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1) What was the situation before the initiative? (The 1) tfeymvagnrunisaiiaufiagdzuianasu/lnsenng Ae

problem) azls

Describe in no more than 500 words, the problem to Wusrsenadarlymmnuiunn wazanudnAty Ninun
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which the initiative was a solution, including major nssEuAanssnlasanis iansufitoymn e liida
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issues, trends and conditions, as well as which social UszipuifudaladrAnyuualiin uazleulaaas
groups were affected. anun3nd sanangunadeand lFFunansenusing
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2) What were the key benefits resulting from the 2) wadszlamddnAnylaFuainianasiziy

initiative? (The solution) (wanannsufiiloyun)

In no more than 500 words, summarize the Wasulnaagy nsinfanssullgnsUfumtaedungns

achievement(s) implemented; how the impact was
measured, quantitatively and qualitatively, and who
benefited from it.

Please note that the summary should be in narrative,

not point form.
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3) Who proposed the solution, who implemented it and
who were the stakeholders?
In no more than 500 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.
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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.
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5) What were the key development and implementation

steps and the chronology? No more than 500 words
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6) What were the main obstacles encountered? How

were they overcome? No more than 500 words
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7) What resources were used for the initiative?
In no more than 500 words, specify what were the
financial, technical and human resources costs
associated with this initiative. Describe how

resources were mobilized.
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8) Is the initiative sustainable and transferable?
In no more than 500 words, describe how the
initiative is being sustain (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.
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9) What are the impact initiatives and the lessons
learned?
In no more than 500 words, describe the key

elements that made your initiative a success.
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Category 1 Preventing and Combating Corruption in the Public Service
WANLNAUNNNTNANTUN Aasunalaadaial

Promotes Transparency

daasuannllssla

Creates mechanisms to increase the public’s ability to seek and receive
information in a timely manner, observe, monitor and analyze government
decision-making and processes. The mechanisms can be documentary,
face-to-face, meetings, and/or electronic.
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Promotes Accountability

ALFETNNTSSLURATAY

Utilizes documentation in various forms which can serve as evidence of a
government’s conformity to legal, procedural and fiscal requirements, and
improves processing of complaints and handling of grievances.
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Promotes Responsiveness

AULFATNNITARLAURS

Promotes initiatives to raise public awareness of corruption and government action
to prevent and combat it; encourages public opinion’s monitoring and filtering of
government decisions and the views of concerned sectors of the community;
promotes partnerships between the public and the private sectors to prevent
corruption; includes an obligation to disclose information on the organization,
functioning and decision-making process of public administration and
demonstrates openness through consultative mechanisms with the public.
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Arasunslnadatul

Promotes Integrity and
Measures to Prevent Abuse

or Misuse of Public Power

RUFSNANMNNANAAT LAY
N19979NASNIS I UNNS
flasiunsldarunasdy

luneinm

Promotes and effectively implements regulation models for the public sector,
including provisions addressing conflict of interest, and professional codes of
conduct; enforces disciplinary or other measures against public officials who do
not comply with such regulation models, and periodically publishes this

information.
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Promotes Innovative
Management of Public

Finances

AULFATNNTIANNS
UIRNNTTHNNNITARY
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Promotes and implements clear and consistent regulations and procedures for
budget preparation and adoption, as well as effective scrutiny and monitoring of
public revenues and spending to prevent corruption, including through
e-procurement and other means. Periodically publishes information on public
revenues and expenditures through electronic or other means of communication.
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U

Transforms Administration

iagundasszuy

UTW19AANNS

Undertakes 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 promote regulatory simplification, change of
organizational culture to promote ethics and integrity, as well as administrative
reforms aimed at reducing bureaucratic steps and hurdles required to obtain a
service, and increased use of automated systems through the application of ICTs.
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Introduces a New Concept

LAUBALUZLUIAR LAY

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 preventing and combating corruption in the public service.
wnauuzuAnulsunanianuilwendneainatnsaufilyui ladadugilsss
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Category 2 Improving the Delivery of Public Services
UANLNUNNITNANTUN Aasuelnadaal

Increases Efficiency

nstNLsz@nsnw

Streamlines processes, reduces red tape, and improves coordination and other
measures increasing efficiency. An increase in efficiency must be supported by
quantifiable indicators, surveys, questionnaires, etc.
dnlszAngnalunszuaunisliiing wu mmm:Lﬁﬂu%umuﬁF;qunmmmqmmmi
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Provides High-Quality

Service Delivery

'Y v a aSa
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ATUNTN

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, speedy processing of applications or claims, reduction in the
amount of paperwork and other activities citizens must perform in order to demonstrate
compliance.
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Incorporates Citizens’

Feed-back

N1559USINAMNAALAY
APdNUaslsT gy

Actively incorporates citizens’ inputs and feed-back regarding public service delivery
satisfaction.
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Promotes Partnerships

ALFATNNITVNU
WULUAIY

Promotes partnerships between the public sector, civil society and the private sector in

public service design and implementation

dudTunIinULLLudIl :2uden1ATg AaenTd uarniadszadean Tunns

o

BONULLLENNTA1890UT wazth lUgnisu iR

AiloadAg39da United Nations Public Service Awards
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Improves Access and

Promotes Equity

Aasunalpadatall

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.

dfulganmsidns dudiuanuanania Tngaeanisliidnisldinguifenlania 1w Auainaw nguass
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\aAnALENaNAlY flatlsramuniniu Tnaanizetredaniseuna lnfdaddunisuaeusudanu (social
N195UUNS . .

inclusion)
Transforms Involves transformation within a large framework rather than incremental improvements.

Administration

iasundasszuy

UFU15AANNS

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.
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Introduces a New

Concept

LAUALUZLUIAR LN

dszinnn 3

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.
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Category 3 Fostering participation in policy-making decisions through innovative mechanisms
RANNUNNNTNANTUN Aasunelnadail
Promotes Enhances responsiveness of government to the demands and needs of citizens; favors

responsiveness

AUFATNNITARLAURS

the inclusion of the views of concerned sections of the community in public affairs; and
demonstrates openness through consultative mechanisms with the public.
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Promotes Participation

through New Institutional

Implements new processes and institutional mechanisms to channel the demands and

views of citizens. This may include decision-support systems, government networking,

Mechanisms and consultation mechanisms leading to more effective policymaking and
implementation as well as holistic and “horizontal” approaches to public service
delivery and management.
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Facilitates Enables governments — policy makers and public officials — to better interact with the

e-Participation

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.
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Transforms Involves transformation within a large framework rather than incremental improvements.

Administration

iasgundasszuy

UFU15AANNS

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.
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Introduces a New

Concept

LAUALUZLUIAR LN

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 the poor.
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Category 4 Advancing Knowledge Management in Government
WANLNUNNNTNANTAN Aasunalaadaial

Supports and develops
knowledge
management policies,
institutions and
systems for

development

AUUAYULATWRIUN
ulgunan1sannng
ANG NEaRAg
f0110U WazszuU

LNBNISWRIUN

Supports, develops and implements policies, institutions and systems (including
infrastructure, and processes), to generate, analyze, identify, acquire, store, manage,
share and transfer endogenous and exogenous knowledge in government to promote
socio-economic development. Develops knowledge management strategies and
action plans, and disseminates practical examples of knowledge management efforts.
Develops systems for enhancing capacity of government and non-government actors
to manage, integrate, share and preserve knowledge and to convert information into
explicit knowledge. Promotes an understanding of the impact of effective knowledge
application on government and governance. Adopts systems to convert internalized
tacit knowledge into explicit codified knowledge in order to share it. Analyzes how the
effective application of the public sector's knowledge assets can help society pursue
development objectives and promotes managing data, information and knowledge

to support learning, adaptation and adoption of good practices that lead to achieving
development goals (e.g. National Knowledge, Innovation and Technology - KIT -
councils; science and technology regulatory bodies; systems for raising KIT literacy;
systems for government-sponsored R&D; systems for making publicly owned
non-proprietary information and knowledge available in the public domain).
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18 lulauuansnsads (public domain)

