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United Nations
Public Service Awards 2008




About UNPSA

The United Nations Public Service Awards is the most prestigious international recognition of
excellence in public service. It rewards the creative achievements and contributions of public
service institutions to a more effective and responsive public administration in countries

worldwide. Through an annual competition, the UN Public Service Awards promotes the role,

professionalism and visibility of public service.




All Public organizations/agencies at national and sub-national levels, as well as public/private
partnerships and organizations performing outsourced public service functions, are eligible for
nomination. The United Nations Public Service Awards take into consideration a geographical
distribution of five regions. In order to level the playing field for nominations received from

countries with varying levels of development and income, the following five regions have been
established:

= Africa;
Asia and the Pacific;
Europe and North America;

Latin America and the Caribbean; and
Western Asia.

Nominations have to be made by another entity than the institution being nominated, i.e. self-
nominations will not be accepted. Eligible nominators include: Government departments and
agencies; universities, non-governmental organizations, professional associations, etc.

Purely scientific innovations, e.g. in medical or environmental science, do not qualify for the
United Nations Public Service Awards.




The 2008 UNPSA

o Category 1 - Improving transparency,
accountability, and responsiveness in the Public
Service

o Category 2 - Improving the delivery of services

« Category 3 - Fostering participation in policy-
making decisions through innovative mechanisms

o Category 4 - Advancing knowledge management

In government

»




Category 2
Improving the delivery
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1. The situation before the initiative (The problem)
amumIaitazanuduinvesilam

2. The key benefits resulting from the initiative KPI (the
Solution) MmBIamaatsalumsiann

3. The team who proposed and implemented the solution
NulumMswann




Step 1

4. (A) Strategies used to implement the initiative
gmunaqﬂﬁ%mmﬁﬂq’nm

4. (B) The key development and implementation steps
payradanlunmswannlsanenina

4. (C) The main obstacles encountered
tamagilassanmavulunszuaumsun lvifai

4. (D) Budgeting for development as follow
~ lynSnennsezlsthalumsunlvifaym iimlyaees]sing




5. The initiatin IS systainable and transferable
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6. The key elements that made our initiative became
successful
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1.The situation before the initiative
he problem) aswumsaimazarnnilinnvesifam

* The service had many steps taking a long
time, for example, 6-7 hours for some
clients until the conclusion of the service
process

»




1.The situation before the Initiative
The problem) asumsaimazananihunvesiam

* There are 2-3 complaint letters a 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
= 1 he hospital should cooperate with other care providers
gind not rely on patient self-help alone”.




2.The key benefits resulting from the initiative KPI

(the Solution) s Tanaduselumsiann

The Patient Satisfaction results after
developing and implementing turnaround
strategies were as follows:

A\

J

\J

J

Jan 2005 87.45%
Jan 2006 88.3%
Jan 2007 89.4%

July 2007 92.3%

«_waiting time was only 56 minutes.
MStandard waiting time is < 1 hr 30 min.)




3.The team who proposed and
Implemented the solution #slumswann

 The PCT OPD include doctors,

e pharmacists,

 lab and X-ray staff,

e technicians,

* nurses,

« ward officials,

e psychologists,

--’ihysical therapists and other professionals.




3.The team who proposed and
Implemented the solution #slumsiann

e 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 admires the team by declaring a job
well done.

»




4. (A) Strategies used to implement the

Initiative  uwunagnslumsunilam

NAENS “N13UINS QU YALRT”
NaLNs “annduLLaf”
NAENS

nNagns “samatadNlnuaAn”
NagnNs “nitdaninainaiy”
NAENS

. thmﬁ




4. (A) Strategies used to implement the initiative
ununagNs lumsudilam

e Using one stop service In every unit where
nossible. NAENS “N15UINS QU IALREN”

 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
Mom. nagyns




4. (A) Strategies used to implement the initiative
ununagNs lumsudilam

* Doing the aggressive change by creating
two primary care units. nagns “usn13
lg99n”




wMaep¥namy mshivimsssanlssma




wgpynaay mshivimsseaun)sema




4. (A) Strategies used to implement the initiative
ununagNs lumandiai

* Now walting at the hospital is more
enjoyable, similar to an entertainment
complex, with volunteers playing Thal
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

2ods, etc. nauNS “samauat1vinuan’




4.nauns “samatiat1vilqoian”
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4.nagns “sanasatinvilaniAn”
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4.nagns “samatatiinuan”




Yasothon Hospital is the hospital of dream and got many awards
from many organization. The environment in Yasothon hospital
is looked like entertainment complex.

