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3, YAPO Public Sector Productivity Framework

Naad ( Thematic Areas Target Method Results

INTERNAL ENVIRONMENT (culture, structure, personnel, resources etc)

U

Center of Excellence

Service Quality Best Practice Manual Citizen
Central/ State Satisfaction
Innavation Gov. Training/ OSM/ Demo
Leadership ITES Public Trust
Local Gov.
E-Government Seminar /Workshop Cost
Public Service Effectiveness
Regulatory Agencies Development of NPOs
Reform Accountability
Public Research /Study
Citizen-centered Enterprises Meeting Competitiveness
Service
Adoption of Productivity Quality of Life

Tools & Techniques

EXTERNAL ENVIRONMENT(economic, social, cultural, political, demographic)
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Summary of APO Approach to Public-Sector Productivity (15t Draft)

Public-Sector Innovation
Tool Target Result

Internal environment

Quality !wards

ISO/TQM

Service quality

Excellence
APO/ M Stakehoders’
NPOH Performance satisfaction
Management

Cost-efficiency/

ffecti
Benchmarking efiectiveness

Simplification
Lean Management Transparency
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APO Public Sector Productivity Program Framework

~ Thematic Areas FeE

INTERNAL ENVIRONMENT (Organizational structure & culture, personnel, r

Methods

i

* Center of
Excellence

+ Best practice
manual

¢ Training

* Observational
study mission

* Development of
NPOs

Results

esources)

« Citizen
satisfaction

* Public trust

# Cost-
effectiveness

* Competitiveness

T

EXTERNAL ENVIRONMENT (Economic, Social, Cultural, Political, Demographic)




What is Public Sector Productivity

Effectiveness = Outcomes : Inputs

l l

XD IS

Productivity = Outputs : Inputs
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Fiji Business Excellence Award

FIF Business Excellencs Mode

Ovganascion! Fratis
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Management
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(Malaysia)

LEARN INNOVATE TRANSFORM
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The New Synthesis Framework: Public Service in the 215 Century

Public Policy Results

MNeed for sustained focus
on performance and
commitment to better
guality and productivity

PERFORMANCE

Government
Authority *© " AND &

COMPLIANCE

Civic Results

EMERGENCE

. Collective
Power

RESILIENCE

Source: Jocelyne Bourgon, 2011
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Sri Lanka National Quality Award
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Performance Evaluation
Evaluation of outcomes and
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innovation, and customer

satisfaction

a60aA6aAaeiAoalUgdol 6AaE0OA6AYa2A6aUDPB6UO OB
i 0eA-1T1yUpgCiiogocUaaaocalal UAaetax+E
Reg CUNOGUY EaiodNAUSEUIUe o OAsaaaA
2AUe Ao OyAocaeAoUYaxeA6aUPBUOOBEGU
BA6AAE- UanaaEU° At Ea6OaAoaYaeA6auUbps Uo
AA6aUadil 6aYaeAoaUpPoUoOBEGU
56 U0 A6a00CEaAanUUAG6aeoEY U- 61 ad6a
6eoU6AOA0O0CEaAaO0aAaA6AaAaYeA0aUPBUOOBEGU



2:

~

7TA- T A ARCOVAEAVARAGDOEEUO OB EO U
$ 0 .

~

e
JyAvcaeAoUUeoOAaaaAT EaoNUG &

Rg CUNO

20 AeOAAT E46AaoN
a-asoaodaAcagocyucCclaaluaaaEoOy EUY A
2ha-A+ CUA0OUanUUAG6AaAa0xe60 a0aa0- aa-y A6
3A6ABOCEGBCOOBDOBARAGAET OAe- T EQO6AY@®AOG A
Ned A OnNO0OEA®-6e@COAI - ao”hRaoNaoUoTli 6A
5o U011 6g2sa8BAGEE-eEUS R

Aat UAeoaAdo OAil a-AT EA6aUadi 6aaoNABGE
DA6aladi 0AE0OAGHZODAD4BVEAAVLGEYES DU
2A6aU4a61 6aE0OA6aadaau-EyU-UYaeUbPBsUOO
Mo6alasil 6aEoOA6aadaan-EyYyU- UA6G&aOe6 0O