Enhances
organizational
performance through
increased
communication and
collaboration across
government
departments and

among public officials
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Enhances organizational performance by improving communication among people,
within and across processes, within and across functions, and within and across
organizational units. Enhances learning, promotes greater awareness of the
organization’s mission, transforms individual knowledge into organizational knowledge
and vice-versa, and promotes an organizational culture that encourages innovation.
It promotes the concept of a learning organization. Enhances collaboration and
coordination of activities among employees through knowledge sharing by utilizing
innovative channels and tools (for example, ICT tools such as e-learning, web
conferencing, collaborative software, content management systems, wikis, blogs and
other technologies, workshops, as well as online and off-line trainings). Develops and
promotes cross-governmental projects/initiatives (among ministries and agencies)
to avoid duplication of costs, to improve effectiveness and efficiency and to facilitate
knowledge sharing and exchange, including exchange among human resources, and
to better mobilize resources.
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Improves human
resources, skills and

productivity

fulgaineeuas
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UAAR

Arasunelnadatl

Enhances human resources’ skills at the task level, process level, function level and
organization level by providing tools and resources that encourage continuous
learning through, for example, the establishment of communities of practices
(connecting people with know-how across government and leveraging the expertise
of people within and outside the organization), as well as training and capacity
development activities. Promotes productivity by better managing knowledge,
information and data, which helps employees to avoid re-invent processes,

to streamline tasks, to learn from practice, to avoid duplication of work, to reduce
costly mistakes through peer-to-peer learning, achieve objectives faster and at less
cost through a better use of latent knowledge, and retain knowledge. Ensures that the
intellectual capabilities of an organization are shared, maintained and institutionalized
as individuals retire and new workers are hired. Facilitates and encourages
organizational innovation and learning through a continued improvement cycle.
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Improves public policy
and strategy
formulation and

implementation
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Improves public policy and strategy formulation and implementation by promoting
evidence-based decision-making through the development of integrated systems to
gather, organize, refine and disseminate data, facts, information, good practices and
lessons learned on an array of policy issues (for example by using ICT, mobile
technologies and other communication tools like social networks, etc.).
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Promotes better
communication flows
among government
and citizens, and
improves transparency,
accountability and

public service delivery
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Increases communication and network connectivity between employees and citizens
with the objective of improving information flow, transparency and accountability.
Improves the delivery of public services by making available to citizens increased
knowledge about the development and provision of products and services in terms of
planning, budgeting, procurement, project management, internal and external human
resources performance, deliverables, and opens up channels for monitoring, auditing,
ex-post evaluation, service level agreements (SLA), key performance indicators (KPI),
customer satisfactions and other feed-back among government and citizens.
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Introduces a new

concept

LAUALUZLUIAR LN

Introduces a unique idea, distinctively new policy and implementation design,
approach to promoting knowledge management and/or innovation, in the context of a
given country or region, for greater public sector performance and socio-economic
development.
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Transforms

administration
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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 transform public sector organizations through the
application of effective knowledge management systems and/or strategic application
of ICT in government.
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Category 5
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Promoting Gender-Responsive Delivery of Public Services

Arasunelnadatl

Provides high quality

service delivery for women

AAMIUTNTNNAUNINGS
<

fUSUNANART

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.
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Promotes accountability in

service delivery to women
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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.
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Promotes transparency in

service delivery to women
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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.
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Promotes responsiveness

to the needs of women

Enhances responsiveness of government 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 decision-support systems, government 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.
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Promotes gender parity in

public service delivery
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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.
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Transforms administration
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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, 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.
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Introduces a new concept
for women’s participation

in policy making
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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.
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4.1.1 What was the situation before the initiative? (The problem)
Describe in no more than 500 words, the problem to which the initiative was a solution,
including major issues, trends and conditions, as well as which social groups were affected.

Do :

(2
o

posasLnaliinsauagulu 2 ssiiundnAty Al
1. vendatlymn Annsflunn AvudnAty ArhungnissEunanssunIsWauINgLENNg
2K a P ° Py v A Jqe
- AIANLRUN/An1uNNilan visaANeInaUInveslsraaugfestaniaidnnivadnli
wiuleanuanilulaza g Ay 1es “Nanssdlien”
- lunsd@sumguandinaniiuaeaniBEufanssuaastiuliiiug fnlifananaliinauade

o

i a adaa A o ] 2 =ﬂ| ¥y a
siawAstgia dan I0TInveaszaay visedmusssuagnelating uaniielifeyaiinaiu
W iaNNENIUANTHNANIANTAYTRNANNIRIAE At LAY ARINEY
2. szydanguniedsandtifunansenuanniloyuisanane wazszydngudsandananaliiu
uansenuLdaanalinailyunle
¥ Y & U dl U o Yo U v a % a o =
- pogdiuliidiudndynfingunedaanlisunansenune i anan1afinuesegia diau vise
o | 4 5y = = a < = o = = o
Tausssnadnels uazielideyadinonuindeionngsauaqsiinisdisavisananiside

atiuayuiiayafaingn

PION riilaq3in391938 United Nations Public Service Awards



'
aa

1. ventlyun aansilunn uaraandidny Arwngnisiizananssu usdlduendiilymaingann
nalifanansenusadinnidule
=2 U o dl Yo 1al v 1 1 o o 1 Yo
2. szyangunedsand i Funansenuainilym widlisyyinngudsaunanannlffunansenuy

uRonalmifaoymls

4.1.2 What were the key benefits resulting from the initiative? (The solution)

In no more than 500 words, summarize the achievement (s) implemented; how the impact was
measured, quantitatively and qualitatively, and who benefited from it. Please note that the summary
should be in narrative, not point form.
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4.1.3 Who proposed the solution, who implemented it and who were the stakeholders?

In no more than 500 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.
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4.1.4 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.
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4.1.5 What were the key development and implementation steps and the chronology?
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4.1.6 What were the main obstacles encountered? How were they overcome?
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4.1.7 What resources were used for the initiative?
In no more than 500 words, specify what were the financial, technical and human resources
costs associated with this initiative. Describe how resources were mobilized.
Do:
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4.1.8 Is the initiative sustainable and transferable?

In no more than 500 words, describe how the initiative is being sustain (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.

Do :
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4.1.9 What are the impact initiatives and the lessons learned?

In no more than 500 words, describe the key elements that made your initiative a success.
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4.2.1 What was the situation before the initiative? (The problem)

Although the Vehicle Tax Payment service is a major service of the Department of Land
Transport (DLT), in the past the service was criticized by the public for being slow, unresponsive and
prone to errors. The office was paper-based and this resulted in an inefficient and time consuming
working process. In addition to this many important documents were lost or misfiled, resulting in an
even slower process time. This inevitably led to low customer satisfaction, which in turn negatively
affected the morale of the department.

The DLT deals with 25.24 million vehicles per year and has an annual growth rate of 2.75
million vehicles. Average service transaction time was around tow hours per vehicle, in a chiefly

manual operation
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4.2.2 What were the key benefits resulting from the initiative? (The solution)
To solve the problem, the following activities are taken in to action

- Establish a national plan for the elderly, Issue 2 (December 2545 to 2564) by the senior
national committee. The plan is aimed to establish security and stability in the older by
promoting economic savings, the national pension system, educating the elderly, both in
and outside the school system and encouraging people to prepare for the aging society,
etc.

