than the arrangements prior to 2003. We estimated that this has saved
governments around $16 m per annum. This is despite global prices rising significantly
over this period of time.

Fourthly, the network enables the NBA to drive an increased commitment to
improving the clinical use of products. The NBA has overseen the production of
evidence-based clinical guidelines for: the use of Factor Eight (FVIII) and Factor Nine
(FIX) in haemophilia; intravenous immunoglobulin (IVIg); and RhD immunoglobulin in
at risk pregnancies. Improved cooperation with the private and public health sector
by the NBA has also led to the production of Australia’s first haemovigilance report in
2008. This report obtained consensus on measures available to hospitals to reduce
adverse events from the use of blood products.

These benefits have been acknowledged by an independent government review.
The Review’s report stated “In its short period of existence the NBA has been

conspicuously successful in ensuring greater value for governments.”
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3) Who proposed the solution, who implemented it and who were the stakeholders?

The knowledge network was proposed by management and implemented by all
staff. In 2003, the Federal Department of Health and Ageing engaged a private
consultant to support the NBA in its first major commercial blood supply
negotiations. This consultancy identified the NBA was in a fundamentally weak
commercial position and recommended that the NBA strengthen its position by
building an intelligence data base and knowledge network. NBA management
accepted this finding and made a concerted effort to rapidly establish an effective
network. Initially information was obtained through the consultancy and
supplemented by purchased reports. The General Manager then embarked on a
program of visits to major international blood fractionators. The knowledge acquired
was captured in comprehensive reports and established the NBA’s initial knowledge
platform. However, purchasing advice did not offer a cost-effective solution to
address the NBA’s ongoing knowledge requirements.

At the same time, management commenced building the organisation’s
capabilities through extensive dialogue with all staff and the development of formal
procedures. Key Business Processes (KBPs) were developed for our key internal
functions. These captured compliance requirements and allowed acquired
knowledge to be incorporated into operational activities. Ownership of these KBPs
was shared by senior and middle level managerial staff.

In 2007, the knowledge network and capability strategies evolved into a
comprehensive corporate capability strategy under the guidance of the NBA’s
Advisory Board. We identified potential improvements to enhance knowledge flows
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and organisational capability and selected initiatives on the basis of staff estimates of
their effectiveness and ease of implementation. Staff also participated in two surveys
(2006 and 2008) to identify the skills and expertise needed in the NBA and our
current level of expertise. The gaps between needs and current capabilities guided
an integrated knowledge, training and recruitment program. Specific training/skill
requirements are now discussed and agreed between staff and management and
reflected in individual training and development programs.

One of the core objectives of our knowledge network is to ensure that
contributions reflect the broad range of expertise and views of citizens, as well as
relevant public sector institutions. The NBA’s private knowledge network partners
include the domestic private hospital and pathology sector, product suppliers,
international plasma manufacturers, and business analysts advising the investment
industry. Our clinical network partners include local and international professional
organizations, clinicians, nurses, patient representative groups and the Australian Red
Cross Blood Service. Our international government networks extend into Europe, Asia,
Canada, USA and South America.

Where appropriate, these alliances have evolved into formal relationships such
as expert advisory committees, appointment as NBA Fellows, and involvement in key
processes such as blood product tender evaluation committees.

In summary, the development and implementation of our knowledge network
has been an excellent example of success achieved through engagement and
empowerment of senior management, strategic advice from the NBA Advisory Board,
dialogue with and operational advice from staff, and support from domestic and

international partners.
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4) What were the strategies used to implement the initiative?

The goal of the initiative was ‘to build and maintain organizational capabilities so
we can consistently perform at a high standard’.

The primary objective was to develop the ability to efficiently acquire and utilise
knowledge that already existed in the private and civil sectors in a cost effective way.
We identified five capabilities that we needed to support knowledge acquisition:
business  systems and processes; performance management; stakeholder
engagement; staff commitment; and organisational development.  Senior
Management assumed ownership of these capabilities and worked with staff to
improve performance.

A second strategy to initiate knowledge flow was to develop private and civil
knowledge networks by forming alliances with people working in relevant areas. Our
risk analysis demonstrated that relying on only a few sources of information was high
risk, and so we mitigated this by developing an extensive network with multiple
sources of knowledge from the clinical, government, private and not-for-profit
sectors. Private sector network participants include both current and potential
product suppliers. Where we have contractual arrangements with suppliers, it is now
a requirement of the contract that suppliers provide regular briefings to staff on
industry and sector developments. These are included as part of our fortnightly

Knowledge Management Forums which are open to all staff.
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A third strategy, to ensure that information acquired is validated and robustly
interpreted was to appoint a retired academic as our intelligence officer (I0). A key
objective of the IO is to help the NBA to develop expertise in the plasma industry by
providing detailed information on technical, industry, and clinical developments that
may be relevant. Our IO performs horizon scanning by conducting web searches of
company announcements, medical journals, financial markets and a range of other
information sources. To facilitate this objective, a steady flow of information on
developments is distributed to relevant staff frequently; and summary reports are
compiled every two months for our advisory and governance boards.

As few countries undertake blood and plasma management at a national level,
in 2007 the NBA created a small international network of countries engaged in the
purchasing and/or planning for plasma and recombinant blood products. This
improved our flow of international knowledge of the global plasma industry, by
providing a forum for dialogue on policy development, technological advances and
product usage, pricing and availability. This collaboration meets annually to share
knowledge, benchmark performance and to discuss emerging issues.

Finally, the NBA has developed a number of internal systems to support
knowledge management, to augment the KBPs for our core functions. A detailed and
fully integrated intranet system provides ready access to the KBP’s and other critical
documentation. A search engine has also been implemented to allow easier retrieval
of stored knowledge and improvements to this system are assessed on an ongoing
basis.
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5) What were the key development and implementation steps and the chronology?

The development of our knowledge network commenced in the first six months
after the NBA was established and grew as a result of risk management planning. The
network initially included organizations and individuals that were formally linked to
the NBA though governance or contractual arrangements but extended rapidly to
include potential suppliers, overseas agencies, health professionals and the broader
Australian community.

The development of organizational capabilities to support our knowledge
network followed a less structured approach initially but evolved into a formal
capability strategy in 2007. The development of this formal strategy was based on
research into organizational capabilities conducted at the Australian Graduate School
of Management (Turner and Crawford,1998), an evaluation of progress that had been
made to date, staff surveys on required skills and expertise and dialogue with a
specialist consultant. From this analysis, six key capabilities were identified as crucial
to the ability of the NBA to deliver successful outcomes for citizens and
governments. These included:

- Consolidating the quality and volume of knowledge available to the NBA

through its knowledge network;
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- Ensuring staff are able to apply processes and knowledge;

- Enhancing our engagement with citizens;

- Increasing the capacity to adapt and develop the organization;

- Refining business systems and processes; and

- Improving our capacity to manage and measure performance.

To improve our capabilities and progress the knowledge network, we selected
ten actions for implementation, based on advice from our Advisory Board and staff.
Each of these actions was assigned to a different staff member for implementation.
As ease of implementation was a selection criterion, some actions required little
effort to implement and had the added advantage of providing a sense of
achievement for staff. For example, formalizing and executing the obligations of
suppliers to provide us with knowledge, was achieved with a formal written request
and follow up phone calls. Other actions, such as a re-evaluation of our stakeholder
engagement strategy, required extensive dialogue and consultation across and
outside the organization and the development of a new KBP.

The work required to maintain our private and civic knowledge network and our
organizational capabilities is now embedded within our formal corporate and
operational plans. Actions required by individuals are included in their individual
performance agreements and supplier’s obligations are included in their supply
contracts. A formalized induction program for new staff requires familiarization with
our knowledge network and includes the processes and policies for utilizing the
network in their daily tasks.
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6) What were the main obstacles encountered? How were they overcome?

A major obstacle to implementing our knowledge network was the size of our
organization. As a small government agency with a high workload and few resources,
there was limited staff capacity and no possibility to hire extra staff. One way that
the NBA addressed this was to ensure that knowledge management expectations
formed a core element of our recruitment and induction processes. We have also
provided staff with the time and resources to undergo training and acquire
knowledge. Monthly performance reporting, both internally and to our Advisory
Board, measures training commitment.

Perhaps the most challenging obstacle, however, was to create a culture that
values knowledge management and acknowledges staff performance in this area.
This requires staff to develop work practices and relationships that foster and
support this principle. The diversity of the employment backgrounds of our staff adds
further complexity to this requirement as many have previously worked in
environments significantly different to ours. The NBA addressed this issue by making
it easy for staff to access and use knowledge. Sponsorship of the initiative by
management and the inclusion of performance measures for key initiatives in the

NBA’s regular scorecard report also assisted in retaining our focus and effort. The
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NBA’s subsequent success, and external recognition by stakeholders, reinforced
application of the approach and helped embed the cultural change.

Developing a culture of reliance on the flows of private and civic knowledge also
created new risks. These were mitigated by:

- Establishing procedures around the management of conflict of interest and

information confidentiality;

- Fostering an open and collaborative information environment within the NBA

compared to a ‘need to know’ environment; and

- Ensuring that storage of all information was robust and could be shared by all

staff. This was undertaken in accordance with the requirements of the
Australian Archives and we remain one of the few agencies to have attained
full compliance with these stringent requirements.

The volume of “open information” that became available to us does present its
own challenges. One obstacle that we encountered was that our initial efforts to
develop a centralized, structured IT repository of knowledge were unsuccessful. Staff
found it difficult to locate relevant knowledge or, at times, to be aware of its
existence. Our solution has been to expose relevant staff to knowledge as it enters
the network and then to support information retrieval via a user-friendly IT search
tool. We believe that our knowledge network allows us to improve performance in
the health sector generally, and hence an ongoing project remains the need to
improve the effectiveness of our information retrieval. We have scoped the
implementation of a fully integrated electronic records and document management
system and will further explore the cost effectiveness of this in 2010.
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7) What resources were used for the initiative?

The NBA has implemented this initiative within existing resources. The benefits of
the knowledge network were recognized early and the processes for enabling the
network were developed as the NBA was being established. Implementing the
network early had the added advantage of not requiring additional resources or
having to undergo change management at a later date.

As part of the initiative, we have assessed and researched the potential to utilise
existing resources and materials from other agencies.

Maximum utilization has also been made of existing information technology,
including a centrally managed secure on-line portal capability. The portal has
enabled us to establish a number of on-line government and clinical communities to
share information for meetings and developmental projects. We believe it has
helped to strengthen the health system by allowing the NBA to both disseminate
data and receive useful information via secure access. For example, in the event of a
risk to the blood supply information is easily shared with relevant stakeholders thus
fostering health security.

Since the processes and procedures have been well embedded, we have found
that our private and civil knowledge network requires minimal effort and resources to
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maintain. Most participants, such as suppliers, industry analysts and clinical experts
are keen to freely participate in a system which contributes to improving the health
sector. Internal information flows and information-sharing between staff, both
formally and informally, are encouraged. The only resources specifically dedicated to
the initiative in the last three years are an information officer and an IT search tool.

In addition, staffs from the NBA have undertaken international travel to attend
conferences, visit manufacturing facilities and hold meet with other blood services.
The knowledge gained from these visits is formally incorporated into the network.

The NBA is grateful for the knowledge that flows into our network. We find that
many citizens are highly motivated to contribute to the work of the NBA and the NBA
is very responsive to their inputs. The difference that the NBA work has made to the
health sector is visible and we are confident that “making a difference” is a
motivator for both staff and our external knowledge partners.
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8)

Is the initiative sustainable and transferable?

The knowledge network is both sustainable and transferable. Sustainability is
maintained by ensuring that well developed processes and policies provide a
framework for the knowledge network. For example, there are processes that ensure
that key knowledge is embedded within our KBPs. Our KBPs provide comprehensive
guidance on performing the most important organizational functions. The KBPs are
updated as new knowledge is gained via the network.

Reliance on only a small number of knowledge sources was considered high risk
and the network ensures we have multiple sources of information and utilises robust
validation methods. Sharing knowledge is now the routine way in which the NBA
does business. A fortnightly staff knowledge forum provides access to both internal
and external experts who present on different elements of the blood sector. It is
also a requirement of all blood product contracts that suppliers provide an annual
presentation to staff of the state of their industry and blood sector developments.
Information from these forums is an essential part of the network.

Both the structure and content of the knowledge network is transferable. The
NBA has deliberately created structures and means to share the knowledge we gain
with persons external to the organization. This also facilitates ongoing two-way
communication. For example, we provide a bi-monthly horizon scanning report to
each government member of our governance committee and receive valuable
information in return. We also provide comprehensive information on our web site,
including public versions of final contracts. We know from feedback that this
information is accessed by international organizations in addition to domestic ones,
e.g. United States Environmental Protection Agency.

The NBA’s success in the Prime Ministers award for Excellence in Australian
Public Sector Management in 2007 and the Comcover award for Risk Management
(Highly commended 2007, overall winner 2009) have also provided opportunities to
promote our knowledge initiative. A number of successful projects, such as our
business continuity plan, have been used as examples of best practice across the
Commonwealth Government and we have regularly been approached to advise
other agencies on the establishment and overall governance challenges of a small
agency.

In 2009 the NBA created the international collaboration of National Plasma
Products Supply Planners (NPPSpa). This group of five countries was formed to
exchange information on plasma products and the plasma sector so each might
benefit from the knowledge of each other. NPPSPa extends, in a more formal and

sustainable way, bilateral exchanges that the NBA had undertaken in previous years.
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The collaboration has enhanced partnerships between countries with similar blood
sector arrangements and the knowledge from the NPPSPa interactions is incorporated

into the NBA’s knowledge network framework.
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9) What are the impact initiatives and the lessons learned?

Our knowledge network has allowed the NBA to deliver high quality results for
governments while addressing the concerns of the clinical community and the needs
of citizens. By harnessing the power of information, the NBA is able to achieve a safe,
affordable and secure supply of blood products, provided free to all citizens. Key to
this success is a commitment to respect and mobilize the knowledge already
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available in the private and civil sectors. We are also genuinely interested in dialogue
and consultation with our stakeholders and the broader community. Finally, by
firmly embedding our knowledge network in the culture of the organization, the NBA
is able to practically utilize the knowledge to inform our activities and achieve our
goals.

Vital to the success of our initiative was involving our private and civil
stakeholders in our activities. This principle is employed across the spectrum of
activities ranging from purchasing to policy. For example, our blood purchasing
activity is informed by the input from citizens, clinicians, suppliers and governments.
Representatives from these stakeholder groups participate further in the evaluation
of tenders. In a similar way, NBA activities aimed at influencing clinical practice follow
project plans which are informed by clinical representatives, conducted under the
auspices of expert clinical groups or professional organizations, chaired by
representatives from clinical groups and include public consultation on proposed
reports and guidelines. Community participation enhances our network and
encourages an open dialogue between government and citizens.

A major lesson learned is that knowledge management requires a clear and
consistent vision and strong leadership and commitment. As staff are vital to the
success of this initiative, ensuring that well developed processes and policies are
reflected in induction and ongoing staff training is very important. Adopting an
innovative approach to recruitment, which enables us to target staff interested in
working in an environment that expects a collaborative and open approach to the
capture of information and knowledge, was also a key lesson learned. An example of
this is the policy to target the growing number of retirees interested in part time or
project based work. These staff bring a wealth of experience and maturity to the
workplace and provide sound role models for new staff, from which the NBA has
benefited through our knowledge network initiative.