2AUe Ao Oy AocaeAoUYaxA6aUP6U0OB6EOU

AanUeUA6a@COEGU

produced effects fimpact \
work results goal achievement 4

- YeA o & U6 b ¢ O8RdaE i) 6 Y e
- Uaned @0 ddtpa 8 aAGInput, averkload) dipud AT E
- UaneéodoUdaputinpd OaNo6U Agi
- Uan eaoodbdfuisd aoor0a 6y U- 61 a6aB6¢A001 ol
- abae-2eUAI T - Aee- &adDuiapdtsibikaat Botalt) Gltcdn
AO-abae-eUAI T A eYaeA6aUDPB6U0OBEOG UK
UPBUOOBESOUGBOCcaAaU-EYyU- UYa®E6OGUACABT VYo
3. A R R BRACAGYsAGH OO Peiif asdadaysddl PO
- BCO6ATI - Aba0o @b BlABACVA NOVAEADDH & B aed AR

A'TEA°AéaON OGCEAO Ué”UéUéUGUOd UééAé

yR6CAYxrA6aUPBUOOBEOUY-06UA6AUDPBAUGU
@o ¢ O06A=+CU



2:

4A6a0Uaodci 6aYaeAoaUboUo OB EOU
Uo EanAT EA6aUvUadil 6aYeA6aUbpsUoOBEOU
Aeéaua’aA EA6aUadil 6aYeA6aUbPsUoOBEOU

a \éaUAaa)a Ld)an LIEo&O oAE'aoAUDAA;zClO oAacE n O— i

,,,,,

UOEEOCAAT EA0aUadI 6aYeA6aUPOUOOBEOGOU
A6aAC6i UODAYUY=xA0aUDPBUOOBEOUDGO EAaeax
A6aOC6yUBUABEAaaadoayU- 6i a6aAenAYU
-Ab6aeolOYaeA6aUbpos U0 AWEHOY 2a OaYyERGAY&AO
-A6ayUs Oy YaA-1aueA-0eée6aAl EYeAoalUDd
A6aUasdi 6aadaAE- AAH-aVisesdAG RO eOBA AD (£ 58001
AT UT COUGEAGAUADBT 04

UbEEOAAT EAYUY&®A6aUPB8UOOBEOGU
-A6aACo6i UOROUUABGE
A6aAC6i UOHAE U @éo & da °6A aamyalo EUD 6 U o C
-AbaACoi UOao0aAoaA6aUpPoU00OB6EOCUA=MNED

A6aAC6i UOAYUAGEAaaa

N ~ - ~ - -~

UUAcalUadi 60aY®eA6aUDPBUOBESUAUYAGIT &b
AobaeoOYax@6¢OCoOyUBUAOAD- 2a0UYT E A
UanaeoOY&aeAoalUasi 6ai EA°Aca Acaeoldy

-

3 <
>

AbaeoOYaxrAadoRodYy éeé
-AbaeolOYaeAdbaUpPpsaunUA6alasi 6a
AbaeobOYxrhAedvanR-ERT AEAT EUAREOGEU
A6aeoOYxraAaEA6aAaO-6Ea@6 A+ CUO-T Uaf U

Uany OCUeCoAoUpadabodeBoUAG A
T AhaalAegi yU- 61 a6aAi EAcaUdaocavYyaeAoaUbs
iiaahegt a6 0aNOUAT EY®A64aUDOUOOBESOUDOG:
EFneoOAxenyACUA- T alteYaeA6aUPdUOOBEGUT
EARAE- A-Tat®eA-6eé66aYeA6aUDPOUOOBEGUT



edUBA0O&AaACOI UDOYyU- 61 ad6a
-Ow G Eo0 3odET EA° UanAT UAT EanUO0Oy U- 61 a6ah
ROUAE: 3866 UOA + (el UBaBesedvail O Lol