- Establishment of the Department of Public Welfare. Its duty is providing social welfare
services for disadvantaged, the poor, defenseless people who suffer from social
problems as well as, rescuing and promoting support the local community and social
welfare. The target group can survive and self-reliance and have the dignity of human
beings.

- Project "Promotion of healthy elderly people to stay in the house with happiness and
valuable" (Happy Home) is established. The holistic approach is used to develop elderly
by a combination of techniques to restore and develop a new system to enhance the
elderly quality of life. The aim is in health and mind which covers four dimensions of
physical, mental - emotional, social and spiritual in the total of 11 programs.

The dimension of physical.

1. Program in Physical Therapy. Treatment, rehabilitation services for patients and healthy
elderly people in order to return to normal or near normal health condition as much as
possible, depending on potential of the individual.

2. Programs to promote and maintain health. Knowledge in the field of health care to the
elderly. Diseases were found in the elderly. As well as discussing ideas for self-care.

3. Nutrition therapy. Or dietary treatment (Diet therapy) refers to the use of food aid in the
prevention and treatment to relieve symptoms of the disease. Malnutrition and prevent

symptoms from the nutrition.
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4. Massage to relax the muscles. Body massage is the elderly. Eliminates toxins and helps
balance the body and mind. Enhance the vitality and relaxation treatment of fatigue.

5. Matcha therapy. Caracas room spa fish farm (Garra rufa) is a therapeutic foot fish that
has been adopted by many countries around the world. How can a real treat and cure
disease. The fish spa water benefits in the dead skin cells removed by fish biting. They
also eat the bacteria that causes foot odor as well.

The dimension of mental and emotional.

1. Spas mind. The mental training and meditation are used in the treatment of various
diseases, which helps to calm the mind. Stress reduction and relaxation.

2. The rehabilitation and development (Snoezelen room). Snoezelen room is the room for
rehabilitation and development performance for elderly who has a problem in the brain
and the nervous system by using modern tools, designed specifically for each individual
patient.

The dimension of social.

1. The program of art therapy. Artistic activities in a variety of formats suitable for the elderly
can help to promote physical, emotional, intellectual development and creativity.

2. The occupational therapist. The teaching of art / craft has been designed to suit the
elderly. The art/craft are displayed and sold to make the elderly to have self-esteem in
making money.

3. Medical tourism. A trip with activities to promote health and / or treatment of various
forms of rehabilitation is arranged in order to promote physical and mental health.

The dimension of spiritually.

1. Program to build self-esteem. The activities of various forms to switch focus to the
elderly, self-esteem. Learn to be faced with obstacles that come in life.

This project is open to outside users can access the service. The project will enable
the service has been restored. The focus is on preventing health problems of the elderly
rather than fix the problem. Benefits from the project are as follows.

1) The elderly, the overall health of the elderly in a state of constant development and
improvement of health. Condition serious illnesses and conditions, sleeping on the
bed, do not add up. From the comments on the use of both the participants and
visitors were satisfied with their participation in the promotion of healthy elderly people
to stay in the house with happiness and valuable (Happy. Home) was very good in 95
per cent of the respondents.

2) People are planning to run a more systematic program. The timing and goals clearly.

And management system. The staff of the Centre for the Elderly homes Reserved.
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Each program is responsible for the project effectively. Because each person is clear

about the roles and responsibilities. While the cause of working as a team.

w
=

Administration.

Prior to deployment, innovation centers, elderly homes Bang is the traditional welfare
services to the Welfare Service is staffed by buildings, but after the project was
deployed. An upgrading of facilities and services the center provides comprehensive
services to seniors, only one building. Thus making it easier to manage. Which is
regarded as a burden? Reduce the time and the staff work very seriously. The staff
has been increased to help the other side.

4) Costs.

Number of elderly people. lliness and need to seek treatment in public hospitals has
dropped. Because those who attend will gain knowledge about their health care. The
amount of reimbursement of medical expenses reduced by one. Including fuel
vehicles in the patients treated with Consideration of the building. Is central to the
project. As a percentage. As well as an environment conducive to patient / elderly
people is enormous. Regarded as cost-effective use of existing resources. Without
cost to build a new building. Especially that of reducing costs, budget management,

as well.
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4.2.3 Who proposed the solution, who implemented it and who were the stakeholders?

“Pattaya Immigration Office Minus and Plus - PIMMO Minus & Plus” - The present
superintendent and his colleagues proposed the solutions of finding a new and permanent office
including land, building and facilities from the individuals, local government organizations and private
sectors. PIMMO is an innovative government organization introducing proactive, reducing complicate
procedures and increasing the quality of services for different respective people and organizations
such as tourist, hospital, factory, company, hotel and local administration. The solutions proposed
are welcomed by respective stakeholders previously mentioned. This can be seen from some the
letters of appreciation and “Certified Excellent Award 2006” as one of the “Best Agency” providing a

high quality public services by Public Sector Development Commission
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4.2.4 What were the strategies used to implement the initiative?

1.

Thinking Strategy is a holistically integration of knowledge management regarding blind
children together with utilizing technical knowledge to create effective ways to promote
child development.

Environmental strategy is developed to set up a warm learning and development
environment in the Day Care Center by dividing rooms and space properly for child
development stimulation. Materials and equipments are organized by work purposes, for
instance hearing skill training room, touching skill training room, fine motor training zone,
academic preparation zone, gross motor training zone, canteen, bathroom, toilet, and
bedroom. As for the outdoor activities, the concept of natural therapy can be applied by
utilizing natural public parks and playgrounds as learning resources suitable for
sensation training.

Procedural strategy utilizes knowledge to develop the ability of children to their full
potential which include daily living activity training, sensory stimulation, sensory
integration and six skills development, namely gross motor skill, fine motor skill, self care
and social skill, speaking and language skill, thinking skill and academic preparation. It
also covers the use of modern technology to improve quality of services e.g. Snoezelen

technique, listening program, and hydro activity.
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4.2.5 What were the key development and implementation steps and the chronology?

The concept of this innovative derived from the thought of the new approach that government
can serve people with convenience, readiness, availability, and accountability. It is a public self
service via an automated machine. The public services are not limited just only the registration

services provided by Department of Provincial Administration but also public services from other

government sectors such as passport related services, health insurance related services.
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4.2.6 What were the main obstacles encountered? How were they overcome?

Important obstacles in using this system were having an adequate budget for the project.
Special budget requests were made so that a computerized system could be developed. The
university is now cognizant that such investment will be repaid in the long run. Accordingly, a budget
has been allocated to fund the operation in various aspects. These aspects include improving the
sites where registration fees are received and installing a computer network for the new registration
system requiring additional equipment. In addition, additional computers are provided for furthering
the development of the system. As such 80 computer sets were leased. These sets were consisted in
a micro computer, receipt printer, and bar code reader. The site used for registration was provided
with a roof so that students would be protected from rain and the sun. Other departments were
requested to provide budgetary allotments for the new computerized registration system. Using new
computerized techniques, registration books were made. In addition, operational officials received
orientation in the new system to ensure an accurate understanding of all new procedures in an effort
to eliminate all sources of error and uniform execution of procedures. Having sufficient budget in this
matter helps to eliminate the problems of the old system. The university therefore allocated budget
taken from its annual income and the budget of the following year such that funding would be

sufficient for the project.
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4.2.7 What resources were used for the initiative?
Total Expense is 7,577,201 Baht ($US 222,858) (exchange rates $US1 = 34 Baht)
- Hiring consultants (6,850,000 Baht)
- Improving Database (Stage 1 expense 500,000 Baht)
- Creating press-kit including documents and CDs (165,000 Baht)
- Training 307 staff between 14 December 2007 -12 January 2008
- Seminars & Workshops for local staff (61,701 Baht)
- Seminars & Workshops for 5,198 accountants between 15 — 17 January 2007
- Exhibition between 15— 17 January 2007
- 3 Exhibitions in Regional entrepreneurs development project (900 entrepreneurs)
- 300 visitors in Franchising Trade Fair
- 300 contributors in Trade associations Fairs
- 500 visitors in World Smart SMEs 2007

- 300 visitors in annual conference 2007 of international Code Institute
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4.2.8 Is the initiative sustainable and transferable?