Finally, to have successful knowledge management that is transferable and
sustainable, one needs to have internal processes and systems that support an open
and collaborative approach to information access and management. This approach is
only possible if there is an open dialogue with staff which addresses the
management issues such as: the conflict of interests, privacy and confidentiality.

Embedding the knowledge network initiative into the culture of the organization
ensures that its benefits are continued as the work of the organization continues and

changes over time.
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GHEININ Fostering participation in policy-making decisions through innovative
mechanisms

Yomasw :  mstesfulazussmAsudauuuysanms Trssmsdstuagtgsdnwulon Smiouns
(Integrated Drought Prevention and Mitigation: The Mae Yom Operation and
Maintenance Office)

Yo ; AsuYaUIENUY
Ynlasusneda : 2012

1. What was the situation before the initiative? (the problem)

Yom Basin is one basin out of 25 basins of Thailand. Its catchment area is 5.8 million
acres which Yom River, 459 miles long, serves as the main river of the basin. The Yom River
has no reservoir to supply water resulted in lacking of water for domestic use and
agriculture, as well as causing flash flood. To relieve drought, the Mae Yom Operation and
Maintenance (O&M) Office under the Royal Irrigation Department (RID) built a 350 m-long
concrete weir in the Yom River to raise water level in order to irrigate water for 88,538 acres.
During a rainy season, the average maximum flow of the Yom River is 1,042 m3/sec or daily
runoff 90 million m3 while the average maximum flow in a dry season is 3 m3/sec or daily
runoff 0.3 million m3. The dry season runoff can only supply water for agriculture of 6,917
acres, however, farmers tend to extend their plots in a dry season every year. The
agricultural areas for the dry season in 2011, for example, are 36,364 acres.

As a result, water shortages for the second crop season were common in the areas,
especially from January to February. A series of crop failures were repeated, thus causing the
inevitably rural poor. The water shortages ignited water fight among local farmers. Individual
farmer either destroyed irrigation structures or pumped water for one’s own benefits.
Related public agencies did practice passive response to the problems. Lacking of
participation and communication among stakeholders further boosted the loss of faith in
public governance.

According to the 1992 - 2011 statistics, the agricultural areas in dry seasons have
increased from 12,846 acres to 36,364 acres. The water shortages have been escalated to
eventually affect to the agricultural areas of approximately 7,905 acres and lead to be the

complete crop failures of 2,767 acres.
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2. What is the initiative about? (the solution)

The initiative which was established in 2005 provided substantial benefits to various
parties from an individual level to a global level, that is, farmers, local administrative
organizations, relevant public agencies, Thailand, and the world. At an individual level, there
were 16,700 and 370 households of farmers who live in inside and outside of the irrigation
areas, respectively. Farmers gained opportunities in joint water management decision-
making, water delivery scheduling, and water-taking rules specifying, thus encouraging a
sense of ownership of farmers and enabling two-week quicker plot preparation. Farmers,
moreover, cooperatively monitored work procedures with related public agencies, thus
promoting transparency. The joint water management facilitated water delivery to farmers in
a fair and equal manner, thus decreasing water conflicts and complaints from farmers.
Furthermore, the initiative helped farmers to extend their dry-season agricultural areas from
12,846 acres in 1993 (before the initiative) to 36,364 acres in 2010 (after the initiative), thus
generating agricultural income from USS$5.1 million to US$18.4 million. As a result, the

seasonal migration of local farmers in the areas was minimal.
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The benefits for individual public agencies, including local administrative
organizations, Department of Agricultural Extension (DOAE), and the Mae Yom O&M Office,
can be summarized in the followings. The more farmers’ income, the greater purchasing
power that helped boost the economy in the areas. The local administrative organizations
were able to collect more taxes to develop local communities. The DOAE claimed that the
drought prevention by the initiative, in turn, the increased income opportunity was
estimated to be 24,901 acres or US$10.1 million in 2010. Even though the manpower of the
Mae Yom O&M Office has been continuously decreased from 282 persons in 2004 to be 166
persons in 2011, the operation and maintenance service is more effective, thus saving staff
salary US$620,000 per year. Instilling a sense of ownership among farmers made them take a
better care of an irrigation system, thus saving a maintenance budget of the RID. The fair and
equal water delivery resulted from the initiative, moreover, minimized conflicts between
farmers and the staff of the Mae Yom O&M Office.

At the national level, the initiative led to ease water conflicts in Thai society. The
increase of farmers’ income helped alleviate the standard of living of farmers. This helped
maintain agricultural careers, which accounted for 34% of the country, conserved the
irrigation areas, and enhanced the food and energy security of the nation. The agricultural
export served as one of the main contribution of the GDP.

At the global level, the initiative promoted the food security of the world. The
security was built on the food availability and food access through the Thai agricultural

export.
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3. Who proposed the solution, who implemented it and who were the stakeholders?

Having been repeatedly encountered water shortages for the second crop season in
the areas, the Mae Yom O&M Office developed the initiative in 2005 to solve the problem.
There were five key players contributed to the implementation of the initiative. Five key
players included the director of the Mae Yom O&M Office, staff of the Mae Yom O&M Office,
farmers in the irrigation areas, Disaster Relief Committee at district and provincial levels, and
local administrative organizations.

The director of the Mae Yom O&M Office fully supported the initiative by
determining it into one of the Office’s missions and allocating a budget. Staff of the Mae
Yom O&M Office introduced the initiative to prospective parties and coordinated with
relevant agencies and farmers in order to reach a mutual agreement on policy,
implementation plan, and working procedures of participatory water management. Farmers
in the irrigation areas cooperatively identified water-taking rules and followed those rules
whenever taking water. Farmers additionally served as committee members to tracking and
auditing fuel and lubricant budgets for pumps. The Disaster Relief Committee at district and
provincial levels were made up of representatives from relevant public agencies at the
district and province. The chairman of the district and provincial Disaster Relief Committees
were sheriff and governor, respectively. The Committee took part in specifying strategies for
integrated drought prevention and mitigation plan and driving related public agencies to
implement accordingly. The Committee, moreover, supported budgets to drive the
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integrated drought plan in the areas. The local administrative organizations acted as
representatives of local people to coordinate with water user groups in order to supervise

rotational water taking conforming to the mutual agreement.
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4. What were the strategies used to implement the initiative? In no more than 500
words, provide a summary of the main objectives and strategies of the initiative, how
they were established and by whom.

The initiative was launched to cope with the following concems: to prevent and
mitigate drought in the irrigation areas of the Mae Yom O&M Office; to effectively manage
water in a fair, equal, and sustainable manner; and, to promote stakeholder involvement in
every process of integrated water management.

Two main strategies were used to implement the initiative, that is, (1) knowledge
management and data dissemination; and, (2) three-coherent task mechanisms. The first
strategy, knowledge management and data dissemination, constituted three steps as
follows: (1) collecting data: the Mae Yom O&M Office gathered data on meteorology,
hydrology, engineering, economy, social, and local wisdom to study the current situation,
potential of dry-season cultivation, and factors that affected the cropping pattern, as well as
applying the SWOT analysis in order to lessen water conflicts among tail-end users; (2) using
information technology: the Mae Yom O&M Office utilized various information technologies
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including the Remote Sensing, Geographic Information System (GIS), and Global Positioning
System to analyze drought risk areas, to provide a geographical database, and to prepare
maps of zoning water management; and, (3) transferring knowledge and data dissemination:
the Mae Yom O&M Office disseminated the comprehensive water information, geographical
database, and agreed rules via different means, for example, the National Broadcasting of
Thailand / Phrae Province Branch, local radio stations, village loudspeakers, and farmer
meetings. The publicized data made the local administrative organizations and water user
groups understand the irrigation regulations and water saving campaign.

The second strategy, three-coherent task mechanisms, consisted of three tasks as the
followings: (1) water subsidy for agriculture: the Phrae Province Disaster Relief Committee,
the Mae Yom O&M Office, the Phrae Provincial Irrigation Office, and local administrative
organizations cooperatively identified the water management and pumping control plans, as
well as allocating budgets to supply either fuels or electricity for pumps at different
locations; (2) participatory irrigation management: it was the cooperation between the Mae
Yom O&M Office, district agricultural officers, local administrative organizations, and water
user groups to determine a water management plan, to establish a temporary dike, to reach
a mutual agreement, to arrange a rotational water delivery, to maintain irrigation canals, to
locate a pumping station, and to mediate water conflicts in the areas; and, (3) acting upon
agreement and supervision: it was the coordination between the Mae Yom O&M Office,
district, local administrative organizations, and water user groups to supervise and audit
water management, rotational water delivery, mutual agreement, fuel use and provision,
and electricity cost for pumping, as well as adjusting the operation schedule according to
the present situation.
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5. What were the key development and implementation steps and the chronology?
The chronology of the initiative was portrayed as follows. Before 1998, farmers
blocked and pumped water from irrigation canals at will. During 1998-2003, the Mae Yom
O&M Office continually collected public opinions from farmer’s meetings and personal
communication at field trips. The farmer’s meetings served as forums to notify farmers
about irrigation regulations, to recommend crop types for dry-season agriculture, and to
inform drought risk areas. The public irrigation staff together with farmers removed a barrier
before water delivery for the second crop season of the year 1998. In 2003, the Mae Yom
O&M Office made the maps of dry-season agricultural areas from the scale map 1:10,000 of
the RID. In 2004, the Mae Yom O&M Office gathered Landsat images to arrange a database
on water resources and irrigation systems in the areas. Also, Phrae Province firstly
announced a drought zone and installed the mobile pumping stations to pump water into
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irrigation canals in order to ease dry-season agriculture. The budgets were granted by the
Phrae Province Disaster Relief Committee. In 2005, the Mae Yom O&M Office introduced
three-coherent task mechanisms to the Phrae Province Disaster Relief Committee. The
mechanisms were then implemented in the areas for the first time. The Office, moreover,
studied factors that influenced farmers in the areas to do farming. During 2006-2011, the
Mae Yom O&M Office incorporated up-to-date geographical information technologies
including Landsat images, Orthophotos, images from the national satellite called THEOS and
Asia-Pacific satellite called SMMS, and GIS to arrange a number of maps and database
recarding irrigation areas, dry-season agricultural areas, drought risk areas, and mobile
pumping stations. As a result, zoning water management was adopted to best suit water
supply. The progress of dry-season agriculture at zoning and district levels was mapped to
prepare drought relief, as well as evaluating the next dry-season agricultural areas.

The Phrae Province Disaster Relief Committee adopted and embedded the initiative
into its working procedures. The annual implementation steps of the initiative were
composed of five steps as the followings. Step 1) data collection and analysis for supporting
decision-making (October-November): assembling data on knowledge management,
appropriate information technologies, and public opinions to analyze and then propose to
the Committee and farmers to jointly making decisions on water management plan. Step 2)
data utilization for planning and participatory irrigation management (December):
participatory meetings between relating public agencies and farmers were arranged to
specify rotational water delivery and water-taking rules, as well as inquiring local wisdom to
provide extra water supply. Step 3) converting plans into actions (December-March): the
mentioned plans and meeting resolutions were informed to all stakeholders and acted upon
accordingly. Step 4) plan monitoring and evaluation (December-March): the three-coherent
task mechanisms were the key to tracking and promoting transparency of the initiative. Step
5) learning from the initiative (April-May): the arisen problems during water delivery were
brought to a meeting to seek a mutual solution. When the second crop season completed,

the After Action Review (AAR) was regularly held to conclude all lessons learned.
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6. What were the main obstacles encountered? How were they overcome?

Three main obstacles were encountered during the implementation of the initiative.
First, head-end farmers dissatisfied with water sharing due to their habitual water taking all
the time. The Mae Yom O&M Office regularly arranged meetings with farmers to inform
water supply and demand in the dry season. The meetings also served as forums for head-
end and tail-end farmers to exchange their problems. This helped facilitate better
understanding in one’s situation, which in turn, created compassionate communication and
the spirit of water sharing among farmers.

Second, farmers did not follow the water-taking rules. Water stealing was common in
the areas. The tail-end areas therefore did not get water in a sufficient and timely manner.
The Mae Yom O&M Office set a series of meetings with all stakeholders including
representatives of farmers and relevant public agencies, community leaders, and district
agricultural officers to mutually adjust water delivery schedule in accordance with water
supply and catchment areas, as well as identifying water-taking rules and penalties. The
meeting resolutions were broadcasted via village loudspeakers, as well as sending official
letters to related agencies for further dissemination. Additionally, there was a committee,
which was made up of representatives from water user groups and community leaders in
related areas, to control farmers to follow the agreed water delivery schedule and water-

taking rules.
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Third, farmers grew the second rice crop more than a dry-season agricultural plan.
The price of paddy had been continuously escalated from US$333 per ton to be USS$500 per
ton in 2010. This urged farmers to increase their dry-season agricultural areas from 6,081
acres in 2009 to be 9,477 acres in 2010. A meeting was arranged for all stakeholders to seek
a mutual solution. The meeting participants agreed to request the Mae Yom O&M Office to
extend a period of water delivery ten more days to supply water for the increased second
rice crop. The extended water delivery additionally challenged the Mae Yom O&M Office to
balance water supply for the field crops in the same areas.

Aula :
Jayguassalunisiiuinnssululdineusulssguninnisliuinisuagisnisdnnisiu

o Ll q
14

guasmileail

6.1 aulsifianalavosnunsnadiui Tunsudsdud esandanuinsdusonissuii
paeaauImnaLly Wnthdiviinsdausssutusesnashianedeyathduyuuas Ui
nsldhwennunsns sudadelenaldnuasnsuinwazietuanideutymiimuesUszau o
aswanuiulanasindinlunisuusu

6.2 mslaiufimusounsmsdei uagmsdnt Wgufimgugnlugisiilildseuinsues
o g liUsinash ldfissedefufivhed wuamenisudly Tasnslédaussgungueensniu
AUNUNEATNT U1 YU FUNUIINTUND LAZINYATELAD dieususeunslimngausiu Ui
wagdiufisuih Wovdnidssanudauduas damuaru eessuadonnasnisufoasedinfiusuiu
dlolddeasuudviesdusiniunsusymnduiusesnidosnuansluudazyinliinunsnsladsunsiu
naenaudavin nilsderioulimheruiifedemauiievssnduiusioly uenaint Ssdinisdinds
AnznssunsaauAslinemsnsUfiRmuseunsnsdai uasdonnas Ssrmenssunisusznaude
Faununguiflih waedih gursuluudasiuiififeades

6.3 invnInainzUgninunUiaivtunnni Wesnnandmanast gy
ognastaiiios Tl 2553 fmengedis 15,000 /iy ilvineasnsluitufmneugndrmiafindu
NQQual 2552/53 a7n 15,384 13 tindudu 23,977 13 lunguded 2553/54 afutlgymilsios
$sunsthewde wwmadly flduAsdomnaadinldsudssguiu waeanadilassnmsdai
wazthgesnwuisuUiuununisdnit Ingveneszernadsh eantiyminisuauaauth tienis
wzUgnifistuain 15 funau 2554 1 25 fuiew 2554 ileifissreznannsidsuiesdnuus

wagAnnuaIuANnsas llinsenusieiivls Feegseninanislisesnisunienisinizan

7. What resources were used for the initiative and what were its key benefits?

There were four resources contributed to mobilize the initiative. First, financial
resources: the budgets, US$265,867, for buying fuel, lubricant oil, and electricity of pumps as
well as dike construction came from a provincial emergency budget allocated by the Phrae
Province Disaster Relief Committee. In addition, the regular budgets, US$8,000, of the Mae
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Yom O&M Office were allocated for transportation and staff allowances to control the 21
mobile pumping stations. The mentioned budgets helped provide more pumps to supply
water amounted to 10 million m3 for dry-season agricultural areas of 24,911 acres yearly.