yU- 61 ao pham@siBREBIUE 6 6 04 °

JU4a 64 Y eehAyols 06D 630008 80REMD o0

29 U- 61 a

Oy U- 61 ao6a
wu-ouaéaa AOoUB6CcEelEAY=2@BRBRHEACSOI UDAU=
2y U- 61 a6aandoUAx6E]l &g YO8t Badw 1 Az A
3y U- 61 Aa60aQUAEUEB0EEaAaNy BBHC6 6 TBOEAT EABE
aob0aAoaAoaeoOYaeAoaUPsUOOBEGSU
Yy UCUOOEUOBT a1 OoeEB8 CeoOeCoi aoleoOdAU
i 47T UCOAUAE- AUaoOaA6aAs6aend
VanyaodAl Eao O5a8aMMedGe 0ldieAdoaUbpo Uo 06
1.8 ipdt, outpuorkldadeditcome
22 0 OU gyneeosoEakebdChagpmR®d &WxmYvaa 6 O
3AUan000&aBi 6aYeAoaUDPBUOOBESUGOEAU-E
ééUbAééACéiUanOaAoaAoaeoOY&AoaUDoUoO
A60aAdaAcneOEDAB EAsaaail agi Uasd
e00YaxA6aAaUPBUOOBEOUAUx0ABONADBEAAAAT &
EOUBACOT UDABEAAAaAal agT Uadao0OESOU T 6EQ@CHE
fjUdU6ae-0A6EAaaalanyagdAbaoA@CoyUCUl
ECOAUAABEAaaagdOEéACHTI UD
AC6i UbaobaAsaAoaeoldAl - ABOEx+-EAUG6OA

O
O



2¢

OoeT a-06EAT Ea60aA6aAcaeodUascasdOESGUAaf /
ECOUeUAT EAaO6D6¢ceE@diyloal AaOo@doc¢ O
-anan@oEBOcOaeEA6GAaAT EOCOAaCE

yU- 6AT EA6AaAE- a60aA6aA6aeolOUadadOAaeiAl
yiaongoceuOeCoi ao UAB-aAd EEWAADI- &2a1CEl
-a0AEfYyi a6fieadocéeuOAOUBRUOAESOUARIEGU

a60aA6aAcaeolOYaeyYeaedO
e 00YaeYaxd OAT EAdEA&d&aal +¢EyUCUYa&eYad Oé

e6UOACOI UDaobaAdcaAoaeolOYeaeYa®s0
AC61 UOYaeYaeds Oeubo- 6a @6¢cyA6OE6GAABEA:
afloascbaAeRdadadBAt Eyeres DAUG OA
a60aA6aAoaeoOyEBEUARN dyoEaUD YEa€Da@BeUICGH-E

AE- AUAOagEAOBxaUO° A

OoeT a-0Ea60aA6aA6aeolYaYaedO
EC6UeUYU-eCé6yaCEAocab+ AT Uaa
xUU@scééea- oEyeacCE
-ECoUeUa6aEOUAGAaeBEOATBOCEOORBAR®
ECOUeUAOGo@ocOo0OedUxEage

yU- 6AUAGAAE- a60aA6aA06aeo0OYeaeYaxs0
AUAO CUZoéYaxedOYa® agi E6UeCoOoyaCE
A0AERAyiIi aonAoaandoUT EA° Aa
-0 Eub@goc¢cEOUyeacCEed CU
-AE- UanAT UAeeieUoUeUnUao0c0aAoaAcaeoldy

aoknaAoaeoldYexeoRU®
e 00Ya®exeo0RU° YaeAanBUAT EYaeYaeds Oeudg- 64
UaaaeutandoUB6¢yU- 61 a6aad- AAAC6iI Ubae-
AudaorRAT EUaAaB6A6a@0OEAT -
6x0UAAT EVUOTI1 061 +¢EACOi UDae-e-00-1EA,

e6UBACOT UDasbaAoaAcaeodbYaexeoRU®
UaaetyU- 61 a6 adhadiaredadd RO @A Aio1Of &8 E
A6ayUescaUAUx=ET naagdocAhAo0e-0ERY Ad OA-
YeAaAn@UAUA0LABO6EYUCUYyEGEaAA-A60OPO UAU;
YaexedRU°i 4971 YeAAaAQDUEUS OAOQZs & 0 OaE 6 E |
i faayUCUUOEEBRaDp AACS+ BORUOADBEAT E 24|

l>l



2(

OoeT d-6Ea00aA6aAoaeolOYaYadO
-O0EUbAeocanR+ERT AE
AuOaoRAT EA6GAAT - Uad Ada
E C ¢ & ®adokaar aih&s & EDOM A
7 0046AT EYU- VA- 64a40UA6&aT Uaad-1T1YuUu-@&Co\