The results of the working performance have been evaluated. A survey of the public
satisfaction has been daily conducted, and any comment and opinion from the public are also
welcome to make further improvement of the government counter service. The instruments used in
the survey include questionnaires, interviewing, point score given by the recipients after using the
service. The operation of the center has gained the attention of the nearby provinces such as
Yasothon's Provincial Administration, Srisakate’s Provincial Administration which expressed its

interest to establish such a center for the public service.

Autlalneasyl :
nansUjiRuargnilszifinlagnisdisananiienelaanngFutinislunnduainnisiussnig
a‘mﬁﬁ@’émL‘%"ﬂmm:%@ﬁmLﬁuvﬁ@ﬁﬁmﬂﬁ*uﬂa;wml,mﬁmﬂ§u?‘ma‘ﬂa‘xﬂm°nu Inen1941994
lduvuaaunin n1sdunmnl ma“‘lﬁmuuumnt}ﬁ*uu‘?mmﬁqmnﬁ“l%u?‘ma‘m% lunasaenauanis
IRV I STE TR ERIEES ok TN Lﬂuﬁﬁﬂm@mum@ﬁmfmlné’tﬁm iU A9ndnalass A9udn

= [~] v
AN (s

ARloadAg3199A United Nations Public Service Awards [CES



36

Aanansliulea -

fusunsmensionludiefduiullanunsnlinsesuneld AL 500 A1 wazaslElENT
Tnadanuifluiesresnnudifiuuasnistenens aztiudaausasliiudnnnssnfiunniussuivie
Systematic Aeaunsnagsealnaaiedlililddunissiiunsufdymdedfuluuudanmeite
wun I ndinng uadesuanlfifiunaudeiiu Tnaenaiinisinaueienisdnfunislfifiuinlusin
finezls tlaqiuinerls wazlueunarasinezlsting Erinssniunisvitefanssuluefafinanneuas
melﬁLﬁummﬁmﬂmﬁ%Lwiﬂﬁmﬁqﬂ%;ﬁu%ﬁﬂﬁmma‘mﬁ’éwﬂfmmm“l@‘lﬁﬁmﬁuma“ﬁlﬂ'mmmm

v
a v Y o o

FUARANNEREN BnRaiininisiaueurunisaiiunslueu AR LUAUF 1 WANT89N1IA1LHLNNT
Sy A LAy < v o = -

geasaannmene lua el TW uazsNdsitunun s Eiuns lue ARn s8NNI
aBungliddniunisaenaqatiEnig udaLIN1g WIEN19TLNLNANITANTUNITINULTNIIEY

Tummingau vieadnumiasaruazin liinauaandeildasudou

4.2.9 What are the impact initiatives and the lessons learned?

The GFMIS Token Key project delivers clear productivity benefits and cost savings to the
government's fiscal and accounting offices. Without the need to travel to the office of Comptroller
General in their area, the government's fiscal and accounting offices can complete their budget
disbursement submission at their own offices. Saving time and traveling expenses. No more queuing
frustration.

In term of security management, by the use of the GFMIS Token Key, we can centralize the
monitoring task, and save time and cost of monitoring process. In the past, it took the administrative
section several hours to find out user information. With the GFMIS Token Key system, we can monitor
every transaction user conducted through the internet. The system provides the administrative and
management section a searching feature to find out information to support auditing and management
task.

The success of the project would not be possible without the full support from the top
executives who provide direction and guideline throughout the project and the cooperation and

dedication of all parties.
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d171 : Improving transparency, accountability and responsiveness in the public service
FANNIY Women Friendly City Project
Aanuae9u : Women Policy Division, Seoul Metropolitan Government

Uszine Republic of Korea

1)  What was the situation before the initiative? (The problem)
- Aimed to Make a Women-friendly City Environment Where They can Feel Happy

The “Women Friendly City Project” reflects the integration of wide ranging efforts that
incorporate the perspectives of women and their experiences into a broad range of city planning
policies. The aim here is to minimize the inconvenience and insecurity women face within their daily
lives and to enhance social participation of women. It is a project to make the city a place where
women are happy by providing them with a women friendly city environment.

- Some Improvements in the Legal Framework, but still a Long Way to go before “Substantial”

Equality for Women

Women-centered policy-making in Korea had been led by the relevant Ministry of the central
government usually with its focus on protecting women, preventing gender discrimination, and
enhancing women’s status. Thanks to such efforts to develop the country’s female resources and
enhance the welfare and rights of women, there has been considerable improvement in their formal
equality, including legal and institutional frameworks. However, when it comes to the “substantial”
equality of women, there still remains much room for improvement, particularly in the labor, family
and welfare areas. Since those eligible for the benefits, under the previous policies, were limited to
some underprivileged, most women did not directly benefit from the policies. On top of that, the basic
framework of the policies failed to reflect the various needs of each provincial government and the
unique aspects of women living in metropolitan areas and thus had to have a significant impact on
women’s daily lives.

- 77 Percent of the Inconveniences Women Experience are Found in their Daily Lives

: Public Restrooms, Public Transportation, Parking, Childcare Facilities, Walking on Pedestrian
Walkways, etc.

An Internet survey conducted among Seoul citizens in 2007 showed that 77.4 percent of women
experienced inconveniences in their daily lives. The spaces women felt inconvenient more than men
included public restrooms, public transportation, parking lots, childcare facilities, and pedestrian
walkways. According to the survey, about 67.3 percent of women felt insecure or frustrated in city life
demonstrating that many women still experience inconveniences and insecurities in their daily lives

despite some improvement in the legal and institutional framework.
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at were the key benefits resulting from the initiative? (The solution)

- Every Department of the Seoul Metropolitan Government Endeavors to Incorporate Women'’s
Perspectives into the Policies they are Dealing with
Seoul City launched the “Women Friendly City Project” in 2007 with the intention to promote the

“substantial” happiness of women. This includes 90 sub-projects providing women with
consideration, work, prosperity, convenience and safety. With the areas covered by the women’s
policy expanded to include roads, transportation, culture, housing, etc., we encouraged every
department of city government to reflect the perspectives of women in their policy making. We also
focused our efforts on the 9 initiatives, selected out of the 90 sub-projects, which drew the most
positive responses from the citizens based on the 2007 Internet survey results. Thus, considerable
improvements in city facilities and services were achieved.

We increased the number of restrooms to 87 in 2007, 378 in 2008 and 1,049 in 2009 through
“the Women-Friendly restroom” project. We also installed “Woman-friendly Parking Lots” near

entrances and elevators of buildings and increased their number to 68 in 2007, 4,622 in 2008 and

23,324 in 2009. In order to improve the conditions for the safety of women, we installed 594
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emergency bells, and 1,264 CCTVs, and installed an additional 2,524 lights to enhance the
brightness of parking lots.