Second, information technology resources: the Mae Yom O&M Office was keen on
engaging GIS to organize a geographical database. At the first stage, the Office got Landsat
images from the Royal Forest Department of Thailand and the Phrae Province Information
and Communication Technology Center during the year 2000-2006. At the second stage, the
Office was granted a research fund totaling US$18,800 from the Royal Irrigation Department.
The research titled “Drought Risk Areas Evaluation by Using THEOS Images” was carried out
during the year 2009-2010. At the third stage, the Office got satellite (SMMS) images from the
Ministry of Information and Communication Technology during the year 2010-2011. The
geographical database was brought to create the dry-season agricultural areas and drought
risk areas to facilitate water management planning.

Third, human resources: main staff were taken from relevant agencies, that is, 28
persons from the Mae Yom O&M Office, 10 persons from district and provincial agricultural
office, and 5 persons from provincial administrative office. The staff were responsible for
managing water and overseeing the water operation according to a water allocation plan.
Furthermore, about two thousand farmers volunteered to build temporary dikes in the Yom
River and tributaries as well as installing the mobile pumping stations.

Fourth, resources management: all resources were blended to create an approach to
reach the initiative’s goals. The principal approaches involved: (1) encourage participation
from allied public agencies at every level from districts to province; (2) incorporate data,
information technologies, and knowledge management to provide a database for water
management and zoning agricultural areas; (3) introduce the three-coherent task
mechanisms to help conduct the initiative; (4) invite local wisdom for locating temporary
dikes in the Yom River; and, (5) take full responsibilities by relevant public officers and get

sacrifices from farmers.
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8. Is the initiative sustainable and transferable?

The initiative, integrated drought prevention and mitigation, has been continuously
operated since 2005. It calls for participation from all stakeholders and related public
agencies. The three-coherent task mechanisms are designed by drawing the current jobs of
relating agencies to link with the happening problems and needs in the areas. The arising
problems and needs facilitate learning to seek greater water administration and zoning
agricultural areas management. The mutual learning assists in joint-problem solving among
stakeholders. The mechanisms are approved and implemented by every stakeholder
including public agencies, local administrative organizations, the district and provincial
Disaster Relief Committees, and farmers. The mechanisms have been embedded in regular
jobs of the responsible public agencies since 2008. The initiative is, therefore, sustainable.
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At present, the provincial offices recognize the initiative’s accomplishment and
promote to be the Best Practice in integrating drought prevention and mitigation. The
initiative is then extended to other provinces to cope with drought in the areas through the

function of their Disaster Relief Committee at district and provincial levels.
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9. What are the impact of your initiative and the lessons learned?

The key elements to success are the followings: (1) to understand the existing
problems in the areas by inquiring stakeholders’ needs and expectation to relevant public
agencies; (2) to compile the updated information technologies along with the lessons
learned to provide a reliable database for problem solving; (3) to create a participatory
irigation management system by arranging a series of community meetings to brainstorm
and listen to farmers’ recommendations, thus reaching a sustainable solution; (4) to learn
past water management failures and farmers’ needs in order to improve working procedures
and optimally response to farmers’ needs; (5) to cooperatively make a rotational water
delivery schedule and water-taking rules between public irrigation staff and farmers, thus
encouraging farmers to follow the schedule and rules; (6) to adopt a risk management
concept by providing extra water resources for farming, thus ensuring water security for dry-
season agriculture; (7) to apply the three-coherent task mechanisms that specify clear
responsible parties in each task and urge relating public agencies, local administrative
organizations, and farmers to work harmoniously; (8) to incorporate indigenous knowledge of
local farmers in finding spare water resources and locating temporary dikes in the Yom River,
thus acknowledging area expertise of marginalized farmers; and, (9) to be sincere in problem
solving, persevere, and continue providing information to farmers, thus instilling a sense of

sharing and water saving that leads to acting upon an agreement.
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1. What was the situation before the initiative began?

Diabetic Blindness

Diabetes is a chronic lifelong disease. Diabetic retinopathy (DR) is the most common ocular
complication of diabetes, and is the leading cause of new blindness among adults aged 20
to 74 worldwide. Approximately 40-60% of patients with diabetes have DR. The World
Health Organization estimated that DR was responsible for 4.8% of the 38 million blind
people worldwide. In developing countries, this blindness affects people in the middle,
productive years, aged between 35 and 64. Extensive research has proved that timely
detection and treatment can reduce the rate of blindness significantly from 50% to 5%.
Screening for DR has also been proven to be cost-effective. A universal guideline suggests
that patients with diabetes should have an eye examination at least once a year.

A huge number of patients with diabetes, especially those who live in rural areas, do not
have the recommended eye examination. Even patients in the United States had only a
50% rate of eye examination. Furthermore, less than 40% of those who have high-risk
characteristics of blindness received treatment. Many eyes with these characteristics may
still have normal vision. Ophthalmolosgists therefore cannot wait until patients develop poor

vision to treat.

Thailand's Situation

In Thailand, more than 3 million people have diabetes but only about 100,000 of them have
the recommended eye examination. There are only approximately 1,000 ophthalmologists
nationwide, including 100 retina specialists to deliver eye care. Half of them practice in
Bangkok, whereas the majority of the patients, who do not have the examination, live in
rural areas about 100 kilometers away from provincial hospitals where ophthalmologists
practice.

Based on the National Survey of Blindness, conducted in 2006-2007, 34% of diabetic
patients in the survey were found to have low vision or blindness in either eye. Furthermore,

DR is the most common retina disease that causes bilateral low vision.
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A Struggling Model

Tak is a province located 400 kilometers west of Bangkok, next to Myanmar. There was only
one ophthalmologist working in a public provincial hospital. The ophthalmologist had
realized his inability to provide routine eye care to patients in his rural area. He therefore
spent his weekends carrying an ophthalmoscope to various communities to examine
patients with diabetes to detect DR. Despite his hard work and dedication, in 2006, he could
achieve only 20% coverage of eye examinations of the 4,618 diabetic patients in his
province.

The Center of Excellence in Retina Diseases in Rajavithi Hospital, Bangkok, is a public tertiary
care center that takes care of referred retina cases from most of provincial hospitals in
Thailand. We operated on severe, advance DR with retinal detachment for more than 200

cases a year. Only half of these cases could have visual improvement after the surgery.

This conservative model cannot be applied to prevent blindness from diabetes.

2) What is the initiative about? (What was the solution?)

We implemented the first pilot project for preventing blindness from DR in rural areas of Tak

province in 2007.

We co-operated with provincial health care officers in Tak for setting up a local community
health care team in rural areas to assist the ophthalmologist. Personnel in the team were
recruited from volunteered health care officers in community hospitals who were local
people, and might not necessarily be physicians. We trained them to interpret digital retinal
images to identify patients with diabetes who were at risk of blindness and refer them to the
ophthalmologist. They were also supervised to run this project themselves.

Solutions on the perspective of rural patients

In the first year, more than 2,600 patients accessed this project, which was 60.7% of the
diabetic patients in Tak. In the second year, this coverage improved, to more than 90%. The
number of high-risk eyes detected improved from 15.3% in 2007, 30.2% in 2008, to 40.6% in
2009. A total of 1,620 eyes had laser treatments at Tak Provincial Hospital and 920 had
improved or stable vision. Seven eyes were referred to have surgery at Rajavithi Hospital in

Bangkok and five had visual improvement.
After this achievement, we extended our project into four more provinces. They were 463-

828 kilometers from Bangkok. There were 81,056 patients with diabetes in the four
provinces. A total of 58,510 (72.2%) of them were screened for DR. 7,392 (12.6%) of these
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patients were referred due to DR, an additional 2,679 (4.6%) patients were also referred due
to other eye diseases. There were 2,228 (3.8%) patients who were treated by
ophthalmologists in the provinces, whereas 163 (0.3%) patients were referred to be treated
by retina specialists in regional tertiary care hospitals. There were 2,922/58,510 (5%) patients
found to have blindness in the first year. This decreased to be 3.7% in the second year..

Solutions on the perspective of rural personnel

We trained 425 nurses or technicians from the four provinces to be primary DR screeners.
Their qualification in identifying eyes with high-risk for blindness (referrals),  using
identification by a retina specialist as standard, was assessed in terms of sensitivity (correctly
identify referral cases) and specificity (correctly identify non-referral cases). The qualification

level was set for each screener to have at least 85% of sensitivity and 85% of specificity.

Before training, the trainees had an average sensitivity of 71.4% (range 50-82.5%) and
specificity of 0.55% (range 35.8-80%) with only 6.5% (range 3.1-10%) of the trainees had both
sensitivity and specificity more than 85%. After training, the average sensitivity improved to
92% (range 90.1-94.3%) and the average specificity improved to 80% (range 71.5-89.8%). The
proportion of the trainees who had both sensitivity and specificity more than 85% was
46.8% (range 26.9-79.1%).

Rural people, both patients with diabetes and the trained personnel in the community
teams, benefited the most; provincial ophthalmologists, regional retina specialists, and

policy makers are also benefited from this initiative.

3. Who propose the resolution, who implement it and who were the stakeholders

The Center of Excellence in Retina Diseases, Rajavithi Hospital (COE) and the Institute of
Medical Research and Technology Assessment (IMRTA), both in the Department of Medical
Services, Ministry of Public Health, proposed this initiative.

We work in the COE, which is a center of medical excellence that has commitments in
pursuing excellence in being a tertiary care center, research center, reference center,
establishing a regional referral center, proper technology transfer, medical network, and

advocacy in national policy.

We chose to solve a problem of DR because it was the leading cause of blindness from
retina diseases and the most common eye disease referred to our hospital. It is still the
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most common eye disease referred in the past three years (1,777/3,335 [53.3%] in 2009,
3,453/5,692 [60.7%] in 2010, 6,880/10,305 [66.8%] in 2011). Furthermore, this initiative could

fit well into all the seven areas of excellence we committed to pursue.

The IMRTA has collaborated closely with us in assessing the use of digital retinal images for
DR management. We organized skill transfer courses for establishing local community DR
Management teams in rural areas. We developed the course curriculum, recruited
volunteers, and conducted the teaching together. This initiative fit perfectly with the priority
policy of the Department of Medical Services of the Ministry of Public Health in tackling

problems of chronic non-communicable diseases, such as diabetes.

The local community DR Management team implements this initiative in their community.
The team, the diabetic patients in their area, the COE, and the IMRTA are the major
stakeholders. The followings are other stakeholders.

Other Government Bodies
The Office of the Permanent Secretary of the Ministry of Public Health (OMPH), the
command body for all provincial and community hospitals in Thailand, supports the roles of

personnel in the hospitals to form the DR Management team with us.

The National Health Security Office (NHSO), a government agency responsible for health care
payments in Universal Coverage insurance scheme in Thailand, has endorsed this initiative.
NHSO has played an important role in providing budget for retinal image interpretations, and

treatment when this initiative is implemented at a national level.

Profession Organizations

We co-operated with the Thai Retina Society (TRS), in which attending staff from our COE are
currently Chair and committee members, to organize a group discussion for retina specialists
in Thailand to set up a guideline for DR management. There was a consensus from the
meeting that health care personnel that were not physicians could be trained to assist
ophthalmologists to prevent blindness from diabetes.

The Royal College of Ophthalmologists of Thailand (RCOPT) endorsed the guideline. We
published it in the Thai Journal of Ophthalmology, and were invited to present it in the
annual academic meeting of the RCOPT. The TRS and RCOPT have still provided academic
support for this initiative.
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Public Organizations
Village health volunteers work closely with the local DR management team in registration of
patients with diabetes into this initiative. They also take care of the patients on the

screening days.

4. What were the strategies used to implement the initiative?

The main objective of this initiative is to prevent blindness from diabetes.

We have divided this initiative into three phases.

The Pre-Screening Phase:

This is conducted by the Central DR Management Board, which consists of personnel in the
COE, and the IMRTA. The divisions in the Board are the Administrative unit, Academic unit,
Secretariat unit, and ICT unit.

Strategies used:
1) Converting tacit knowledge into explicit knowledge
2) Promoting evidence-based decision-making

3) Improving human resources’ skills and productivity

Activities:

1) Conducting research on digital retinal images by the Academic unit of the DR Board

2) Creating Guidelines for DR Management by the Academic unit in collaboration with TRS,
distributing the guidelines by the Academic and the Secretariat units in collaboration with
RCOPT.

3) Mapping resources of all provinces in Thailand to select appropriate provinces to
implement at the beginning. This was conducted by the Administrative and the Secretariat
units and the OMPH.

4) Website and ICT tools creation by the ICT unit

5) Preparing the selected local communities by the Secretariat unit in collaboration with
village health volunteers and the local DR Management team

6) Organizing training courses by the Academic and the Secretariat units in collaboration with

the local DR Management team
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The Screening Phase:
This phase is conducted by the trained local community DR Management team in their

community.

Strategies used:
1) Applying modern equipment, e.g. digital retinal camera
2) Applying ICT tools

3) Transforming passive service culture into active service culture

Activities:

1) Capturing retinal images
2) Interpreting the retinal images
3) Measuring visual acuity and intraocular pressure
4) Giving health education

)

5) Collecting and managing data

The Post-Screening Phase:
Both the Central DR Management Board and local community DR Management team

conducted this phase.

Strategies used:
1) Applying ICT tools
2) Creating learning community

Activities:

1) Data management, consultation, and referrals conducted via telemedicine by local
community DR Management team

2) Data confirmation, monitoring, feedback by provincial ophthalmologists and regional
retina specialists via telemedicine.

3) Treatment of referred patients by ophthalmologists, retina specialists

4) Higher policy makers and the DR Board access the data for monitoring

5) Organizing a meeting among the DR Board, the local community DR Management teams,

ophthalmologists, and retina specialists to obtain feedback from the discussion group.
Road Map and Challenges for the Future:

Extend this initiative to cover most provinces of Thailand. Receive more involvement from

other possible stakeholders, such as public media to promote this initiative. Since diabetes
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can cause complications in other organs, such as the heart, kidneys, and feet, involvement
of other groups of physicians, e.g. cardiologists, nephrologists, and orthopedists, to screen

those complications at the same time is challenging.

5. What were the chronology, key development step and key implementation steps?

We applied a Knowledge Management Process Framework to develop and implement this

initiative.