OoetT da-6Ea00aA6aeoOYxmeoRU"
7 00a0A6alUaaeiyU- 61 a0agocanlnae-
AuOa6RATEAGAAT - UadA6a AeoaesdadaxAUA
€a0RAG6A0OYAN ECADEBIG AGDBOET U+ CE
Yeée CoaeEAeo6aR+ERT AEAT EaeGAA- 6

yU- 6AT EAGAAE- a60aA6aA6aeolOYaeaeoBU°
AE- AUAOCUQGOEEGOUI 481 Y6 0a000° yeaCEEe:
A0AEAyi aAaoneaAoUYaeAan@UAUaAAOOUT EA° A

A-1AeaACoU+EAUA6AACOIl UDaobOaAbaAoaeoldyY:
A-ateA-02666aYrA0aUPBUOOBEOUEOODODCO & C
UanuUéouUoOUBUO ea06 UARESGEU AeayUCUA- |

Al T -

i oei U-6TEA°Aai agi éxo6U0o0U AeayUCUA- T ;

—_
d

Al

AeaAaE0OBCOBOCEedUOAOGAEOAUU®RE®-G6EA®AEGA
‘”UdAééEéAUU&E&ﬂOEAE-éééiééUUUAA%Q(
6UvoanAaﬂoEA cuuu AE-eC0|aoUYu-§

AN ~ s o~

s A~ ~ 7

E i “voaUDoUoOoEkoEBonAercE@ocaoA(
€aul0anyOCUBoCeC6AdT AmiiAcasoyAaani” UC

Eo6AA c') ai&Td]i‘ES@irKiﬁRéséaﬁch FeIIow Department of Regaliion and E
(Performance Manademend)o A a0 NAT EU & G A&y @-08 sebn G- &
adpe ao0aAefiaoA6aACoi UGAGAAasE@®a adzooes Hco Oy oK
OaeEeT UY-0Uan U3y 0ol ey R&i A & & BB D8 @o UE
Yoeasdbath e Ha- aA-0 AoadoOboavUanyaoUYae Efeo
Al - 06 A+ CUT 8~ AAG-U aynyeacer URAANASH ABE5 B GRENG ad 1E A
UeoOAaaa Ax=ffAeoanR+ERT AEAT EUAREGEUY UCU

Uany @éy A Aidadidb ® Om il d(Rditdmantes Man3gB8naedt)d o

~A s —

RO ERZEA yC eloviszaReeNSreibfa ABIA U6 AA6ayUaoaly@oau
AobaUPo U0 O E® UADOOBOY Y EYPEDUCET a0 NT y a



2

T a° AaeUxr° byad\saEG se°eA EAaRR VeroacAiaA 6 4 AA - |
UAdd B¢ BEU-080-a4E slseii

1y UCUaoNU6eg@ocUadA6alUanEOEU
20anyo@éaoyéaeNAGEAGaAaOx=6O0B06¢ 06
3aohAaoNaoUasAoagoécEoOUAe
A0any@déeyOCaald- eaAUy A-E
sU0any@déeyAol v @o¢cyUCUeO6Aea