For women'’s safe returns home at night, a “brand call taxi” system was put into operation and a
“safe-return-home service” that sends passenger information to the individuals’ parents or guardian
from the start of their ride home. 6,580 taxi drivers in 2008 and 22,099 in 2009 were registered with
the brand call taxi system and about 106,679 people used the service from 2008 to 2009. Coupled
with these efforts, we also provided assistance and support to help women, who had to quit their jobs
due to pregnancy or childcare, find new jobs or start their own businesses. In 2007, 8,076 jobs were
provided, 10,220 in 2008 and 32,715 in 2009. In 2009, we began providing high quality child care
facilities through the establishment of the Seoul Child Care Center (including 1,999 certified child
care centers). In addition, women-friendly walkways (69.2 km), parks (50 places), apartments (2
model complexes) were created to enhance the convenience and safety of women. Standard
manuals (guidelines) for restrooms, parking lots, walkways, parks, etc., are available for use in
designing and constructing similar facilities in the private sector, and certification or a “women-
friendly facility mark” is awarded to excellent facilities (258) following an on-site inspection. Though
these projects were initially launched in the public sector, they are gradually now expanding into the
private sector in this manner.

- Customer Satisfaction substantially Increased to 83.2% in 2008 from 68.2% in 2007, as shown
by the survey

Thanks to such comprehensive efforts, citizens’ satisfaction in women-related areas
considerably increased to 83.2 percent in 2008 from 68.2 percent in 2007, as shown by the Citizens’
Evaluation of Administrative Services. In particular, a remarkable increase in satisfaction was

witnessed in perceived safety : 70.3 percent in 2008 from 46 percent in 2007.
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3)  Who proposed the solution, who implemented it and who were the stakeholders?
- Oh Se-Hoon, Seoul City Mayor, Proposed the Initiative

The “Women Friendly City Project” began as an initiative proposed by Mayor Se-Hoon Oh.
Mayor Oh proposed a new paradigm for women’s policies that aimed to make the city a pleasant and
comfortable place for women by eliminating the inconveniences experienced in their daily lives. The
measures he envisioned were to go far beyond the existing women’s policies in effect following his
inauguration in Jan 2007.

- Unique Governance : Every Department takes part in the Project under the Comprehensive

Management of the Women & Family Policy Affairs Office

Women'’s policy making had been dealt with by the Women & Family Policy Affairs Office thus
far. With the launch of the “Women Friendly City Project”, however, policy making has been carried
out under comprehensive governance in order to incorporate the perspectives of women and their
opinions into every city policy by every department of the Seoul Metropolitan Government. Whilst the
Women & Family Policy Affairs Office is responsible for the comprehensive management of women’s
policies, each Office and Bureau of the city government is developing and implementing specific
programs and civic groups are also involved in the process of planning, implementing and assessing
the programs in order to incorporate the perspectives and experiences of women.

- Citizens’ Participation in the Project

Creativity Facilitators (“CF”) were designated (a total of 1,177 people) among the staff of each
department whose role is championing the cause of the project.

For cooperative decision making with citizens, we organized the “Partners Group” composed of
experts in women'’s policy making, in Oct, 2007. Currently, a total of 244 experts are providing ideas
and policy advice (a total of 109 times) in the process of designing, implementing and assessing
programs in 5 divisions. In addition, the “Prosumer Group” and “Women Initiative for a Safer
Environment (WISE)” (a total of 300 people) are visiting and investigating the field to identify and
minimize the inconveniences faced by citizens together with the city government. The “Forum
Group,” which consists of regional experts and housewives (a total of 3,623people) are also
extending efforts to identify the inconveniences facing women by providing useful region-specific

advice to the project, and developing or monitoring project items. In addition, the “Supporters Group”
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of college students (a total of 300 college students) takes part in the project by providing creative

ideas, collecting useful data and participating in volunteer activities.
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at were the strategies used to implement the initiative?

The “Women Friendly City Project” employs a wide range of strategies within the great vision of
creating a women-friendly city environment. It specifically aims to minimize the inconveniences and
insecurities women face in their daily lives by incorporating a woman’s perspective and experience
into a broad range of policy making.

- Create a Women Friendly City Environment

First, the project differentiates itself by focusing on “substantial” benefits for women. Instead of
dealing with a symbolic policy, the project focuses on developing policies that will bring real benefits
to women and make their living environment more convenient. As the first and the most important
step, we focused our efforts on identifying the inconveniences women have to forbear in the city

environment and modifying them into more women friendly alternatives. We thoroughly assessed the
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needs of women based on expert advice (8 times), public surveys, etc., and made all-out efforts to
improve facilities including roads, transportation and restrooms based on these assessments. In
June, 2007, the application areas of the policy were expanded to include 5 areas closely related to
the daily lives of women: care, work, prosperity, convenience, safety.

The methods of selecting participating businesses and carrying out projects were unique
primarily because the “Women Friendly City Project” needed to cover the entirety of the city. We had
135 departments of the city government, 13 organizations that invested and contributed to the
project and 25 autonomous districts all involved in the project. In July, 2007, the 4 year plan of the
“Women Friendly City Project 2010,” which covered 90 core programs, was established.

- Citizen Governance for Effective Incorporation of Women’s Perspectives and Experience

In order to effectively incorporate women’s perspectives and experiences, we built an
institutional framework that involved a range of expert and civic groups (Partners Group, Prosumer
Group, WISE, Forum Group, Supporters Group, etc., 4,467 people in total). This enabled citizens,
particularly women, to proactively participate in the process of planning and executing policies, and
we diversified the methods of participation to encourage citizens’ participation - regular meetings
(held 4 times a year), small expert group meetings, online advice/feedback system, on-site
participation/monitoring, etc.

- Developing Guidelines for Facilities to Build and Strengthen Social Consensus

With the aim to build and strengthen social consensus regarding the “Women Friendly City
Project”, we developed guidelines for project facilities (restrooms, parking lots, roads, parks) that
could be used when designing or constructing similar facilities in the private sector. The project was

then promoted in the private sector by granting certification to qualified facilities.
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at were the key development and implementation steps and the chronology?
- Launch of the Project (Year 2007)

The “Women Friendly City Project,” in Jan 2007, began as an initiative to minimize the
inconveniences women faced in their daily lives and to make the city a place where women could be
happy and comfortable. Since then, a task force team was established, experts had a series of
meetings (8 times) thereon, a public survey was conducted, and reports on these tasks and policy
forums were held before approval as an official city project in July, 2007.

In Oct, 2007, the Partners Group, composed of the relevant experts, was formed and the
foundation of citizen governance was established through a series of internal meetings and advisory
councils.

- Full-fledged Project (year 2008)

In 2008, we formed the Prosumer Group made up of ordinary citizens and the Forum Group
composed of experts in order to strengthen citizen governance. Through such activities, we
encouraged women to visit the field, identify needs and give advice and feedback in implementing
the project. We also were provided with three opportunities to attend international conferences where
participants shared their views and held discussions on women friendly city project cases with the

representatives of other cities around the world.
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- Visible Results of Women Friendly City Project (year 2009)

In 2009, we streamlined the existing 90 programs. As a result, we identified 30 programs that
needed to be added to the project, removed 30 programs, which were already complete or did not
require further management from the project, and selected 9 core programs that were highly
requested by citizens, on which to concentrate our efforts. We also developed guidelines for women-
friendly restrooms, parking lots, walking environments, parks, apartment complexes and granted
certification to qualified facilities (258 facilities).