Knowledge Acquisition

The standard for diagnosis of DR severity has been established since the 1980s. This is an
interpretation of stereo photographs of the retina captured in seven specific areas. This
standard is not accepted in the real world due to complex acquisition and interpretation. In
the early 1990s, Polaroid images were introduced but it was not useful due to poor image
quality. The screening for DR changed dramatically in early 2000s, when digital retinal images

were introduced.

We assessed this technology for real-time, remote, image interpretation and published the
results in Journal of Medical Association of Thailand in 2005. We then assessed an
agreement in interpretation of the images by different health care personnel and published
the results in the journal of the American Academy of Ophthalmology in 2006. We found a
potential that health care personnel who were not physicians could be trained to detect
referrals with 80-90% sensitivity and 70-80% specificity. We presented another study
evaluating capability of trained ophthalmic nurses for screening DR at the American
Academy of Ophthalmology annual meeting in 2008. We used this evidence for

implementing DR screening in the real world.

Evidence-based knowledge acquisition is the key development step.

Knowledge Sharing and Transferring

In 2008, we co-operated with IMRTA to establish a skills transfer course and workshop for DR
management. The two-day course was initially conducted for classroom training, it then
evolved into hybrid training, which included both classroom and web-based training. The
curriculum in the classroom course includes 1) lectures on diabetes, pathophysiology of DR,
pathological lesions of DR and 2) practice of retinal image capturing and reading. The
trainees were then required to interpret images from real patients in a web-based e-learning
system. There were 400 images to be used for practice.
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Knowledge Networking

In 2010, we added telemedicine technology, such as consultation, referral, and a database
system into the website to connect local community teams, ophthalmologists, retina
specialists, and policy makers into the same network. Mobile technology was used to notify

consultants in the network once there was a new case submitted for consultation or referral.

In 2011, we developed software for zipping data and images from screening in communities,
to be transmitted via the Internet. The data was then automatically unzipped, stored and
displayed on our website. This is used for monitoring coverage of retinal images captured at
the rural screening sites. A self-test practice system for the trained local community
personnel to continue monitoring their own sensitivity and specificity of interpretation

competency was also established on the website.

Integrating ICT into this initiative is the key implementing step.

Knowledge is Dynamic: Paradigm Shift of DR Treatment
In a few years ahead, based on strong evidence in recent research, we look forward to
changing treatment of DR from laser to injecting medications into the indicated eyes. This

may allow us to treat more patients, with lower cost, and more visual improvement.

6. What were the main obstacles encountered

Obstacles on Knowledge Transferring

Problems with defining the severity level for referrals:

There were five severity levels of DR based on the International Clinical Classification.
Initially, we trained the screeners to classify all five levels with a severity level of 4 or higher
set as referrals; however, sensitivity and specificity for identifying this was only 50-60%. The
definition of referrals was then changed to be a level of 3 or higher. This has improved
overall sensitivity and specificity to be more than 80%. This was used as a sguideline. A
community screening team may change to refer a level of 2 or higher; this depended on
resources and the policy of ophthalmologists and provincial health officers in the province.
Referring cases at a lower severity level may give more sensitivity with more cases referred,

and possibly more false positives but less false negatives.
Quality of the primary screeners:

We explored many cutoff points and found that 85% sensitivity and 85% specificity can be
achievable in each of the trained screeners. This qualification is also high enough to
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implement in the real world. Continuing education with an e-learing system to refresh

theory and practice was created to keep this qualification.

Obstacles on Knowledge Networking

Problems related to telemedicine application:

We applied real-time modality for transmitting images to be read at a central reading center
in the initial phase. We found this impractical, based on results from our published study
and from implementation. We then applied a store-and-forward modality by saving images
on CDs for ophthalmologists to interpret later. This created too much workload for them
(There are only 2-3 ophthalmologists in a province to read more than 10,000 images of
patients in their province). Therefore, we currently adopt a system of real-time image
interpretation by trained local community screeners at screening sites, with a store-and-
forward system for ophthalmologists to confirm the readings by the screeners via a website.

The problem of different brands of retinal cameras:

Since we collected data of local community screenings at a central server, we therefore
wrote customized software to allow the screeners to zip all data and images screened in a
day to be transmitted into the server with ease. The different brands of the camera had
different ways of storing data and images; therefore, we needed to write different software

for different cameras.

Obstacles on Implementation

Chronic disease management scheme:

The screening for DR is a long-term task. It needs re-scheduling for screening in the following
year for each patient. Sustainability of this project is therefore very important. This is a
unique character of chronic diseases, which is different from other eye diseases, such as
cataracts that require a single surgery to cure the disease. This is the main reason why we

focused on training local personnel for the sustainability of this initiative in rural areas.
Flooding of patients referred when the initiative was first implemented:

Provincial government resources, and national resources provided by the NHSO, are
prepared to tackle these problems.

7. What resources were used?

Most of the financial resources were used in the Screening Phase. A major investment in this
phase is the cost of a digital retinal camera, which is about 30,000 USD. This can be
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supported by the yearly provincial health care budget and is a one-off investment with few
maintenance costs. In Surin province, the eleven community hospitals shared the cost of
the camera together and used it with rotation. Some provinces adopt this model. Currently,

66/77 (85.7%) provinces of Thailand have digital retinal cameras.

Other costs on screening days were for human resources. There were four personnel needed
on the screening days: a visual acuity and intraocular pressure measurer, an image capturer
and reader, a health educator, and a data manager. These are personnel required in the

local community DR Management team.

For the Pre-Screening Phase, the majority of the cost was for the classroom-based skills
transfer course. It cost 3,000 USD when it was set in Bangkok, where the travel and
accommodation expenses of trainees were accounted for. It was cheaper by half when it
was held in other provinces. Another cost was for creating and maintaining the website
which was a core for integrating ICT tools of this initiative.

Human resources used for the Pre- and Post-Screening Phase are personnel in our Central
DR Management Board. We combined personnel from two institutions of the Department of
Medical Services, Ministry of Public Health into this Board: personnel from the COE Retina,
Rajavithi Hospital, and personnel from the IMRTA.

A retina specialist from the COE, who is also the Assistant Director for Management of COE of
Rajavithi Hospital, and the Director of the IMRTA oversee the whole project together. Other
personnel are two programmers in the ICT unit, a research assistant in the Academic unit,
two data managers and two collaborators in the Administrative unit, and a secretariat. The

average salary of government officers in this initiative is 500 USD a month.

The economic costs of patients with advanced DR are tremendous. These include direct
medical costs for both diabetes itself and DR including other related eye diseases, indirect
medical costs for patients who go blind and need social assistance, and intangible costs for

patients in the working age group who go blind and therefore lose productivity.

All these costs exist no matter whether this initiative is implemented or not, because we
have to treat patients with diabetes and DR on regular basis. These direct costs should
increase if this initiative was initially implemented nationwide with more high-risk eyes

detected. The NHSO has already reserved budget for this purpose, especially budget for
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overtime work of screeners and ophthalmologists. However, we can offset all these costs

with much lower investment in this initiative in the long run.

8. Is the initiative sustainable and transferable?

Strategies for Sustainability:

Enhance Good Governance

Village health volunteers are the key persons who connect our teams of government officers
with patients in communities. They are local people who volunteer to take care of health
issues in their community. Each volunteer is responsible for ten households in each
community. There are currently 13,195 village health volunteers in Thailand.

Collaboration between the Central DR Management Board and profession organizations,
such as TRS and RCOPT makes this initiative sustainable.

Customized management plan in each province based on their resources also makes this
initiative sustainable.

Enhance Screeners' Competency and Motivation

We collected training resources, such as PowerPoint slides, standard retinal images,
guidelines within the website with easy retrievals. A web-based interactive practice was built
for ease of use.

We are working with the Nursing Council on giving continuing education credits to the trained
DR screening nurses. This screening task should be built into a routine job with a job
description embedded into the local personnel in the future.

Motivation of individual screeners is improved by listing the names of those who had the
highest reading scores or achieved the qualification on the home web page. The running of
this initiative by local team themselves is social motivation. The local personnel are proud
with their competency on preventing their own patients from going blind. Setting eroup
discussions among the local community teams to get feedback created functional

motivation.

Based on our survey, 102/113 (90.3%) of the responded personnel will keep doing the

screening after the first implemented year.
Replication at National and International level:

Since the pilot project in Tak and four more provinces, DR management project has been
conducted in 38/77 (50%) provinces. There are trained community personnel in 66/77
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(86.8%) provinces with digital retinal cameras available in 66/77 (85.7%) provinces. More
projects in more provinces have being organized. We are supervising these projects and

monitoring quality of the trained screeners.

We have joined with the TRS and the RCOPT to organize lectures, symposiums, and
instruction courses in the annual academic meeting of the Royal College since 2006. This
has inspired many provincial ophthalmologists to develop their own project. Some invited
us to set up a model in their province. Some customized their own models, based on our

findings and results.

We have been invited to present this project in many international meetings, such as the
Asia-Pacific Academy of Ophthalmology, the Asia-Pacific Vitreo-retina Society and the Asia-
Association of Research in Vision and Ophthalmology meeting. From discussions in the
symposiums we learnt that some countries are in the process of developing their own
projects. Some are very interested in following our model. This could lead to the replication
of this initiative in those countries. We have a plan to initiate and host an International

forum on DR Management in Thailand in the future.

9. What are the lessons learned?

Describe key elements that made the initiative success

Lessons Learned About Human Resources:

One of the most important elements that made this initiative success was giving an
opportunity to local community health care personnel in rural areas, who were not trained
in ophthalmology at all, to solve a problem in public health ophthalmology for their own

people. They run their own project and they can do it successfully.

What we did was only a supervision role. We developed frameworks and created tools. We
acquired the core knowledge for DR management, shared, and transferred to improve
competency of the personnel. We connected them with consultants, mentors, policy
makers, and other trained personnel in different provinces. We let them be a part of a

knowledge network.

Our knowledge network is not only a virtual social network on the web. It is the real

network. The Central DR Management Board organizes a group discussion among personnel
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on every level of this initiative twice a year. We invite them to share experiences, obstacles,

and their success stories. This has made our network becoming a learning community.

Lessons Learned About Technology:

Digital retinal cameras had been commercially available in Thailand for a few years before
we set up the pilot project in Tak province. Nothing occurred for DR management during the
time. There was no any DR screening programs in Thailand. Patients in rural areas still could

not access eye care.

Once we implemented the use of the cameras in the real world, many things started to

change. More and more DR screening programs came up in more and more provinces.

This has given us an impression that having technology alone, without proper management,
is not the final answer to solve problems.

When we developed the skills transfer course, we looked into a web-based only teaching
course. We found it did not improve the trainees’ competency on retinal image reading.
Only 6/33 (18.2%) trainees had both sensitivity and specificity more than 85% after the

training, compared to 46.8% trainees who had the same qualification after hybrid training.

This has also given us an impression that the most productivity does not come with
technology itself, it comes with proper use of technology by humans and human interaction.

Lessons Learned About Human Resources, Technology, and Knowledge Management
Another important element that made this initiative success is the use of evidence-based
decision making. We conducted a series of research projects to prove the competency of

rural health care personnel before implementation.

Knowledge is created by humans. Evidence found by humans was accumulated over years
and years to form knowledge. Without proper management, knowledge could sit quietly

without any useful productivity.

We are lucky enough today that we have technology to manage knowledge effectively.
Applying knowledge management can be successful by proper management of human
resources and technology. This could eventually lead to a great positive change in our

society, such as preventing diabetic patients from blindness.
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Fostering participation in policy-making decisions through innovative mechanisms

CWANANU 1 NITUTMNSIANSYEUTEMULUUTAINTIN IAgAENTIHNTANAUSEYITULALBIANT

flin vedlasinsdsiuasthzednwinssde sunomudn Saningnssan
(Participatory Irrigation Management by Civil Society Committee and Water
User Organizations : The Kra Seaw Operation and Maintenance Office, Dan
Chang District, Suphan Buri Province, Thailand Management)
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1) What was the situation before the initiative? (The problem)

Several factors had contributed to irrigation management frustration. Initially, the
senses of ownership of the irrigation system among farmers were low since public
irrigation staff failed to encourage public participation in every process of reservoir
development, that is, planning, design, operation, maintenance, and monitoring. The
public irrigation staff customarily held decision-making power on water allocation and
distribution and maintenance needs and did not provide opportunities for farmers to
share in the decision making. Farmers perceived the management of irrigation system
as stateinitiated and state-oriented without the benefit of providing better access to
water since upstream farmers usually got surplus irrigation water, resulting in
downstream farmers being left in need. The public irrigation staff was simply unable
to provide irrigated water in a sufficient and timely manner creating further
frustration. The diversification of public interest beyond farming activities, moreover,
distracted them from participating in agricultural career.

Despite the best efforts and under detailed and demanding responsibilities, the
Royal Irrigation Department (RID) generally struggled to achieve two of its missions,
Le. allocating water to every stakeholder in the equitable and sufficient manner and
promoting public participation process under water development projects and
irrigation management. The specific problems faced by the RID were the following
issues. The RID's manpower was continuously downsized according to the 2003 Good
Governance Reform Royal Decree. The retired RID staff were minimal replaced. Thus,
the number of civil servants and permanent employees of the RID remained only
6,000 (previously 9,000 persons) and 20,000 (previously 50,000 persons), respectively.
Irrigation structures were destroyed by farmers because they lacked senses of
ownership of the irrigation system. Farmers did not cooperate in water operation and
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maintenance. Local politicians frequently interfered irrigation management. Irrigation
management did not immediately respond to farmers' needs. There were no
incentives for water saving, thus leading to water shortages and water fight among
farmers.

A demonstration was organized by farmers whenever farmers faced water
shortages. Farmers lacked understanding of their roles in irrigation management.
Water decision-making by public irrigation staff did not completely serve the public
needs. Farmers had no access to updated water information. Water conflicts were
usually occurred among farmers as well as between farmers and public irigation
staff.
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2) What were the key benefits resulting from the initiative? (The solution)

The initiative provided tremendous benefits to various parties from an individual
level to a global level, that is, farmers, RID, Thailand, and the ultimate world. At an
individual level, farmers gained an understanding of water demand and supply in the
areas, thus saving water for the next crop season. In 2009, farmers helped save water
about 10 million m3 in the dryseason.

Farmers were able to do farming activities more than one time per year as well

as to apply the crop diversification. Farmers' income grew from USS$3,900 per
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household/year to be US$5,233 per household/year (US$1 = 30 Thailand Baht). The
yield of main crops in the area, i.e. rice and sugar cane, rose significantly. The rice
yield of the first and second crops increased from 2,000 kg/acre to be 2,530 kg/acre
and from 2,125 kg/acre to be 2,635 kg/acre, respectively. The sugar cane yield was 25
ton/acre and then tumned to be 35.4 ton/acre after implementing the initiative. The
plot preparation of tail-end farmers was reduced from six weeks to be four weeks
because the initiative made the irricated water flow faster through the end of a
canal. The water conflicts between farmers and farmers and between farmers and
public irrigation staff were dramatically decreased. Farmers were able to resume their
relationships in the community. Farmers got great satisfaction in water service
delivery supported by the initiative because they received water in a sufficient and
timely manner. Finally, the initiative was a forum to devolve the water management
decision-making to farmers, either through representatives or committee bodies, thus
reinforcing the democratic society.