DAILY NEWS Newspaper
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at Out Patient Department
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4. (A) Strategies used to implement the initiative
gmuﬂaqﬂﬁﬂummﬁﬂtym

There i1s Thal 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. nagNs “N19Ldani

_ yhannuang”
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4. (A) Strategies used to implement the initiative
ununagNs lumandilam

e The public toilets situation has changed from
having not enough toilets, 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 recelved the first prize as the most excellent
toilets of the country from Department of
Health. naawms “Waiuidindgisisouslu
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4. (A) Strategies used to implement the initiative
uunagNS lumandiam

Personnel developed excellent behavior
through team training by customer service
experts from Thai Airline stay to work
with hospital personnel. nagns “Wiinn

yaannsgn1suan1stulae”
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4. (B) The key development and implementation
steps neyuad A umsiannsanenula

* The key development and implementation
steps are Continuous Quality Improvement




4. (B) The key development and implementation
steps neyuad A umsiannsanenula

» Reducing steps are done as listed below.

* 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
'ﬁractitioners.

'l
=




4. (B) The key development and implementation
steps neyuad A umsiannsanenula

 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

*f’é and ENV team.




4. (B) The key development and implementation
steps neyuad A umsiannsanenula

« 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).




4. (C) The main obstracles encoutered
tamailassandavulunszurumsun lvifai

 Even though the personnel already provide
highly sufficient service and are admired by
patients, the clients desire for endless
guality service creates what appears to be
gaps between patient and service system.




4. (C) The main obstracles encoutered
tamailassandavulunszurumsun lvifai

e To reduce this gap, PCT OPD are
developing risk management strategies that
recognize and assess risk, and develop
strategies to protect and manage the risks
that may be harmful.




4. (C) The main obstacles encountered
amgilassanmavulunszuaumsun luilan

They are setting strategies for achievement as
follows.

Realizing about service.

Defining service behavior to meet the client’s
need.

Categorizing the problems and obstacles.
Patient hearing.

Knowledge management and competency of
personnel. Promoting continuous quality
Improvement.

«gf\dmiring and giving rewards to the personnel
ho do the best.




4 (D) Budgeting for development as follow.

« Computer used by Hos-XP program

Human Resources: Volunteers come from
the general population and retired persons
who wish to help the patients without any wages.

.




5. The initiative iIs sustainable and
transferable.

e meeting held every month to monitor
quality of service, including any problems,
and then take the problems entering PDCA
cycle.

e 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

.




6. The key elements that made our
Initiative became successful.

multi-disciplinary care teams

brainstorms with all of the concerned units
PDCA cycle

CQI standards

Building a positive environment with Thal
music, karaoke, and a meditation room,
along with having a health club promotion

_Ihe networking among communities and
Mrivate sectors.




Step 2

1. dusevdaiden (Pre — Selected) asdeyaiisin

1. 2 letter of reference

2. Maximum of 5 supporting documents
(e.g., evaluation and audit report
result of client surveys.)

3. Newspaper article

4. CD/DVD




Step 2

2. DPADM sadenlssdiunnenarsidaly

3.

Ansawamsnadenlas The United Nations
Committee of Expert In Public
Administration. After due Consideration ,
The committee advise the UN secretary.
General concerning the winner Awards
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. CD Rom about yasothon hospital process and
profiles

. Newspaper articles about yasothon hospital
activities
. Audit report about yasothon hospital impact /
activities
» 4. 5 Letters of references
5. Book of references




Tass Wi

Newspaper articles about yasothon hospital activities




Audit report about I’".!';__ 1
yasothon hospital =
impact / activities




7o\
- 5 Letters of references

. Office of the public sector development
commission (nws.)

. Rotary club of yasothon (aTuaslsa3)
. The yasothon chamber of commerce

(ven1sf)
. National health security office (aas.)

. N AUTIANIHIYIA




. February 19, 2008

. Ms. Caroline Guillois

. Division for Public Administration and Development Management
. Department of Economic and Social Affairs

. 2 UNPlaza DC-2 Room 1746

. New York

. NY 10017

. USA

. Dear Ms. Guillois

. Based on the roles and missions of the office of the Public Sector Development Commission (OPDC),

Thailand, we promote and support government agencies to improve better service quality, to increase their
competencies and working standard to be equivalent to international standards and to respond to constitutional
government administration.

. In this regard, OPDC set a performance evaluation system concerning quality for the benefit of the public of
government agencies in order to select those which are able to offer high quality public service and demonstrate
best practice. OPDC evaluated such as an improvement quality at Yasothon Hospital. This department was
presented won frist prize Quality Service Award in 2004. This more than anything else illustrates the outstanding
progress that this department has made.

. ~Yasothon is a province located in the Northeast of Thailand. It is population is 543,000. There is a general
hospital called “Yasothon General Hospital” having duty to cure, care, promote, protect and rehabilitate the patients
in the province area including the nearby provinces.