We developed the Matrix tool to identify the needs of a wide range of women living in Seoul.
Using this tool, we selected 15 groups that might not be covered by the existing policy and identified
their needs. Through these efforts we have continued to expand the project to enhance the quality of

life of women.
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at were the main obstacles encountered? How were they overcome?
- Lack of Understanding about the Project

As mentioned earlier, the “Women Friendly City Project” involves every department and
organization of the Seoul Metropolitan Government, although the Women and Family Policy Affairs
Office is responsible for its comprehensive management. However, we faced difficulties occasionally
due to a department’s lack of understanding and interest in the project. Some of the departments or
organizations felt the project was a burden; therefore it was difficult to incorporate women'’s
perspectives and experiences into entire policies of the city government.
Solution 1 : Designation of CF Managers

In order to overcome these difficulties, we designated a CF for each department and a CF
manager for each bureau (281 for Seoul City, 896 for autonomous districts) as part of the effort to
raise awareness of the project. Additionally, we held workshops for citizens (4 times in 2009) to
develop new programs and complement the existing ones.
Solution 2 : Closer Cooperation between Departments

In Feb 2009, the women friendly city project task force team was formed and operated for 9

months. The task force team was attended by the heads of bureaus carrying out core programs of

the project with the Vice Mayor I for Administrative Affairs appointed as team leader. Its primary
function was reviewing the status of the core programs on a regular basis, reinforcing cooperation
among departments and ensuring effective budget support.
Solution 3 : Facilitate Participation of Every Department by Providing Model Cases

9 contests were held for the “Women Friendly City Project” and participated in by every
department from 2007 through 2009. Each department presented its idea for a program, and 40
model cases were selected for awards to promote model cases throughout all departments.

Solution 4 : Raise Awareness about the Project and Build a Social Consensus through Intensive

Promotion
With the aim to attract citizens’ attention and build a consensus on the “Women Friendly City
Project,” we presented catchphrases like “If women are happy, everyone is happy” and “Move

women to tears.”
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at resources were used for the initiative?
- The plan of the “Women Friendly City Project” was confirmed in July 2007.

The “Women Friendly City Project” began, in January 2007, as an initiative to minimize the
inconveniences women faced in their daily lives and to create a city where women were happy and
comfortable. Since then, the task force team was established, experts had a series of meetings (8
times) thereon, a public survey was conducted, and reports on the tasks and policy forums were
presented before it was approved as an official city project, with a 4 year plan, in July 2007.

- Human Resources : a Wide Range of Citizens, including Expert Groups and NGOs

For full-fledged operation of the project, the Women-friendly City Team (composed of 6
members), in charge of the comprehensive management of the project, was formed within the
Women & Family Policy Affairs Office in Aug 2008.

Since the project was carried out by each department of the city government, an additional
work force was not required, but 4,405 citizens were involved to ensure women’s perspectives and
experiences were reflected in the policies.

- Financial Resources : Make the Best of each Department’'s Budget

We made the best of each department’s budget and assigned an additional budget in 2009 to
ensure the core programs, including plans to improve restrooms, parks and pedestrian walkways,
were effectively delivered.

- Programs Reflecting the Characteristics of each District — Incentives for Excellent Outcomes

Seoul city is operating 90 programs in 5 areas, while 25 autonomous districts are carrying out
1,450 programs, which reflect the characteristics of each district. We assess these district-specific
programs every year and provide budgetary incentives to districts selected based on their program

outcome.
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8) Is the initiative sustainable and transferable?

- Little Financial Burden, but Strong Need to Build Social Consensus on the Caring for Women

There was relatively minute financial burden in connection with the “Women Friendly City
Project” because it was carried out using each department’s budget. However, it was not so easy to
shift the paradigm of public officials to care for women when they developed new policies or
implemented existing policies. The most important task we had to bear was spreading the concept of
considering women throughout our culture and society
- Close Cooperation with the Private Sector

Close cooperation with the private sector was essential to offer women a convenient and safe
city environment. Therefore, it was necessary that we establish guidelines for women friendly facilities
based on mutual trust and cooperation with the private sector, and to build a system that helped
businesses in the private sector when designing and constructing similar facilities.
- Provide the Legal Framework to Facilitate Participation of the Private Sector

A legal and institutional framework is required when carrying out the project. For instance, the
revision of the relevant regulations would be required before installing women friendly parking lots
and facilitating participation of the private sector.
- A “Women Friendly City Project” Conceived by a Local Government for the First Time

The Seoul Metropolitan Government in conceiving the “Women Friendly City Project” has
become the first local government to ensure that their policies would result in women experiencing
their absolute benefits in their daily lives. The project has now been benchmarked as “Best
Practices” by many organizations at home and abroad. Among the local governments in Korea,

Busan Inchoen, Jonlanamdo province, Gyeonsangbukdo province, and lksan city governments have
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adopted the project as a model, and the Ministry of Gender Equality of the central government
drafted and implemented a plan to expand the “Women Friendly City” based on Seoul City’s “Women
Friendly City Project” in September 2009. Meanwhile, the project was highly commended by the UN
Commission on the Status of Women from 2008 to 2009. In addition to that, in the second Metropolis
Women International Network Forum, held in Oct 2009, participants from 40 cities of 35 countries
from around the world, including 4 international organizations, adopted a “Seoul declaration,” which

stated that Seoul City’s “Women Friendly City Project” was one of the best policy cases.
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9) What are the impact initiatives and the lessons learned?

52

- The key to the project’s success has been the continuous effort and will of the Seoul City

Mayor

The “Women-friendly City Project,” goes beyond gender equality and mere institutional
improvement and is drawing a very positive response from citizens.

The key to success in the project is the strong and persistent efforts of the Seoul City Mayor who
is the top policy decision maker of the city government. He thoroughly reviews the status of the
projects regularly and actively collects the opinions/ideas of citizens, as well as each department of
the city government, by holding presentation and assessment sessions. The deputy mayor, for his
part, served as the lead for the women friendly city project task force team, checked problems in the

process of carrying out the project and provided solutions to resolve them.
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- New Approach and Attitude within the City Government

One of the most significant changes made by the “Women Friendly City Project,” within the city
government, is that public servants of the city government began to understand the need to consider
women in policy making. Through a wide range of education, training and workshops, they
recognized the importance of incorporating the perspectives of women into the fulfillment of their
duties.
- Instilling Pride into Women by Encouraging their Participation

The governance system involving citizens enabled women, the very beneficiaries of the
initiative, to participate in the entire process of devising, implementing and assessing policies. As
such, women served as a driving force behind the project, making meaningful contributions to its

Success.
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Improving the delivery of public services

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

FRUUIEIY : Australian Electoral Commission

Ugzing : Australia

1)

Wh

54

at 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)

®  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.
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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.

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.

56
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o 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 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.

AReaTA93199A United Nations Public Service Awards



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 query 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 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,
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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?
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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
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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.

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.

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.

ARleadAg3199a United Nations Public Service Awards 83



64

Aualazagy -

nagninisinllgnisdfimaeslasenns BRIDGE Wagniasuliifluuuwinislugiianisin o4 G

(2
v o a

aunsnagyfaadl

=

N1992YAIINFBINTT NINMUATRRLITTANA LaznIimILIMANgAT N1991uNUNTsEnausy Y
| & y a | = , PPy
wiarduseufieddinisfiansunetaidansaunaLiIunszLaun1 TN ise fuE N9

4 o IR R Y ye 4 s
nendaanialufieatiu neliifiarnuiminsanuaznauauesAnfiasnistediinasdadly
Tieniuly

Auuansaulssiiunafiinunzan

nsthlasenslUUfumsesgnaanislidanmanzas

lNaTEURaslAudaaL

' '
a

s A g = o , v o o =< a Y  a
Wqﬂ@ﬂ‘VIﬁLW@I‘WTﬂ?QﬂW?NV’]']qﬂﬂﬂﬂu b1 ﬂﬂq%ﬂumi‘@i‘wQL’]]EIQ‘TJWEQVIND‘L& FIINEUNNTNBINU

o Y a ol/ ) v =l v KR | v
Az IR AAINEEIU LL@SQHﬂ’]"ﬂtllﬂ’mNg"&ﬂLﬂuL@ﬁ“ﬂﬂﬂIﬁNﬂ%‘

wanani Tunstilasanis BRIDGE hlfjus ielfidsaaiiulinuanuisunizesiasenig uazli

o a easf

gnAtfenelagegn nangneaziinisnmuaninsgiu ssiavuardeieAvlunsjuRgaiauualilugie

prasia il

1.