The initiative also assisted the RID in better maintaining the irrigation structures
although its manpower was continuously downsized according to the 2003 Good
Governance Reform Royal Decree. The manpower of the Kra Seaw Operation and
Maintenance Office, for example, was 110 and 58 persons in 2001 and 2010,
respectively. This helped save the salary about US$312,000 per year. The annual
budgetfor canal and ditch maintenance was considerably saved US$53,333. The
service satisfaction evaluated by farmers in the areas soared to 90% in the year 2008.
The initiative helped the Kra Seaw Operation and Maintenance Office completely
serve at least 6,740 farmers under the irrigation areas of 52,000 acres. The saving
water allowed the Kra Seaw Operation and Maintenance Office to further supply
water for domestic use of farmers outside of the irrigation areas of 28,000 acres
during wet and dry seasons.

At the national level, the initiative led to ease water conflicts in Thai society. The
increase of farmers' income helped alleviate the standard of living of farmers. This
helped maintain agricultural careers, which accounted for 34% of the country,
conserved the irrigation areas, and enhanced the food and energy security of the
nation. The agricultural export served as one of the main contribution of the GOP.

At the global level, the initiative promoted the food security of the world. The
security was built on the food availability and food access through the Thai

agricultural export.
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3) Who proposed the solution, who implemented it and who were the stakeholders?
There were four key players contributed to the design and implementation of
the initiative. Four key players included the RID's executives, the Office of Public
Participatory Promotion, the Kra SeawOperation and Maintenance Office, and water
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users. The water users at the Kra Seaw Reservoir were comprised of 6,740 farmers,
including a district waterworks authority, a sugar factory, and an ethanol factory.

The RID had long faced the struggle with irrigation management. The struggle
caused continuous conflicts between public irrigation staff and water users because
the sole water management decision-making hold by the public staff did not deliver
water in a sufficient and timely manner. The RID's executives then specified a
strategic plan regarding the initiative so called participatory irrigation management
(PIM), allocated budgets, and identified a key performance indicator, the percentage
of established water user organizations in an irrigation area, to monitor the initiative.
The Office of Public Participatory Promotion was responsible for implementing the
initiative, preparing the PIM manuals and guidelines, developing the PIM facilitators,
arranging relevant training sessions for related public irrigation staff, and allocating
budgets for implementation and monitoring. The responsibilities of the Kra Seaw
Operation and Maintenance Office involved establishing and developing water user
organizations and Joint Management Committee for lIrrigation (JMC), selecting
irrigation volunteers, and facilitating the meetings, training sessions, and study tours
for farmers. The roles of water users were: to be engaged in establishing and being
committee members of water user organizations and JMC, to serve as irrigation
volunteers; to attend the capacity building sessions provided by public irrigation staff;

and, to collaborate in water sharing and maintaining irrigation structures.
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4) What were the strategies used to implement the initiative?

Two common problems of the RID were poorly maintained irrigation systems,
thus providing low efficiency and inequitable water allocation. In addition, the RID's
manpower was continuously decreased due to the 2003 Good Governance Reform
Royal Decree. The RID then tried to seek cooperation from farmers in operation and
maintenance to ease difficulties in irrigation management. The initiative served as a
forum to exchange water information and concerns between farmers and public
irrigation staff.

The RID characterized PIM as the involvement of both water user organizations
and local administrative organizations in planning, making decisions in irrigation
management and operation, receiving benefits, and monitoring at all levels of an
irrigation system including a reservoir or water resource, irrigation canals (Le. primary,
secondary, and tertiary canals), and on-farm irrigation system (Le. ditch). The water
user organizations and JMC got involved in irrigation co-management while local

administrative organizations were target agencies to be transferred the ownership of a

120



aAleuuImslunsaniunisaiinsvesuseda United Nations Public Service Awards U9489AN15avUsenvi

small irrigation project situated within their areas. The local administrative
organizations assisted in allocating maintenance budgets.

The implementation strategies used by the RID included: proclaiming the PIM
policy to relevant agencies by the RID's Director General; incorporating PIM into the
Department's Strategic Plan; establishing the Office of Public Participatory Promotion;
specifying a key performance indicator to evaluate the implementation; and,
allocating budgets for public participation process. The attitude of public irrigation
staff regarding PIM implementation was crucial for success. Therefore, the Office of
Public Participatory Promotion mainly dealt with building a PIM understanding and
developing skills among public irrigation staff and farmers. The approaches to
building a PIM understanding and developing skills consisted of: arranging the training
sessions, workshops, seminars, and study tours; preparing PIM manuals and
guidelines, pamphlets, posters, and videos; and, organizing PIM network. Awarding an
outstanding water user organization at regional and national levels was a means to
stimulate incorporation of the initiative.

The Kra Seaw Operation and Maintenance Office was a principal agency to
implement the initiative in the field. There were three approaches of water
management in the field planned by the Kra Seaw Operation and Maintenance
Office. Level 1, water management at a reservoir or water resource, the JMC assisted
in managing water from the reseNoir to irrigation canals. Level 2, water management
at an irrigation canal, water was administered within each irrigation canal by an
integrated water user group. Level 3, water management at a ditch, a water user

group held the right to allocate water to every plot.
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5) What were the key development and implementation steps and the chronology?

The key development of the initiative was the establishment of water user
organizations, JMC, and irrigation volunteers. This helped identify clear responsible
persons at every level of an irrigation system. It should be noted that each
development came separately based on the action learning.

At a ditch level, a water user group, which was a fundamental group of water
user organizations, was organized to allocate water in a ditch, but area covered
should be less than 400 acres. The administrative structure was comprised of an
elected chief and members who use irrigated water from the same ditch.

At a canal level, an integrated water user group was united from several water
user groups that used water from the same canal. It may take responsibility of a
primary, secondary, or tertiary canal, but the area should be covered less than 8,000
acres. The administration was in a form of elected committee to manage irrigated
water in a canal.

At a reservoir or water resource level, the JMC was responsible for reaching a
mutual agreement on water allocation and delivery plan in each crop season. The
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JMC was made up of representatives from four sectors including water user
organizations, local administrative organizations, the Kra Seaw Operation and
Maintenance Office, and relevant public and private agencies.

An irrigation volunteer acted as a coordinator between the public irrigation staff
and farmers regarding irrigation management. The volunteer was a farmer being a
member of an integrated water user group. The coverage area of one volunteer was
1,000 - 1,200 acres. The Office of Public Participatory Promotion provided a training
session for the elected volunteers before start working.

The implementation steps involved: first, to establish water user groups at every
ditch all over the irrigation areas; second, to unite water user groups under the same
primary or secondary canals to be integrated water user groups throughout the areas;
third, to develop irrigation volunteers covering the irrigation areas; and, fourth, to
organize the JMC who held absolute power to make final decision-making about
irrigation management at the Kra Seaw Reservoir. During the year 2000 - 2001, the Kra
Seaw Operation and Maintenance Office first established 278 water user groups
throughout and provided a series of training sessions for farmers to introduce
fundamental irrigation system, PIM concepts, and roles and responsibilities of
relevant parties. After each water user group had a chance to practice working as a
group, they were united to be nine integrated water user groups to manage water of
the primary or secondary canals in 2002. Thus far, there were 29 irrigation volunteers
in the irrigation areas of the Kra Seaw Reservoir. The JMC at the Kra Seaw Reservoir
was organized in 2006. There were 51 committee members consisting of 29
representatives from integrated water user groups, 11 representatives from local
administrative organizations, four representatives from the Kra Seaw Operation and
Maintenance Office, and seven representatives from relevant public and private
agencies, including four district agricultural offices, a district waterworks authority, and

two factories.
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6) What were the main obstacles encountered? How were they overcome?

Five main obstacles were encountered during the implementation of the
initiative. First, the public irrigation staff resisted implementing the initiative because
they did not want to lose their sole power in water management decision-making.
The RID arranged a series of training sessions to make the staff understand the PIM
concepts and approaches. This helped change the staff's attitude. The RID also
identified a key performance indicator to monitor the initiative implementation.

Second, farmers, as well, did not understand the PIM concepts and refuse to
collaborate on the initiative. The Kra Seaw Operation and Maintenance Office
continuously provided seminars and training sessions for farmers including PIM
concepts, technical skills in irrigation, administrative skills, and organic farming.
However, the key success was the sincerity, determination, and continuity of the staff
of the Kra Seaw Operation and Maintenance Office who worked closely with farmers
during the implementation period.

Third, local administrative organizations did not collaborate on allocating
maintenance budgets of the transferred irrigation projects. The RID continually
provided the regional workshops to make clear about the budget source and how to
use the budgets.

Fourth, the public irrigation staff lacked public participation skills. They were
therefore reluctant to incorporate the initiative. The RID together with a non-
government agency initiated a series of capacity development sessions to create the
new spirit of public service among public irrigation staff. The entire capacity
development for the staff took three years. The first year training constituted two, 5-
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day workshops. Each workshop was limited to 25 participants. The training was to
introduce the concept and skills needed to be an effective facilitator of meaningful
public participation activities. Only qualified participants moved on to the second
year training. The second year training blended the best arts of finding oneself and
living with others from western and oriental doctrines. It contained four consequent
courses as follows: (1) Enneagram: nine basic personality types of human nature and
their complex interrelationships; (2) tasks, power of groups, and happiness; (3)
leadership that stressed power of water user organizations; and, (4) restorative
conflict resolution mechanisms in a public meeting with water user organizations.
Each course lasted about four days. The third year training focused on developing
skills of being a facilitator. Each course was carefully designed for 30 participants
from the second year training. The training comprised four sequential courses: be
ginning facilitator for PIM; (2) intermediate facilitator for PIM; (3) advanced facilitator
for PIM; and, (4) relaxation and consciousness building that helped generate
management skills in a public meeting. Each course took about four days. The
capacity development efforts had been periodically revised on trial and error basis.

Fifth, the areas of implementation were large. Thus it was hard to complete the
initiative in a short period. The Office of Public Participatory Promotion in
collaboration with the Kra Seaw Operation and Maintenance Office clearly specified
an implementation plan and evaluated it regularly. The RID'S executives
acknowledged the importance of the initiative and continually allocated budgets for
this purpose.
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7) What resources were used for the initiative?

The RID supported the initiative by using its regular budget. The budget for
establishing a water user group was US$116 per group or US$32,248 for 278 water
user groups under the initiative. The establishment of an integrated water user group
was budgeted US$1,333 or USS$11,997 for nine integrated water user groups under
the initiative. The allotted budget for JMC establishment was US$1,723. The annual
budget was approximately allocated US$11,200 for strengthening the initiative. The
activities that helped strengthen the initiative comprised meetings, training sessions,
and study tours. The RID, moreover, provided a monthly allowance of US$40 for an
irrigation volunteer.

Awarding an outstanding water user organization at regional and national levels
was a means to stimulate incorporation of the initiative.

The attitude of public irrigation staff was vital for success of the initiative.
Therefore, the Office of Public Participatory Promotion was responsible for building a
PIM understanding and developing skills among public irrigation staff. The approaches
to building a PIM understanding and developing skills consisted of: arranging the
training sessions, workshops, seminars, and study tours; preparing PIM manuals and

guidelines, pamphlets, posters, and videos; and, organizing PIM network. Farmers in
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the irrigation areas attended a number of training sessions and study tours provided

by staff at the Kra Seaw Operation and Maintenance Office.
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8) Is the initiative sustainable and transferable?

The initiative is definitely sustainable. Due to the population increase, the water
demand of every sector has escalated and caused water fight among water users.
The RID acknowledges the essence of water by clearly stating its missions, that is,
allocating water to every stakeholder in the equitable and sufficient manner and
promoting public participation process under water development projects and
irigation management. The initiative has incorporated in a strategic plan, thereby
gaining a budget allocation since 2004. Moreover, the sustainable water management
is practical because the final water management decision-making is based on a
mutual agreement between every stakeholder. As of September 2009, there were
43,048 water user groups, 1,319 integrated water user groups, 35 water user
associations, 45 water user cooperatives, 23 JMCs, and 1,057 irrigation volunteers
throughout the country. The water user organizations established thus far cover
approximately 54% of the entire irrigated areas of the nation and are associated with
829,563 members. The ultimate goal of the RID is to establish water user
organizations and JMCs all over the irrigated areas, 9.6 million acres.

The establishment of the water user organizations and JMCs runs on a voluntary
basis. The duty of public irrigation staff is to present possible benefits of the
establishment. However, the final decision depends on farmers' readiness and
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consent. Once farmers agree to establish a water user organization or JMC, the public
irrigation staff merely provide guidelines for the formation of those organizations. The
chief or president and every member in those organizations are responsible for
setting their own rules based on topographical, economic, and social constraints in
each area. The number of members can vary from ten persons in a water user group
up to more than 30,000 in a water user association or water user cooperatives. The
coverage area ranges from less than 400 acres in a water user group to more than
48,000 acres in a water user association or water user cooperatives. A water fee to
cover the expenses of operation and maintenance and organization administration is
optional for a water user organization, but if such a fee is to be charged it must be
based on mutual agreement of members. For example, a number of water user
organizations set a one-time membership fee from USS$S0.67 - 6.67 per member. A
water user organization in northern Thailand acquires rice (about 19 kglacrelyear)
from members as a water fee. Or, a number of water user organizations do not
collect water fees, but sharing a maintenance cost on a case by case basis.

These flexible approaches applied by the RID make the initiative transferable to
every topographical, financial, social and economic, cultural, environmental,
institutional, and regulatory circumstance. The approaches also boost farmers'
commitment which inspires a sense of ownership in the established water user
organizations and JMCs, thus encouraging farmers to participate in activities of the

organizations.
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9) What are the impact initiatives and the lessons learned?

The initiative undoubtedly causes the great impact from an individual to a global
level. At an individual level, marginalized Thai farmers, either by themselves or
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through representatives, hold absolute power in water management decision-making
at every level of an irrigation scheme.

Attending the meetings gives opportunities for individual farmers to exercise .
their rights in formulating an organization. The initiative, moreover, creates
opportunities for farmers to access relevant and timely information regarding water
and agriculture, to share water problems and concerns with public irrigation staff, to
be treated as valuable personnel with a right to speak and be listened to, and to
influence decision-making in irrigated water delivery, thus refining service
accountability. Such opportunities for marginalized farmers are signals of
empowerment. The water service accountability, furthermore, facilitates multi-
farming activities, thus increasing crop production and farmer's income. This leads to
improve the quality of life of Thai farmers.

At the global level, Thailand serves as the biggest exporter of the following
agricultural products including rice, para rubber, cassava, sugar, poultry, shrimp,
canned pineapple, and canned tuna. Thailand is recognized as the 8th rank of the
world to occupy the big agricultural plots. In 2007, Thailand was the 1 3th rank of the
world's agricultural product exporter. This shows that Thailand serves as one of the
main food sources of the world. The initiative makes the water service accountable,
thus ensuring multi-farming and crop diversification. It can be said that the initiative
enhances the food security in relation to the food availability and food access to the
world.