. They have been are improving their service continuousing and collaboration of CEO, all personnels &
_community. They can achieve their strategies concertely and concentrate on patients center holistically with
Itidisciplinary teams : etc doctors, nurses, pharmacists dentist & physical therapist. We treat our patient as our
! ds, with excellent service behavior. The especially PCT OPD use the SWOT analysis, PDCA, CQI process to
prove their service.




. They have developments about all services by strategies to solve the problem :
. 1. Using one Stop Service in every unit where possible.
. 2. Reducing over crowded services by changing the service hours from 8 am to 16 pm to 17 am to 16 pm every day.

Increase service times from 16 to 21 pm on weekdays. On Saturday, Sunday and holiday service hours are from 9 am
to13 pm.

. 3. Doing the aggressive change by creating two primary care units. (A health care team from the Hospital goes to the
care unit outside the hospital. This team is responsible for medication refill and check ups for patients with chronic
diseases.) The primary care unit cooperates with health centers and community hospitals by a coordinated referral
system. Since patients with chronic illnesses such as DM and HT have frequent medication refills and check ups, they
come to primary care unit rather than to the hospital. Therefore, the number of patients in the hospital is reduced.
These develop EMS team by participating of local governmental organization. They can take care the emergent
patients at their being in 10 minutes and bring them the hospital.

. Rescue team got Excellent Rescue team service A ward in national level in 2008.
. 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 look like a good hotel. There are reading
corners, herbal drinking counters, and peaceful areas for worshipping Buddha image, 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 educator 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 unit we received the national first prize for the most excellent
toilets from the Department. of Health in 2008.

. 7. Personnel developed excellent behavior through team training by customer service experts from Thai Airlines to
work with hospital personnel.

. On behalf of the of the public sector Development commission (OPDC), Thailand. | highly
- P“ommended Yasothon Hospital as the first prize of your reward.

rsincerely.




. February 19, 2008

. Ms. Caroline Guillois

. Division for Public Administration and Development Management
. Department of Economic and Social Affairs

. 2 UNPlaza DC-2 Room 1746

. New York
. NY 10017
. USA

. Dear Ms. Guillois

. Thailand’s National Health Security Office (NHSO) is responsible for both the quality of health care services and
patients’ rights throughout Thailand.

. We have a long history of contact with healthcare providers throughout Thailand, including Yasothon Hospital.
Yasothon Hospital is one of our highest quality healthcare providers. They have greatly improved service levels
and patient satisfaction as one can see from The Office of the Public Sector Development Commission Awards in
2004. Their development is also reflected in our Healthcare Survey Evaluation in 2005.

. They serve as an incentive scheme for government agencies to continually develop their service quality and better
serve the people need such as using one stop service in every unit where possible. Reducing overcrowded service
by changing the service hours. Doing the aggressive change by creating two primary care unit and EMS team
(Emergency Medical Service) by participating of local governmental organization and now waiting at the
hospital is more enjoyable , similar to an entertainment complex with volunteer playing Thai music .There is Thai
massage ,herbal saunas, karaoke and meditation room ,fitness club for health promotion and improved the toilet

Dby using standard, until received the national first prize of the most excellent toilet from the Department of health in

#SS2008. By the




« way the key success of Yasothon Hospital are continuous quality _
Improvement. Use of PDCA (plan, do, check, act) to develop the service

system.

« | confidently recommend Yasothon Hospital for the United Nations Public
Service Awards 2008.

« The mission of Thailand’s National Health Security Office (NHSQO) mission is
to:

« Promote and develop an excellent health care system, to increase public
confidence and provider satisfaction.

* Involve the public, civil organizations and local government in developing the
health security system.

* Inform and educate the public to understand their rights and duties.

« Search for sources of financing for the health security fund, to build the fund
and to manage funds efficiently.

o Continuously develop the management system of the NHSO in line with
organizational standards.

. i Yours sincerely,
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February 19, 2008

Mis. Caroline Guillois
Division for Public Administration and Development Management

Department of Economic and Social A ffairs
2 UN Plaza DC — 2 Room 1746

New York ™NY 10017

LIS A

Dear Ms. Guilicois,

Thailand’s National Health Scecourity Office (NHSO) is responsible for both the quality
of health care services and patients” righis throughout Thailand. We have a long
history of contact with healthcare providers throughout Thailand, including Yasothon

Hospital.
Because Yasothon Hospital is one of our highest guality healthcare providers, I can
confidently recommend them for the United Nations Public Service Avwards 2008,

For example, Yasothon Hospital has continuously improved service qualily by
introducing one stop scrvice in all units where possible. And the Hospital has preatly
reduced overcrowding by changing service hours. Aggressive change resulted in
creating (wo primary care units and an EMS team (Emergency Medical Service).
With the help and participation of local governmental, waiting at the hospital is now
more enjoyable, with a volunteer plaving Thai music for the patients” relaxation and
enjoyment. There is also Thai massage. herbal saunas, karaoke, a meditation room,
and fAtness club for health promotion.