fintintasanis BRIDGE 1114 azfiaqlfifuauuzinuazainuiuganaindniineiu BRIDGE

o

HNgNABIAINNUNNE

a

Puiing facilitator - lwnnsdszguidaljimnisvesiangns BRIDGE fesldiiunisiuses

XD e300

o A gy o %1 vao o . = 9 2 =
\‘]ﬂﬁ\zuquﬂqi?ﬂi@\‘lqzqﬂ@@ﬂLL‘]J‘]JLW@SLWNHSLQVLQQW HINNIUUIN facilitator NﬂquLm’]slqsluL‘ﬁQ@ﬂ
VTﬂuLﬁ@MW LL@gw]ﬂﬁﬂ?fﬁ‘ﬂ’]i LﬁﬂiﬁﬂﬂﬂmﬂqwLL@qumﬁﬁquﬂqi@U?Nﬁnﬂﬁﬂﬁ/ﬂ@jmi

[ a a oae 1 dl dl v o o b % Yo o s a
N1TAAB[UTH ﬂﬁ'zﬁNLmQﬂ{]Umﬂq?mq\‘l '] V]Lﬂﬂqm@\‘]ﬂuﬁﬂﬂ@jmi m@\‘]imﬁ'uﬂq?ﬂﬂﬂiuqqﬂwuﬁﬂmi

Sd 9
NNEIUAN

4/5.n19v13e1Ae 7 e liivangmszes BRIDGE 1114 sviseutladsasiiodluasdvsves BRIDGE

6.

fiaalfifunisEiueanan BRIDGE windniailasuuasle
¥ o a v 1Y J dl v 1 a a 1
{13 Workshop fiaeaediagyasing < N4 i tenans Aanssn nsdsziiuna 18+ tnaeiiu
A1minanu iverinaugivles BRIDGE visiiiielunisasuan wazineiunmsgiu Workshop

dl [ 1 v o a b4 v dl % %
LummnLﬂumimmmmﬂmmLuumimumu LL@%QHWQQM’]N?SUUVIi@’JWQ%

wfidnTuszazBusiulasenis BRIDGE azliliinnudrdnssliininiaanss usinnavaslfaenanis

auansaunguliianisdaaindszaslloe waznisnasasuuusssunivng laaanieliarundnaes

Tasennsfine nisasnaiedszanslloe warnisdnasesuuusssuAunaluniniaa@awildain

Tnatasenisingaslinniiunisliudai vanuatu waz Bhutan A Tueutassadiulilinisnsunum

g o 9 f oA yda & 9 o o "y S o
glaN QWLﬂﬂQﬂlﬂﬂlu@ﬂ\‘i@’]uﬂ@ Qmmummmﬂumiwmmmnzgm LL@Zﬂ@qNLﬂﬁﬂNﬁﬂWNﬂﬂﬂﬂ’]WlMﬂ’]?

dnlszguidedjusnng

AReaTA93199A United Nations Public Service Awards



UNLATIZA

o ¥ d’jd o Y & KR ad o ] a VQQII 2 ' s
nsnauAtanludiedl Havndaaulunisssyiidunasnisinldgnisd jumntisrye lugie

v '
o o o '8

FaLANNIaLATIziANNRaINTg daglsrasdlasanisatneazidan nisaanInagnsaILs lus AuBuy

a

o '

= | < = = P 9 ) o v o
WATIUEUNSENaUINFng o) e luynduneniinisinmuiseniugidiunandesetreadiane 4nin
o . Y 4o P a
wNuauNReLauediaAdNsiaInIsuiiasaresaulufiasiul dpitszuudssiliuuanmuizas
o a Ay ¥ o = o o o a = v Ay
AunIaN Wi Betailuszuussidou dprinesunaniueu Deudd lussasBusiu
Tasensazsfatiuliinis@enss usinieudslfaeanisguansaungulifanisdadsndscaidlng uay

a o a Aﬂl o 1 ‘dl v o a v
N19UNABILLLEITNINLNG LL@&HQNﬂWT?ZM‘ﬁ@IﬂNﬂWT%WT’ﬂ\‘mvl,ﬂﬁ’WLuuﬂ’Wﬁ‘vLﬂLL@’]

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 AusAlD and other donors, in international forums, to explain the benefits of such an
approach. Apart from 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.
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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 AusAlD, 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.

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 gain 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 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.
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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. AusAlD 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
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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 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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d171 : Fostering participation in policy-making decisions through innovative mechanisms
FANNIY Collaboration Testing

AaNUILNY Saga Prefectural Government

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 - 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.
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- 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.
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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 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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at 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.

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.
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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.
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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 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
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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.
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6)

Wh
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at were the main obstacles encountered? How were they overcome?

The biggest obstacle encountered was the "reform fatigue" 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 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?

84

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.

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

%awmm : Knowledge Network

Fanuaeenu : National Blood Authority

Ugzing 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

- 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.
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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 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 H1N1 (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

(IVlg); and RhD immunoglobulin in at risk pregnancies. Improved cooperation with the private and
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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 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.
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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 capabiliies 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.

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 10 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 10 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.
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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;

- 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.
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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 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.
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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 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?

100

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. 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 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
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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.

Autalazagy -

wizadAdsElamnsasliunisaulszaunudia uazdenatlsylominnnunasienalseanau

¥ v '
o

1190RAMTIAL UazFaNIAig Telidadandnduiiasainnisaiadmusssuesdnsliiypainsiseeaniaiy
o A 3 oA a = . o = o . sy
waznAenTURNANNNEdesiuGeddainianuiam wasiduniuisaniulunisdienennnugAu
' A IS hd a < Bzdll o A 1 = o o 26 ¥ a e 1 ! '
i 7] Anuead FuisnnAniuzean uaztianuglud o PlEfuun Uil lniAndssloniredouion
Tunige

= Y

nsizagndnAydnivlasinisiine nisdanisaanninsiasnslailiuanisiisruuusdsdioanns

¥ o a o o g 1 1 o a % v dldl | o o o ‘ﬂlﬂl a o
g Adesial uazadnuauilunisandiunig InsanizainiduiinduiadedrAnynsestniy
wwiAa il 7 Inansilneusnuazimudmiiiinfiansiiusauazaulalunisdaniuninlasanig

Tun199AN1IANNETIANNIDTNENBALAZIIAAYNENEL Haan1snszuaunsuassuLN e W Hazyin
nsatduayulidinfuaziinnisdaanisfyaiiunisneuauasisluBbesnalsslambivfauniuiu
AUFALATANNALTYA WazaIN1TnaT1aN199AN19ANNE I TuTmusssnlueAng azansnvinliinia

ANFaLiesredlss Tomilunis Meruulussazeang

AReaTA93199A United Nations Public Service Awards



UNLATIZA
o v ::I’jd o a ==I ay v a U
nssauAnxludien AarndaaulunisszyiinisszydenliBauiainiasanig

Re iﬂ(’
o)

¢ »

)

2

ap

=

i)

Lo

D

=

i lun9a819ATRI18 ANNEITINNLsE N TUT Ve RAIASAY NALBNTY WATNATY Tid
ANANSA Aie ANYNW uazHidunNATaNiulunistnanenAnngsing o Nnuesdl FuieanAmiu

1895au waziANg s ) RN E R U s Tamisedaudanliininiign

Aag19NIsiAusIEIvaInlatulssinAlnanlasus1eda

Wusatnaniadlisna e ureantin e ullssma e 185191958 United Nations Public Service Awards

TugauTANIuNT A1uU 4 Mgt Tdun

Fanianu s193a% Le5 lszinnanaaeia et
T3anenunaalass Finalist Improving the delivery of public services 2008
T94WEILIANNNINTUAT Winner Improving the delivery of public services 2009
\Feraluad
nsuaatlsEniu 2nd Place Winner Fostering participation in policy-making 2011

decisions through innovative mechanisms
A1UN9IUaIININTNNA 7 1st Place Winner Advancing knowledge management in 2011
NTNATININT government

AiloadAg319Ta United Nations Public Service Awards [ELOE]




d171 : Improving the delivery of public services
Ay slidinneinenlan
danuaaau : Tnnenunasiass

nla5usesa : 2008

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 iliness, 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. ”, “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 cooperate to develop continuous

quality improvements and now we call this team Patient Care Team of OPD (PCT OPD).
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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.)