The key elements to success are the followings: (It)o build a sense of ownership
among farmers by letting them commit to organization establishment; (2) to
encourage compassionate communication among JMC members by helping them to
get acquainted through an overnight study tour; (3) to build rapport with individual
farmers by making frequent visits to meet farmers in the field in order to make them
feel more comfortable sharing their opinions in a meeting setting; and, (4) to treat
farmers as valuable persons by ensuring equal information distribution to every
stakeholder, regularly updating information, greeting farmers first at a meeting,
indicating that every opinion welcome in a meeting, and offering a caring response to
farmers' problems.

It can be concluded that people learn from a real and meaningful project by
engaging in an interactive action. The incorporation of the initiative in a local
community provides more opportunities to advance learning among relevant parties.
The lessons learned demonstrate the inherent potential of marginalized Thai farmers,
who are capable of directing their own water service delivery. The lessons also
illustrate the proper role of public irrigation staff as organizers who arrange the ideal
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conditions for promoting the authentic dialogue in PIM discussion, thus facilitating
mutual learning among stakeholders. Opportunities from the initiative help reinforce
the recognition of being valuable persons in the local communities of marginalized
Thai farmers and, moreover, become the strengthened foundation of Thai society
that is able to endure the growing challenge.
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‘ GREINI Advancing knowledge management in government
Fowaew :  drdnauudnisuinlavseaau (Service Excellence Tax Office)
Fouiaea1u : SUNNUATIHINTAA 7 NTUATINANS
- Villdsusneda : 2011
1) What was the situation before the initiative? (The problem)

Internal Problem

Regional Revenue Office 7 has a lot of revenue officers with highly skilled and
experienced staff who are capable of performing their duty. However, the
organization and hierarchy structure which create age e¢aps between officers
combined with the culture within the organization of the Regional Revenue Office 7
that force revenue officers to work on their own. In addition, there is also a lack of
communication among their peers or lack of integrated methods of administration
that is vital to quality of service rendered whether in terms of output or duplication
or quality of service itself.

Despite having the above quality, the staffs fail to adapt and apply their
knowledge and skills to provide satisfactory service to taxpayers or pass on their own
knowledge to other people at a satisfactory level. For instance, less experience
officers who usually are front office officers cannot answer or not comfortable to
answer questions related to laws or regulations that are often specific and
complicated.

To improve the efficiency and quality of work in all revenue offices within
Regional Revenue Office 7, the Director of Regional Revenue Office 7 initiated that,
knowledge management (KM) practice should be applied. Less senior staff should
work alongside the more experienced staff to allow staff at all levels to
communicate and exchange ideas and experience. Thus, with good and experienced
mentor, less experienced staff will be more comfortable in carrying out their duty as
they will be working and trained on real life cases with assistance of the mentor. The
idea of launching “Service Excellence Tax Office” project started to allow them work
together and to improve efficiency and effective.

External Problem

The image of services provided by the revenue offices related to taxpayer
service have been tarnished by the bad impression felt or perceived by taxpayers.
This is due to the fact that, services take a long time to process and in Thai culture
people still question whether why they should pay taxes. In almost all cases
taxpayers will have to pay more taxes after the assessment and they do not get
anything in return, hence leave bad impression to taxpayers. Moreover, there are
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problems of lack of consistency in taxpayers service which is often caused by the
decision made by officers are different even though the questions or problems are
similar. This often triggers complaints in inconsistency in service standards provided
by the revenue officers.

The Regional Revenue Office 7 took up the initiative to launch project of
“Service Excellence Tax Office” for the citizens by developing and managing human
resources to ensure that the staffs can adopt and apply their knowledge and
experience to better serve taxpayers and be able to pass on their knowledge and
experience to other people. The “Service Excellence Tax Office” project launched to
improve the image of the revenue officers and re-brand Regional Revenue
Department 7 services. 2009 announced as “year of awareness” that focused on
Public Management Quality Awards (PMQA) and in 2010 set as “year of action” to
launch the project “Service Excellence Tax Office”. These projects were initiated to
ensure that, Revenue Department’s human resources are ready to use ICT to
facilitate taxpayer service and able to apply their existing knowledge, skills and
experience effectively in a real situation.

“2011 Year of Customer Satisfaction” the process to implant service culture by
applying “SMILE-Revenue” service concept and maintain high level of service
standard.

“2012 Year of Service Excellence”, continue to improve and maintain service
standard by applying total quality management concept(TOM) until good service
practice has been instilled and become culture of revenue officers. All these efforts
were made to fulfill our goal in changing the perception of taxpayers by working and

providing services in a professional manner.
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2) What were the key benefits resulting from the initiative? (The solution)

Problem solving and success

In trying to solve the problems above have led to the initiative of improving the
quality of output through the adaptation of PMQA which emphasized on personnel
development and delivering of services to public, led to the initiation of “Service
Excellence Tax Office” project. It is the continuous personnel development project
which integrated the idea of Public Sector Management Quality Award (PMQA),
shifting paradigm of civil services and the principle of customer relation management
(CRM) in order to substantially improve the quality of service provision of revenue
units by changing service provision from passive to proactive roles and delivering
services that meet the demands of the general public through hands on human
resource training which is based on real cases encountered by tax officers. This has
led to the introduction of the project “Service Excellence Tax Office” (refer to as
Project from now on). The Project attempts to continuously improve human
resources through the application of PMQA.

In order to change customer’s perspective and to improve the quality of services
delivered to taxpayers to ensure customer satisfaction. Regional Revenue Office 7
shall improve 3 aspects including the following priorities; 1) Modernization of the
work place 2) Optimized use of IT 3) Focusing on customer centric.

In order to ensure service excellence, the Regional Revenue Office 7
implemented the following 5 approaches as follow:

133



AlauumslumsAniunisainsreiusneia United Nations Public Service Awards 98383finsanysyuuas

1. Enhance professionalism of revenue workforces by emphasizing on
knowledge management through surveying and gathering knowledge related
to service receivers and stakeholders and searching for both explicit and tacit
knowledge. In addition, community of practice shall be established by
organizing training activities, meetings and workshops in order to create the
body of knowledge and to pass on and exchange the obtained knowledge for
collective learning in the most efficient manner.

2. Encourage the participation and mutual understanding among revenue
workforces to determine the directions and create brand personality and
work towards common goal throughout the organization. Help set future
direction as well as maintain high service standard culture within the
organization.

3. Develop quality workforces by building up distinctive teams of strong
talented officers within the Regional Revenue Office 7 to improve and ensure
that work procedures are suited with problems encountered

4. Promote public participation by creating networks, organizing activities,
receiving comments and recommendations, standardized premises and
facilities and providing manuals for the general public.

5. Apply new technologies to the service provision by using latest technology to
better serve taxpayers, Regional Revenue Office 7 not only provides hardcopy
of handouts, leaflets and practical tax manual but it also provide electronic
version of the above information sheets, automatic queuing system and
create tax compasses for the purpose of personal income tax calculation

Achievements:

The improvement in efficiency and effectiveness helped us to successfully
convinced our taxpayers that our new service standard have improved as officers
becomes more customers oriented, thus, taxpayers perception towards the Revenue
Offices have changed into a positive zone. In the perception of taxpayers, officers
become more responsive to the needs of taxpayers.

Aulalayagy :

nanmdgdsnaryiliduiiinvesuannsuitigm uaudiau feulsue
fiaunaunmnNsUIMsinnisaiady (PMQA)  Miyjaiunsiaiyaainsifiesnsiuda
Auasalun1suioasnu uazdesuuinisaisisaue edrlugnisdarilasinis
“drinauinseiglovssvy” Jadulassmsimuiynainsetsseiilos senisysan
NSHIARNITENTEAUNITHAINIAMAINNITUSTINTIANITNIATT (PMQA) n1sUTunseuIuiiaY
M59119uY8391519015 wazndnnnsuimseanuduiusugnd (CRM)  Lilesnsefunns

134



aAleuuImslunsaniunisaiinsvesuseda United Nations Public Service Awards U9489AN15avUsenvi

Tuimsvesnhsauassnslifinwdnualnslivinsifegnadugusssu Wasuunum
Tu3n1s mndeduifudesn uavdaeuuinislusuuuunisuinisiinevausinsanunig
AoN13v09UTENTULSULIMsuAazAulaen1sUTunmaneallndvesesdnslu 3 A1 fie
Usuanwdilsiviuasis (Modemized Organization ) U$un1sld Mifiusuuuy (Optimized
use of IT ) uazdiunuvasasdnandeuliuinisesnadiudnenin fanie 11 Ta Taesadu
F5uusnsiduguinansvesnislsiuinis ( Focusing on Customer Centric ) Wilel¥iAnnns
vinmsdudadenissdunadsd
1. Wandmhinnnszuiunugenaduileadn fonisianmsanuiesnaduszuy
(Knowledge Management) Tagdsiauagsausiuamnuiidadnduiusiugfuuing
fildulfduds fenmsdumasdanudianidu Explict  Knowledge ua Tacit
Knowledge mﬁm&y’aﬁqmuﬁﬂﬂﬁﬁ’a ( Community Of Practice )Lﬁaa%’waqﬁmmi
wazthdoyassdauieing q indemenuanidsuiseuisiutumenisinianssy
Hnousu msUsyy/dununiBalinng
2. adumsiiduhuuaranudilansafurendminivsesdns iotamtuimun
fiama thiaueuuIAnn15aina Brand  Personality  uazifuusaduindeunmuay
paonauinuIAssUNsliuimMIedsseiledliiuimusssnuinisvensdng
3. a$1uagiaunfinauaunm Wewwwinszurwndimngaufvanmiym wae
viuniidudnuazianzeosdidnauassmnsiuiiudasfuiludedaddnay
#35NNTNA 7

o

Y (9

4. asransidnusuiudssrnvu lngnsasianieding Iananssuaiennuduius Su
flapmAniiu uazdeiausuuy Yiudgsaniuil dsueanuazainee q iy
WNIFIUALINY wazdnhaledmiuussavulunisinsesuuinig

5. dunaluladlviuiviuldlunislviuinig lenedavinddesuinsgiunisiiuinag
diannsedind daviudufianBdaelunisduiun® uazliusnisieszuuingi
onludif

Mnnmsfidunudanan viliaansoaianmdnvalauuinsinediadugussmuas

novauasnuFoen1slunsliuinmsssmeuiiaty vhlvinmdnvaivesmhenuitudy

agaun lisinsuSuwdeuyuneslunsuiRnuresdmtinavudnme

3) Who proposed the solution, who implemented it and who were the stakeholders?

Initiator, supporters, stakeholders

Initiator: Ms. Pawana Tammasila, Director of Regional Revenue Office 7 who
studied, identified and analyzed internal and external problems encountered by the
Regional Offices and came up with solution to solve such problems by introducing
“Service Excellence Tax Office” strategy to eradicate these issues.

Supporters: Revenue Officers under administration of Regional Revenue Office 7
These include officers of Area Revenue Office in 8 provinces of Lower North of
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Thailand which are Pitsanulok, Pijit, Tak, Sukhothai, Nakhon Sawan, Petchaboon,
Uttaradit and Kampaengpetch.

Stakeholders: Taxpayers, other governmental organizations and the general
public which adds up to approximately 428,000 persons under the supervision of
Regional Revenue Office 7 which covers 8 provinces and 77 districts of Lower North
of Thailand.
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4) What were the strategies used to implement the initiative?
The objectives of “Service Excellence Tax Office” project were to;

1. Improve competency of revenue officers to ensure that each officers are able
to use and adapt knowledge, experience and capability to better serve
taxpayers, hence, ultimately become proficient service provider.

2. Apply knowledge management concept into practice for all work processes
to transform the Revenue Offices into an organization of integrated learmning.

3. Build up high service quality image for taxpayers by providing a warm friendly
unique service experience to taxpayers that will reflect in the service quality
of the Revenue Offices through the application of customer experience
management (CEM) in every touch point.

Strategy used to implement “Service Excellence Tax Office” project;

1. Continuously and systematically integrate knowledge management concept
via the application of Public Management Quality Awards (PMQA) in every
level of work procedures. At the same time, establish community of practice
(Cops) to exchange ideas and experience with the public through seminars
organized by the Revenue Offices.
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2. Adopt Customer Relation Management (CRM) into practice by;

- Arranging experienced staffs to design questionnaires, interview their actual
needs get from the public, to be used for setting new direction and service
standard accordingly.

- Launch the project and reassure the public of the Regional Revenue Office
7’s commitment in providing higher quality service.

3. Adopt staff participation principal by organizing activities that officers can
actively participate such as;

- Publicize the project by encouraging workforces at all levels to join the
contests which can be divided into 4 categories including slogans, poems,
articles and logos with the purpose to create pride, raise awareness on
unity, and enhance faith of the organization;

- Design the standard of service provision by organizing seminars for revenue
workforces to share their ideas regarding the design of the standard of
service provision to generate acceptance of new patterns of service
provision among workforces;

- Create warm welcome unique personality that is distinctive to the
Revenue offices by decoding “SMILE” Revenue concept.

S : Service Mind

M : Marvelous

| - Impress

L : Lively

E : Excellence

4. Utilize ICT to facilitate taxpayers services; electronic queuing system, tax

compasses for easy calculation of personal income tax, communication
through the intranet/internet, provide tax manuals, handouts and leaflets in
both hard and soft copies and use other web technology to communicate
and exchange information. In addition, the Regional Revenue Office 7 also
produced simulation of short films to show the standard of service provision
of maintaining the standard of service provision and encouraging personnel
development through the use of web technology in communication and
exchange of knowledge.
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5) What were the key development and implementation steps and the chronology?
Operational Procedures

Announce the budgeting year 2009 as “year of awareness”and carry on the
improvement in management of public services in accordance with PMQA guidelines
in every steps of work procedures. Eight working processes in performing given
responsible duties and expertise were improved. Prize-winning contests are organized
to motivate the revenue workforces and prepare them for the next stage of
personnel development.

Set the budgeting year 2010 as year of action by implementing the new service
standard.

1. Preparation for 3 readies procedures

1.1 “Mind ready” Process

1.1.1 Service mindset training. This process has the purpose of
developing potential and adjusting attitude of revenue
workforces for excellent performance; as a result, all members
of the revenue workforces have positive attitudes towards
service provision and realize the significance of the delivery of
good services to taxpayers.

1.1.2 Head of customer service involvement. This process is to create
the participation of the executives in order to determine the
directions of project implementation.

1.1.3 Workshop and design service standard. This process is to create
the participation at the operational level by organizing activities
for workforces under the revenue units to join the contests
divided into 4 categories which are slogans, poems, articles and
logos. These activities were used as tools for implementation
and promotion of the project, and to create channels of
participation through communication among workforces via
Intranet.

1.2 “Team ready” Process

1.2.1 The executives cooperated with the revenue workforces to
determine  guidelines, construct a plan for project
implementation and evaluate the satisfaction of taxpayers
before adjusting the standard criteria and designing the standard
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of service provision, which is proper for the nature of each
working process, as well as providing manuals for electronic
service provision in order for the workforces of the revenue units
to learn and develop the delivery of standardized services.

1.2.2 Prepare the premises for service provision by installing
automatic queuing system and using tax compasses to facilitate
personal income tax calculation.