By implementing quality standards, Yasothon Hospital received the National First
Prize for the most excellent toilet from the Department of Health in 2008. This is
another example of the success of Yasothon Hospital based on continuous quality
fmprovement and usec of “PIDOCA® (plan, do, check, act).

As you can see from the following key elements of our Mission, we rely on strong

partners, such as Yasothon Hospital:;

1. FPromote and develop an excellent health care system. to increase
public confidence and provider satisfaction.

2. Inveolve the public, civil organizations and iocal government in
developing the health security system.

3. Inform and educate the public to understand their rights and duties.

4. Search for sources of financing for the health security fund, to build the
fund and to manape funds efficiently .

Y ours sincercly,

Tl Km

Dr - Winai Sawasdivorn
Depuly Secretary General
™National Health Security Office (NHSO)
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United Nations Public Service Awards

23 June 2008

Snited Nations Public Service Award Finalist
Improving the Delivery of Services Category

Thiis certificate is given in recognaltion ¢ rw contribution of

Yasothon Hospital, T | ggd
towards improving the effectiveness, eff { quality of Pubific Service.
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23 June 2008

United Nations Public Service Award Finalist

Improving the Delivery of Services Category

This certificate is given i recognition of the contribution of
Yasothon Hospital, Thailand

towards improving the effectiveness, efficiency and quality of Public Service.

7 e

Sha Zukang, Under-Secretary-General for Economic and Social Affairs




UNITED NATIONS PUBLIC SERVICE AWARDS

FINALISTS

The United Nations Department of Economic and Social Affairs facilitates the search for innovations in
governance and public administration through the Public Service Awards Programme. This year, six
initiatives have made it to the finalists list. The finalists will be receiving a recognition certificate on 23 June,
during the United Nations Public Service Awards Ceremony. The finalists are public organizations from:
Botswana, Germany, India, Republic of Korea, Thailand, and the United States of America.

Category 1: Improving transparency, accountability and responsiveness in the public service

ASIA AND THE PACIFIC

India District Lokvarni Society Sitapur

Category 2: Improving the delivery of services
AFRICA
Botswana Princess Marina Referral Hospital

ASIA AND THE PACIFEIC

Thailand Yasothon Hospital

EUROPE AND NORTH AMERICA

United States Banco de Desarrollo Econormico para Puerto Rico
of America

Category 3: Fostering participation in policy-making decisions through innovative mechanisms

ASIA AND THE PACIFIC

Republic of Informartion Systerm Planning Burecau, Scoul Metropolitan Governiment
Korea

EUROPE AND NORTH AMERICA

Germany Sradr Koln



UNITED NATIONS PUBLIC SERVICE AWARDS
2008 WINNERS

Australia

JobAccess, Department of Education. Emplovment and Workplace Relations

Job Access has provided people with disabilities and/or mental 1llness with greater access
to the job market through a one-stop information shop, including online application
forms, a unique database of workplace adjustments and solutions and free expert
telephone services.

Jordan

Family Planning initiative, Higher Population Council

The Family Planning imitiative has promoted a balance between population growth and
economic resources necessary to achieve comprehensive and sustamnable development by
adopting policies that promote rational reproductive behaviours, family planning, rational
use of resources, women's empowerment, equity and enhanced productivity, in order to
increase per capita income.




UNITED NATIONS PUBLIC SERVICE AWARDS
2008 WINNERS

Singapore

Home Ownership Programme, Housing and Development Board

The Housing and Development Board of Singapore, through its Home Ownership
Programme, has provided quality housing for over 80% of the population, and helped
more than 95% of them own their homes. This programme has given Smgaporeans a
tangible stake in the country and its future. Through comprehensive town planning and

responsive housing policies, the HDB has developed vibrant townships and cohesive
communities Singaporeans are proud of.

South Africa

Transnet-Phelophepa Health Care Train

The sixteen-coach Transnet-Phelophepa IHealth Care Tram 18 world famous for the
mnovative way mn which it brings the best of modern medical practice and health
education to the remotest areas of rural South Africa for 36 weeks of each year.




UNITED NATIONS PUBLIC SERVICE AWARDS
2008 WINNERS

Sweden

Library 2007, City of Umea
Trough Library 2007, borrowers in the smallest municipality in Sweden got access to one

of the largest book stocks m the country. Accessibility increased for borrowers in general,
and the disabled in particular. Library 2007 1s a unique joint action in many ways.

AudioIndex -The Talking Library- provides the visually impaiwred with opportunities to
benefit from library services and a range of talking books. The new joint website
“mylibraries.se™ 1s regarded by many as an answer to the Library 2.0 concept model.
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