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.
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o 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.

Aulalagagy :

mMaimwnszuuEnssuwiiluasl aenndesauulounsigona fuavisranlifinnamnen
sonfulULdausaN ﬁmsﬂixﬁ;mmummﬁmLﬁulﬁ@mwﬁwm@mmwmﬂﬁu’%mmﬂwm'@L‘fim
TmﬂEJ;‘}E‘Wa‘“lﬁmmﬁumguﬁ"mmﬂi:mm‘luma‘ﬁﬁmﬁmmammwmﬂﬁﬁ%m@ diutlpeaninuanden
2a4l3aneuNaliarenn aae9n ﬁma‘ﬁuﬂ@qﬁmi‘fﬂﬁmmm A28 UATAN1IARAIIRUYla way

Tisadaunnuewivailuadnyiidilalunisminamu aulsanenunalfifuseda “qaaendonscaulszma”

ANNNTNAUNNL NITNTNANBITIUGY

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

108

The key development and implementation steps are Continuous Quality Improvement (CQl).

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.

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.

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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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.

2. Defining service behavior to meet the client’'s need.

3. Categorizing the problems and obstacles.

4. Patient hearing.

5. Knowledge management and competency of Personnel Promoting continuous quality

improvement.

6. Admiring and giving rewards to the personnel who do the best.
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7) What resources were used for the initiative?

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
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8) s the initiative sustainable and transferable?

110

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. CQl
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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d171 : Improving the delivery of public services
Fawaeu:  nsREnmeamsundiuAletaauianile

(Improving Public Medical Care Service through Collaborative Networks)
%’a‘m’mmﬂu : INWE’TLI’]@NW]?’]‘IT“LM?L%HQTW?J AN ANART NWﬁ‘l’l?.I’]ﬁﬂL%ﬂﬂWﬂ
TnlaFus1ea : 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 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
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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 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.
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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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o 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.
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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.
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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 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.

2. 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.
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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 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.

AileadAg319Ta United Nations Public Service Awards [N



=

6) Wh

118

Autlalneagyl :

Wefazreuauaenuulaue 1898 11Na AL STI N SWRINTZULIITNNT 1eTsaneLng
NmiwumﬁmhﬂﬁﬁluéwLﬁumiﬂi”uﬂ@q@mmwiuﬂ 2552 uwazlfifunisfusesninsgulsanaiung
s nuimukaziusasnunninmeuna duil 2545 e liiAnAauyniusesypainIuazLIng
dhunnanisfneneiunaesnaflinnnsgugasaniufiesaieaaudnlaliinuyaainsludiianees
29FN7 “ALgIUABN: Suandok People” Katinnsaastutesmiasing y Tﬂﬂ”\mmmmﬁqiﬂ

szuunnsingftlaa liuiuiliunisiinig u qatkaatin (On Stop Services) inlidaaaniFunn
Fumaudnmengisuaziunnnisldnssanma meﬁma‘ﬁfq@uﬁmm (Referral  Center) Viting
ﬂa‘xmuqma"quﬁu‘luﬁl‘mgﬁﬂgmmqmnmmﬁ nsliiAniEnenianisunne ma‘ﬂiuwmumlﬁy@q&iﬁ?q

o

sandansguanazn1sdnnisnaudibanntaialiinaslfiiunisneetneiurio sautiennsliiisnimis

o

- a ANy oA A R A a = a v A Al o
NITULNNERNLAU (EMS) N“u'ﬂ/]Lﬂ@@uﬂqﬂ@jﬂrJﬂqqﬂ“ﬂm‘WLﬂm@U[5]LW@D\‘]I?QWEWU'T@@T]@Q?J INBNAISWENUN

a

sxuu 113NN IN19nN TN N R UsAnTan Faustl 2550 TAdn 1R A NTanTean1enisunng  lunnsg

1%
s o

Hnavsnviadiasing < lHun nnsariuayudingilaegiifineduge (Advance Trauma Life Support : ATLS)
Tsandnuiiiaialaanniasn (Acute Coronary Syndrome : ACS) lsaviaanlaananasfiy (Acute Stroke)
lituunnenenunauasgdanannyniasisnga sandslssnenunaguaulifuayyalidiidsdieyanas
v yal v
tiasayalsanenunalfiansiae

14t 2005 1AfnNdnsvATadnalsaalaniamilanauuy uazlfaeneliinasuaguiindandn
Tunramile wazlutl 2008 M liAnuNnTa1usnFulraanTassdraaaslsaneunaliilasedng
Tssnenunaniinialietnenida vinlliandasnaauiinisuarnisanavesiiaaasléinnn uazdalinng
TiaaugriumsauniaesgievFaduirguaulunisguafilhauasarniisanainissneuaudn saudienns

Savgunsainianisunnduazen (SK) Winugilaaanson

at 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.
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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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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.
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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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at 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.
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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

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

Outstanding 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.

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.

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

Hospital network helps the medical service providers to understand patients’ real needs and

serves as a basis for client-centered approach to medical care.
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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.
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d171 : Fostering participation in policy-making decisions through innovative mechanisms
Fawau:  natsdansTatsemuiLuduson Tmmmxﬂﬁuma‘mﬂﬂixmfﬁul,mmﬁm&:l%fﬁ
ﬂ@ﬂtﬁi\‘lm&zﬁ'\‘lﬁyﬁLL@SﬂW@x‘l%ﬂ‘]ﬂﬂizLam ANaAIEN AUTPgNITULE
(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)

FanuEeU © NINTaLlIENIU

a5 us1eda : 20011

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 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.
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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 irrigation staff.
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at 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 US$3,900 per 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 turned 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

irrigated water flow faster through the end of a canal. The water conflicts between farmers and
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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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o 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 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 responsibilites of the Kra Seaw Operation and Maintenance Office involved
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establishing and developing water user organizations and Joint Management Committee for Irrigation
(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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at 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
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
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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?

130

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 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
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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.
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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-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 US$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,
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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 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) s the initiative sustainable and transferable?

134

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 irrigation 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
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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 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 US$0.67 - 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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at 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 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,
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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
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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d171 : Advancing knowledge management in government
TFanaau gvinanusianisadnyladszanau (Service Excellence Tax Office)
%’ﬂ‘v]ﬂ'}ﬂﬁ’]u © ANUNUATIWINTAIA 7 NTNATINING
AlFFusreda : 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 gaps 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 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.
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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(TQM) 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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at 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:

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.
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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.
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o 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 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 learning.

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.

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.
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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 intranetinternet,
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.
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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 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.
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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 pubilic;
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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;
- Use ICT to facilitate taxpayer services and to communicate and exchange information both

within and outside the organization;
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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

SRR riilaq3Tn391938 United Nations Public Service Awards



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 give 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.

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?

152

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, 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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