1.3 “Personal ready“ Process

1.3.1 Encourage the revenue workforces to have good personality,
well-taught manners and polite grooming which indicate the
enthusiasm and willingness of the workforces to provide services
and create impression to the general public.

1.3.2 Create “brand personality” in order for the general public to
experience unique qualifications of local revenue officers at the
Revenue Office, Regional Revenue Office 7, by decoding “SMILE-
Revenue” leading to the culture of good service provision;

2. Implementation of Service Standard in order for the general public to see,
touch and feel the determination of all revenue officers in carrying out their
duties and delivering standardized services to the people; consequently, the
revenue units shall be popular the public’s view. Therefore, the “Service
Excellence Tax Office” is established at all local revenue offices within the
Regional Revenue Office 7.

3. Evaluation and Development shall be carried out as follows;

3.1 Build up strong team of quality service provider
3.2 Follow up and evaluate the project after the launch
3.3 Improve customer service area
“2011 Year of Customer Satisfaction”, The process to implant service culture by
applying “SMILE-Revenue” service concept and sustainable development will be
implemented.

1. Improve service quality of all officers and set our goal towards the best
service provider by providing professional service

2. Organize “Smile and knowledge” activities for the public to strengthen
friendship and connections with stakeholders.

3. Arrange service standard improvement project contests and provide practical

service standard manual
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6) What were the main obstacles encountered? How were they overcome?

Problems/Obstacles and Solutions

After the launch of the “Service Excellence Tax Office” Project, there were still
numbers of officers who did not understand the idea of “change” and were still
reluctant to change and stick to former service culture.

Solution

1. Make every effort to change officer’s perception and try to instill these

officers that customers are the most important (customer centric)

2. Provide practical manuals of service provision for standardization and implant

service culture to workforces within the organization;

External problems/obstacles

Bad impression of previous service is still at the back of their mind, Some
taxpayers do not know how much effort has been put into by the Regional Revenue
Office 7 to improve such services.

Solution
1. Create a new dimension of practical and standardized service provision. The
new image of “SMILE-Revenue” shall remove negative image as recognized by
the public;

The principle of customer relation management (CRM) and enhancement of
good relationship with the public shall be carried out, as follows

- Customer Relation Management: CRM
- Customer Satisfaction Survey Form;

- Service work blueprints;

- Standard role of service provision;

- Facilities;

- Tax knowledge and information;

- Obligations with taxpayers;

2. Create Brand Personality, to let the public experience the unique quality of

service rendered by Regional Revenue Office 7 by applying “SMILE-Revenue”

service concept.
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7) What resources were used for the initiative?

The project used up 3 million baht or approximately $ 100,000 US in 2009 to
deliver services to some 428,000 taxpayers and spent on training of 1000 officers and
other services that include;

- Organize 12 workshops on taxpayers service

- Organize slogans, poems, articles and logos contest with 500 pieces of work

submitted;

- Provide taxpayer service manual

- Launch the project and commit high service quality to the public in 8

provinces; the number of participants: approximately 5,000 people;
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- Use ICT to facilitate taxpayer services and to communicate and exchange

information both within and outside the organization;

Aulalaeagy :
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8) Is the initiative sustainable and transferable?
Continuity and Sustainability of the Project

1. Taxpayers survey are being carried out periodically to review their satisfaction
level and feedback of their problems and needs to improve and tailor the
quality of service to the need of the citizens.

2. Encourage officers to strictly follow taxpayers service standard and instill good
service culture to the officers through public private partnership (PPP).

3. Encourage officers to innovate unique service standard though contests within
and outside our department

Promotion of Project Achievements

1) The project was publicized on the Revenue Department’s website allowing
every bureaus within the revenue department to learn about the initiative as
well as apply and adapt the project to suit each Revenue Office.

2) Demonstrate the project at the head office of Revenue Department to
facilitate knowledge sharing and exchange within organization

3) The project was publicized to the general public; consequently, the Regional
Revenue Office 7 received good feedback and was invited to sive lectures
about the methods and idea of the project to various governmental
organizations.

4) This project was received award from the Office of Public Sector
Development Commission and later sent to compete at the Ministry of

Finance.
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5) Continue to organize publication activities about “Service Excellence Tax

Office” both within the Revenue Department and to the public.
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9) What are the impact initiatives and the lessons learned?

Expected Benefits

The “Service Excellence Tax Office” administration concept aims to create
happiness for officers in Regional Revenue Office 7. The new interactive friendly
working environment that allows staff to freely express their ideas, participate and
stimulate them to be creative helped to create good atmosphere in the working
environment. The Director of Regional Revenue Office 7 places great emphasis on
transparency by the use of reliable and communication channel and human
resources development through practical seminar to improve skills and experience of
every staffs.

“Service Excellence Tax Office” is an administrative practice initiated by the
Director of Regional Revenue Office 7 who brought about the change and standby to
support in all aspects, for instance, budget, training apparatus, time and her

knowledge. The new administration concentrates on good communication, planning,
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sharing knowledge, continued assistance and follow up which has led to the success
of the project.

The small interactive group activities practice helped individuals to participate
actively in expressing their thoughts and share it with their peers. It also encourage
officers to think out of the box through the application of knowledge management
which ultimately led to self improvement of officers in Regional Revenue Office 7
and the success of the project.

To ensure that the project will continue on the right track, the Regional Revenue
Office 7 carried out surveys to gather feedback both internal and external problems.
Assessments were made to follow up the overall satisfactory rate of stakeholders
both prior to and after the launch of the project to ensure the long run success of
the project and to help Regional Office to set goals, direction and strategy.

In summary, the project should be promoted to revenue units nationwide, as
well as to other government agencies in order to adjust the attitude of the
workforces, which reflects the vision, value and working philosophy of the
organization. As a result, the project will gradually help the government workforces
to change their attitude and personality, and ready to move toward the new era
public service which focuses on customer centric allowing smart organization to be

successful in the future.
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Improving the delivery of public services

FoWAU 1 NMITHAILIUSAIITNINTUNNEIN LA B 18AINTINED

(Improving Public Medical Care Service through Collaborative Networks)

- anle91u : 1SmeuaNmvUAs el Anunnerans uninendedesin
- Ynlasusneda : 2009

1) What was the situation before the initiative? (The problem)

A small country in Southeast Asia, The Kingdom of Thailand, home to more than
72 million populations, is surrounded by 4 neighboring countries: Myanmar, Laos,
Cambodia, and Malaysia. The country is divided into 4 natural regions: mountains of
the North, rice fields of the Central Plains, semi-arid farm lands of the Northeast, and
coastlines along the South China Sea and the Andaman Sea of the South. Around
80% of its inhabitants work in agricultural sector.

The Maharaj Nakorn Chiang Mai Hospital, Faculty of Medicine, Chiang Mai
University, also known to the locals as “Suandok Hospital”, is a 1,400-bed university
hospital. It was founded in 1958 to provide modern medical care for the people in
northern region of Thailand and to serve as a medical education and research center.
In addition to providing primary health care services, the hospital also serves as a
referral center for hospitals in 17 provinces of Northern Thailand with over 10,471,276
people. A large segment of population lives in remote rural area. Superstitious
beliefs, lack of financial means and of basic health education cause the people to
delay seeking modern medical care and this oftentimes produces detrimental results.

The hospital serves more than 980,000 out-patients and 48,000 in-patients
annually. About 30% of the patients are referred from hospitals in Chiang Mai and
about 70%, from hospitals in other northern provinces. Without an efficient
communication and referring system, patients waste valuable time and money
finding a hospital that is available to admit them. Among the 48,000 in-patients,
almost half are critically-ill and suffer from late-stage conditions including rheumatic
heart disease with heart failure, chronic renal failure, tuberculosis, meningitis, cancer,
and AIDS. Most of them require long-term palliative care.

For people in the remote rural area who are often poor, seeking timely medical
care from Maharaj Nakorn Chiang Mai Hospital is a costly and challenging task. Even
when they eventually arrive at the hospital, it often takes long time to receive
medical care due to shortage of medical personnel and a large number of patients
requiring treatment. In certain medical conditions such as acute myocardial infarction

with ST elevation who should receive thrombolytic therapy within 6 hours after the
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attack and 30 minutes after arriving at the hospital (door-to-needle time < 30
minutes), the delay in treatment can be fatal and can cause serious complications.

In the past, Maharaj Nakorn Chiang Mai Hospital was the only hospital in the
Northern region that is equipped to provide service such as thrombolytic therapy
mentioned above. Patients in 17 Northern provinces who suffered from acute
myocardial infarction with ST elevation patients would need to be referred to the
hospital for the treatment. Thus, few patients received the appropriate standard
management because of the delay in referral process or of complicated internal

administrative procedures.
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2) What were the key benefits resulting from the initiative? (The solution)

The solutions for the problem are to increase accessibility of patients to quality
health care by streamlining hospital administrative processes and by forming heath
care network with community hospitals. Reducing the amount of paper work and
simplifying patient referring process are used to improve the hospital efficiency.
Through heath care network, the hospital provides consultations and training courses
for community, district, and provincial hospital to improve medical personnel’s skills
and knowledge in managing complicated conditions by themselves before deciding
to refer patients. The trainings help to reduce costs for patients seeking medical care
from the Maharaj Nakorn Chiang Mai Hospital and to improve patients’ access to
quality health care from their local hospitals.

Patients who require life-saving medical care or are critically ill or have
complicated conditions are the most affected by the initiatives. After implementing
the solution, the average service time in the out-patient department decreases from
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140 minutes in 2005 to 78 minutes in 2008. Especially, the waiting time in the
emergency department decreases from 4 minutes in 2002 to no waiting in 2008.

Under the new “Fast Track” program, the average door-to-needle time for
patients with acute myocardial infarction with ST-elevation decreases from 70
minutes in 2005 to 40 minutes in 2007. The number is better than the national
average of 85 minutes. Moreover, 40% of patients received therapy within 30 minutes
in 2007 compared with 27% in 2005. This number is comparable to that of the
United States.

Under the new health care network, pre-hospital death rate decreases from
0.70% to 0.34% in 2007 especially for patients with cardiac problems. Through
knowledge transfer and academic support from the Maharaj Nakorn Chiang Mai
Hospital, many community and provincial hospitals both in Chiang Mai and other
provinces are able to develop their own Fast Track programs. At Nan provincial
hospital, the program significantly reduces the mean door-to-needle time for
thrombolytic therapy in patients with acute myocardial infarction with ST elevation.
Thus, the number of patients needed to be referred to the Maharaj Nakorn Chiang
Mai Hospital is reduced, unless the patients have complications.

After the initiatives, patient satisfaction survey conducted at emergency
department of the Maharaj Nakorn Chiang Mai Hospital found that 96.5% of patients
and relatives are satisfied with services. Surveys of hospitals in cardiac disease

network found 100% of hospitals are satisfied with the collaboration.
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3) Who proposed the solution, who implemented it and who were the stakeholders?

Under policy reformation by new hospital administration to improve quality of
service at all levels, teams of specialists who took care of patients with complicated
diseases acknowledged the problems and risks faced by the cardiac and trauma
patients under previous hospital administrative procedures. Without change, the
procedures would hinder the referring process from remote rural areas and may
compound to the health problems and the spreading of diseases in those areas.

With  this awareness and full support from the Faculty of Medicine’s
administration, the hospital administrators and heads of related departments such as
Cardiac Center, Trauma Center, and Information Technology met to find a way to
improve the work system, to streamline administrative processes, and to design a
computer support system for the patients. Community leaders, community hospitals,
and private health care providers with their expertise, knowledge and skills were also
involved in developing a network to provide medical care for patients. Thus,
knowledge sharing among different sectors to improve the quality of primary care for
the patients at initial sites before referral can ensure patient safety and prevent

disability and mortality.

Aulalagagy :

Tssmenammnseuaadednilddudmneludesnsliausmiionnisumeuuy
ysanmsvesmhsasing o lumsiaunguaguawdszvvuiiegindlnauazualenaidiis
Tumssuuims Tnelssmenuiaumamuesidedlsuimihiivinsiesdanuludiusg
7 1wy Msatfuayuiaiosreufimesdmiugtae msiineusugiihguruviediAeadoslil
arwiagiinurluntsneruiadesiy Wuiidediduing uardnszuuiudsdediaedi
91suiin wazlsadudeunnlsmeniaedetns  ieilunisansasinisfinisuazidedin
voaUae Wisuialounsuszanunululsimeuiaiie iy

4) What were the strategies used to implement the initiative?

Through the determination of hospital’s administration to comply with the
requirements of patients in remote rural area, it was dictated in the hospital policy
that all patients are able to access medical care regardless of their medical
conditions, ethnicity, social or financial status. A value system for the hospital
personnel was created to promote personnel engagement and to foster a service

152



AlauumslumsAniunsadinsvesusiela United Nations Public Service Awards ¥0409AN15avUsen913

mind for patients. The hospital director and administrative team lead by example to

foster team work and innovation. Information technology is used throughout the

hospital to improve internal work system and communication with collaborative

hospitals.

The medical care network initiatives were established with the following

objectives.
1.

Raise current internal standard of care for patients to the level of best
practice.
Improve access to medical care for underprivileged population in remote

rural areas. (Improve referring system from remote community hospitals).

3. Promote medical care network among collaborative hospitals.

4. Increase community hospital’s competency to manage complicated cases;

thus, reducing the death-before-admission rate.

The strategies used to achieve the above objectives are as follows.

1. Promote personnel engagement by establishing core values, recognizing/
rewarding system, and pride among the personnel.

2. Transform public health care network to include hospitals from different
governmental agencies throughout Northern Thailand.

3. Establish and maintain direct and an effective two-way communication line
among the collaborating hospitals using information technology.

4. Streamlining the referring process to accommodate patients from
collaborative hospitals.

5. Empower community hospitals’ staffs to provide medical services with quality
comparable to those provided by the Maharaj Nakorn Chiang Mai Hospital.

6. Build a tightly integrated network among 117 hospitals in northern Thailand in
order to provide appropriate medical care and replicate this novel network
system to other regions of the country.
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5) What were the key development and implementation steps and the chronology?

In response to the policy of Office of the Public Sector Development
Commission, the hospital implemented the quality improvement system in 1999 and
has been accredited by the Institute of Hospital Quality Improvement and
Accreditation since 2002. In order to build personal engagement and common goal in
seeking high standard of care, it was necessary to promote understanding and build
common core values: “Suandok People”. The core values are then communicated
to all the personnel using every available channel.

The patient administration system was streamlined by taking the advantages of
information technology. Patient screening and registration processes were reduced to
a single step called “One-Stop Service”. Many processes such as patient
appointment and referral could be done over the internet. Digital medical record
also helped to reduce the amount of necessary paperwork and personnel’s
workload.

Streamlining the referring process to accommodate patients from collaborative
hospitals was accomplished by setting up a Referral Center. The Center coordinated
different activities involved in providing appropriate medical care. These activities
included doctor consultation, preliminary medical care including pre-referral
treatment, and pre-arrival arrangements in order to provide immediate care. The
hospital also provided Emergency Medical Service (EMS) to transfer patients from the
site of incidence to the hospital.

In order to develop an effective medical service system, we have organized
hands-on medical trainings including advanced trauma life support (ATLS), acute
coronary syndrome (ACS), acute stroke, and palliative care for physicians, nurses, and
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health professionals at their working sites since 2007. Community hospitals were
allowed access to the hospital’s library.

Started in 2005, the Northern ACS Network was extended to cover most of
Northern provinces by 2008. The medical team enabled regional hospitals to admit
cardiac patients from their own network and had their own fast track. As a result,
small networks proliferated and played a role in effectively reducing death and
disability rate.

Northern ACS Network also educated and empowered the patients’ family,
community leaders and care takers to take care of patients at home after being
discharged from the hospital and to encourage patients to exercise. Medications such
as streptokinase (SK) and medical equipment are also provided for the collaborative
hospitals. Problems and obstacles faced during the operation were discussed and
rectified at monthly meetings.

Aulalayagy :
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6) What were the main obstacles encountered? How were they overcome?

Although improving medical services increases patients’ safety and satisfaction
including health personnel’s work satisfaction, 3 major obstacles exist.

Physicians, medical personnel, and medical equipment shortage are major
problems faced by hospital administration. Although the salary rate is not high, the
administration has provided other means to maintain personnel’s satisfaction and
engagement. The measures include providing opportunity for the personnel to bring
their expertise and ideas into improving health care delivery, and encouraging two-
way communication throughout the organization.

Limited funding from the government is subsidized by fund-raising activities at
various charity events. This additional supply of funding allows the hospital to
acquire necessary medical equipment.

Unfamiliarity of community hospitals’ staffs with the management of patients
with complicate conditions is rectified by training, education, and medical provisions
from the Maharaj Nakorn Chiang Mai Hospital.

Amulalpeagy :
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7) What resources were used for the initiative?
Resources used to improve the medical service network include

- Interdisciplinary medical team including coordinators such as nurse managers
and nurse coordinators

- Budget for medical equipment especially for used in emergency department,
ambulance, and information technology equipment. The budget came from
government through various agencies such as the National Health Security
Office, Social Security Office, Thai Health Promotion Foundation and from
donation through the Suandok Hospital Foundation.

- Donation from private sector and non-profit organizations such as the Rotary
Foundation

- Computer programmers who understand the needs of medical service
providers
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8)

AuUalagay :
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Is the initiative sustainable and transferable?

The Maharaj Nakorn Chiang Mai is dedicated to maintain functioning medical care
networks by providing annual budget for quality improvement, medical training, and
medical resources for each network. Performing customer satisfaction and loyalty
survey, and monitoring Performance Indicators defined by individual network are also
important functions to sustain medical care network.

Individual network plays an important role in maintaining its own function
through continuous self improvement by knowledge sharing among different
networks to determine and maintain Best Practice. Each network also acts as a
learning center and a referral site for smaller sub-network.

External agencies such as the National Health Security and the Thai Health
Promotion Foundation also provides an additional source of fund for acquiring
sophisticated medical equipment and expanding medical care network to cover
other diseases. The fund is allocated according to the performance of each hospital;
thus, helps to facilitate continuous quality improvement, and to maintain effective
networks.

It has been a policy of the Maharaj Nakorn Chiang Mai Hospital to promote
knowledge sharing among different health care providers. For this reason, the
hospital has organized annual Regional Forum on Hospital Accreditation and Health
Promotion since 2000 to provide a platform for sharing best practices. To promote
quality medical care, the hospital provides training courses and publishes pre-
hospital medical care guidelines on advanced trauma life support and ambulatory
trauma care for other hospitals in Northern region. Being recognized for its role in
hospital quality improvement, the hospital is considered a role model and often

visited by other hospitals from Thailand and abroad.
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9) What are the impact initiatives and the lessons learned?
After implementing the initiative, collaborative networks have expanded to cover
many areas of health care services including acute coronary syndrome (ACS), trauma,
acute stroke, palliative care, breast cancer and other cancers. Community hospitals’
potential to provide quality patient care has improved to the level comparable to
those provided by the Maharah Nakorn Chiang Mai Hospital. Successful collaborative
networks have also produced not only patients’ satisfaction but medical personnel’s
satisfaction and pride in their work as well.
The Maharaj Nakorn Chiang Mai’s dedication to quality improvement has won
the organization many awards such as:
- “Best Hospital” 1st Prize from the Social Security Office of Thailand 2007,
2008

- Winner of “Claim Award” from the National Health Security Office of Thailand
in 2007 and 2008

- Winner of “Outstanding Public Service Award” from Office of the Public
Sector Development Commission in 2008

- “Quality Cycle Control for Innovation” from the Department of Industrial
Promotion in 2005, 2006, 2007, and 2008

- Humanized Health Care Awards from the Institute of Hospital Quality
Improvement and Accreditation of Thailand in 2008

- Role model in Tertiary care of Trauma Center from The Trauma Association of
Thailand in 2008
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- BUPA Clinical Excellence Award for Participatory and Integrate Medical
Rehabilitation Service for Sustainable Improvement of Quality of Life of
Persons with Disability in 2004, 2005

- Qutstanding Emergency Medical Service Award from Chiang Mai Provincial
Public Health Office in 2008

- Recognition from The Royal College of Surgeons of Thailand for significant
contribution to Advanced Trauma Life Support training course in 2008

- In addition to winning awards from external organizations, the hospital is also
accredited by the following organizations:

- The Institute of Hospital Quality Improvement and Accreditation of Thailand
for quality improvement from 2002 to present

- ISO 15189 Laboratory system from 2006 to present

- Thailand Nursing and Midwifery Council in 2008

Lessons learned

1. Working as a collaborative network helps deliver quality service to
underprivileged patients and improve public health in general.

2. Working towards a common goal to deliver an ever improving quality of
service promotes teamwork and medical staff’s commitment and
engagement for future endeavors.

3. Hospital network provides means to ascertain patient’s real needs and to
organize the provided services effectively.

4. Hospital network helps the medical service providers to understand patients’
real needs and serves as a basis for client-centered approach to medical care.

5. Successful collaborative network can serve as a model for providing medical
services in other medical fields such as stroke and palliative end-of-life care.

6. Successful collaborative network can be replicated in other regions of
Thailand.

Aulalayagy :
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Improving the delivery of public services

C Yemaau :  MsliusnisinugUiae
- Yanuieeu : lsanenuaslass
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1) What was the situation before the initiative? (The problem)

Yasothon General Hospital was established in 1965 initially as a 30 bed hospital.
We now have 370 beds (with an average of 800 outpatient cases per day). Patient
satisfaction levels were beginning to decline. The service had too many steps, each
taking a long time, for example, 6-7 hours for some clients until the conclusion of
the service process.. The service process depended on the patient’s condition. For
example, the patient needed to complete a new registration card and OPD card
during their first visit. Their vital signs were then recorded along with their chief
complaint and other information at the screening unit before seeing a physician. If
the physician needed more information about the patient’s illness, the patient
needed to go to laboratory unit or X-ray unit and then come back to the physician’s
unit after he or she received the X-ray or lab results. After the physician wrote his
prescription, the patient handed in the prescription to the Pharmacy Unit before the
pharmacist dispensed the drug and provided drug counseling. Then the patient could
go back home. Survey studies found that the total waiting time was 5 hours 58
minutes per case. Patient satisfaction was 72.3 percent in 2004.

There were 2-3 complaint letters per day saying that “The hospital was a
slaughter house.”, “The nurse should perform better service.”, “Poor service”,
“Wishing the nurse would smile more.”, “The hospital has only a few doctors and
they come rather late, making the patient spend a long time in the hospital”,

»

“Patients need a quicker service. 7, “There is untidy and dirty environment and
especially the toilets - smell bad.”, “The hospital should take better care at this
stage.” and “The hospital should cooperate with other care providers and not rely
on patient self-help alone”.

More and more, when people become ill, they like to buy medicine or see a
doctor at a private hospital or private clinic. This increases patient expense
unnecessarily and results in patients sometimes taking unnecessary drugs. People
who take too much medicine have higher risk of getting sick from adverse drug
reactions which can be life threatening.

Since 1976, we implemented a good front line system with multi-disciplinary
care teams incorporating doctors, pharmacists, lab and X-ray staff, technicians,

nurses, ward officials, psychologists, physical therapists and the others as required. All
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cooperate to develop continuous quality improvements and now we call this team
Patient Care Team of OPD (PCT OPD).

Autalagasy :
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2) What were the key benefits resulting from the initiative? (The solution)

The key performance indicators include patient satisfaction, patient complaints,
and OPD service timing. We use the assessment of patient satisfaction by Dusit poll
and Thailand Hospital accreditation questionnaires.

The data was collected by randomly sampling 20 patients per day every morning
for 30 days. Every day the data were summarized and analyzed. The Patient
Satisfaction results after developing and implementing turnaround strategies were as
follows:

Jan 2005 87.45%

Jan 2006 88.3%

Jan 2007 89.4%

July 2007 92.3%

The collection data OPD service timing is fixed by form. Each unit writes down
the Time. The forms are included with the patient’s history file. After one month
each patient from the analyzed results found that the waiting time was only 56

minutes. (Standard waiting time is less than 1 hr 30 min.)
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Patient comments included: “The hospital area environment is clean”, “The
service is impressive”, “quick”, “excellent, “the providers are giving service by smiling
heartily.”, “Nice talk”, “Good service indeed”. In 2004, the hospital received regional

first prize for good quality public service.

Aulalayagy :
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3) Who proposed the solution, who implemented it and who were the stakeholders?

The solution is relevant to government policy. The PCT OPD include doctors,
pharmacists, lab and X-ray staff, technicians, nurses, ward officials, psychologists,
physical therapists and other professionals. The achievement came about through
brainstorming, teamwork, and cooperation among the participants. The executive
promotes budgeting. The hospital lets the winning team attend seminars focusing on
good organization, gives special bonuses and rewards the team by declaring a job
well done.

There is a budget for cleaning, tidiness, and improving the environment. The
hospital won the first prize for the cleanest toilets in the Public Health region.

AuUalaegasy :
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4) What were the strategies used to implement the initiative?
Strategies to solve the problem:
1. Using one stop service in every unit where possible.
2. Reducing overcrowded services by changing the service hours from 8 am to
16 pm to 7 am to 16 pm every day. Increase service times from 16 to 21 pm

164



AlauumslumsAniunsadinsvesusiela United Nations Public Service Awards ¥0409AN15avUsen913

on weekdays. On Saturday, Sunday and holidays service hours are from 9 am
to 13 pm.

3. Doing the aggressive change by creating two primary care units. (A health care
team from the hospital goes to the care unit outside the hospital. This team
is responsible for medication refill and check ups for patients with chronic
diseases.). The primary care unit cooperates with health centers and
community hospitals by a coordinated referral system. Since patients with
chronic illnesses such as DM and HT have frequent medication refills and
check ups, they come to primary care unit rather than to the hospital.
Therefore, the number of patients in the hospital is reduced.

4. Now waiting at the hospital is more enjoyable, similar to an entertainment
complex, with volunteers playing Thai music and overall improvement to the
hospital areas. The hospital now looks like a good hotel. There are reading
corners, herbal drinking counters, and peaceful areas for worshiping Buddha
images, Hindu Gods, etc.

5. There is Thai massage, herbal saunas, karaoke, and a meditation room. Fitness
clubs for health promotion for officials and others. The Thai traditional
medicine unit and health educators are responsible for this section.

6. The public toilets situation has changed from having not enough toilets and
unclean toilets with a bad smell. From our survey, we found toilets in
Yasothon Hospital were used by 822 persons per day. We improved the
toilets by using HAS (Health Accessibility and Safety) standards until we
received the national first prize for the most excellent toilets from the
Department of Health.

7. Personnel developed excellent behavior through team training by customer

service experts from Thai Airlines to work with hospital personnel.

Aulalagagy :
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5) What were the key development and implementation steps and the chronology?

The key development and implementation steps are Continuous Quality

Improvement (CQI). Use of the PDCA cycle (plan, do, check, act) to develop a service
system. Improving the service by reducing steps, therefore, saving time at each
service point.

Reducing steps are done as listed below.

1. The patient care team OPD paid attention to making all patient care most
satisfactory. Client care was emphasized through the multidisciplinary
participation of every one at every level. These include doctors, dentists,
pharmacists, nurses, technicians, physical therapists, health educators,
psychologists, and social medicine practitioners.

2. Analyze the key performance index data by PCT OPD, reducing from seven
steps to one stop service in the dental unit and specialization clinic. Clear
steps are aimed at covering every dimension of patient care, including timing
of service to ease the patient as needed. The clients are very happy. We
monitor all data and take them to consult monthly with the other PCT
teams, including Med PCT, Surg PCT, Ped PCT and ENV team.

3. Participation with local organizations, private sectors and other clubs can help
us with activities such as campaigns for dengue fever, blood donations, and

Heartfelt volunteers (Jit-asa).
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Aulalaeagy :
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6) What were the main obstacles encountered? How were they overcome?

Even though the personnel already provide a highly efficient service and are
admired by patients, the client’s desire for endless quality service creates what
appears to be a gap between patient and service system. To reduce this gap, PCT
OPD is developing risk management strategies that recognize and assess risk, and
develop strategies to protect and manage the risks that may be harmful. All of the
service units are working on innovative ideas to increase patient satisfaction. They are
setting strategies for achievement as follows.

1. Realizing service.

Defining service behavior to meet the client’s need.
Categorizing the problems and obstacles.

Patient hearing.

AR A N

Knowledge management and competency of Personnel Promoting
continuous quality improvement.

6. Admiring and giving rewards to the personnel who do the best.

Aulalagagy :
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7) What resources were used for the initiative?

8)

Computer used by Hos-XP program is adapted for use in the hospital by having
cards record the time in queue automatically at both the card room and
pharmaceutical room. The cost for this program was over 300,000 baht and was
subsidized by local organizations and the public health ministry.

Human Resources: Volunteers come from the general population and retired
persons who wish to help the patients without any wages. Heartfelt volunteers (Jit-
ASA) is a group of retired people and patients with chronic disease who volunteer to
help patients and service providers understand about the service system and even
respond in some parts of service delivery. It seems that they enjoy helping the

patients and the personnel

AuUalagagy :
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Is the initiative sustainable and transferable?

There is a meeting held every month to monitor quality of service, including any
problems, and then take the problems entering PDCA cycle. There will be
continuous quality improvement. The Yasothon Hospital OPD can serve as a model
which can adapted in the other hospitals in Thailand and even for Cambodia and
Vietnam in 2003-2005.
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9) What are the impact initiatives and the lessons learned?

We developed a good front line system with multi-disciplinary care teams that
received awards. It took us a long time for us to brainstorm with all of the concerned
units. It is clear that we must work as a team with heartfelt attention to provide
satisfactory service to the patient. That has meant holding frequent meetings to
evaluate all problems from patients who entered the PDCA cycle. CQI standards are
established in order to develop service behavior standards leading to an improved
system that reduces steps and waiting time for patient well-being and ease. Building
a positive environment with Thai music, karaoke, and a meditation room, along with
having a health club promotion has also contributed to our success. An equally
important part of our success is the clear policies set by the higher executives as well
as the budget motivations and continuous control. Most important however, is the
service provider, and the continuous dedication and concern among themselves as

well as the networking among communities and private sectors.
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