E+EéawBydoe w=d ADURDM YRAOOUADHAD A¥ DA ¢
U4 & aeu5000aily BagraGieA 6 a R0 OU6 B0 CEAUaRAOOUT EA°
OO0 ZEYIE10T 0 UO0 U AxiRUeé-6 a4a0E-1TEe&-0OE
U4 aaeiueb@ 0l opsgard & -G @RBaBdte A o EnacAeoaA
O-eaAeoai edoE 1 +¢EYyUCUAUEQDBOEDGOCEEBAGEXxL
660ao0axAA- EAoUA&naAanOoUAoaBoOUoAlEUar

yUaoauUy @6 aUAo Wiksavwy i Er@OtYa@ UGB A 88 UT o U

a0 AAe-06A6aau-EAI - yuUCUaUOoaABEAa4aA




2¢

4 A 6 & Uaaadaeod@ @ dod @ 26654
y 8Ae0caiUB 61 0 4 A é & &
A & OHolding and DevelopritiDBBo4
(Performance ManagemelSiSyaparei
Public Seétdly&. Cheong Seng Meng
Housing & Development Board, Singa

ayucuas e i
A UBZBOIRG & é 6 E A aclead aeiHadshg R DeéveinpéigdBpard O o CE
Vagcily@as0YRoaaé6BOVEVORROAT 0é60aa6A00CEC
AR aeUgZo ¢IRIDA 1é BBARDIEIA 5 R AAB 8 #\3Bih O:aE-0AE @0 CE
v RO BBAY MBS GUW A i AT Ua 0a o6y Uo D0 AQ0BAKDE@Y YU |
77962 & ¢ 977 ,680GA)B BB QO U B6 ¢ ROAT 6é0aAT Eyi1 AEU
Uanyzr-yek-iy07 UeUT EO-1 Ae6ad-1T1EA0aBOEAODA
i U- 6 HDB1 &0 AAT E
E0oOée4a- OEOCEROAT 6é0aDdocavoAuOaoRAEM&C
ao0yaoccaAainAandu- UAI - yUCUyaoil EOCAaBE
tUo0UeUVUUUAevcae0aRoOUU T O0UOBAa6AAUENAEL
@&l A BA sBUiHBR) MIAR DA ®R daRa VU AaAGDRAUOEAD A
Enea- 0oEeaoRAeOax- T aAefEUAaEUDO- a4 a6AE-é

Aeod

BOEYREEAAOAA-CU AaaeOA®=Ay adidddohiayfhbi-064
Ae6aeodaR onDBGH- &b A& ERRDEIHOEEY Sidgaphra QUaliFy 6 A

Award (SQA) 1SO 1#4abiatiC U O- UDB o Ad IERAR (AH AR &6 ¢

CHAIRMAN
BOARD MEMBERS
|
I

[
Dy CEO (Building)

|
1

1
CORPORATE GROUPS ESTATE GROUPS
BUILDING GROUPS

B BUILDING
RESEARCH
INSTITUTE Corporate | Estate Admin &
Development & |~ Development Property
Procurement | Corporate Housing
L Research & Communications I Administration
Planning I~ Finance | Community
. Relations
— Building Quality | Information
Services — Properties & Land
- ?1'Id|:gs; L Legal Industrial
nfrastructure L .
- Internal Audit Properties

a 6 RYZWET HDB° Aa A1 E



2¢

e 0eIBgoéUr

T EAOYAGE-aU6 ¢ a0 AC6 20 EAU@6CAU-EAa0C¢U@o 6
R o UHDB 6 E

-EobéeaalU- 6UAUO&AORAUDA-6AT - AUAGAOGDO E
-6aalh°éea- 6EVaAagI EQ0CavE0edOEOeo0A®il a
-Rab6aocaea- OEEVAEUQOCcAanEOUAARAY EEA®A
-EuOB&®@nE6aaAil - J0AEOCUQBUAAUBCOEOUEUODP

Performance Management System (PMS)
yUCUAanUeUA6ad6caoAoalUaoUUAUET 820 E

SQA 6 AE- O0OEAYUAORA- 6E®e-06EUHC
Current PMS — Using the SQA Model
Overview
* Leadership
. P|Enning I INNOVATION
* Information iy Ny
+ People |'|'
* Processes LW o W S
* Customers | LEARNING |
Dorver Syatem Regutl

* Results

a4 6 BRaroimance Managemanit SREBI U o

aCPALOVIE
HDB 6 AB EAd&aail ee6ai a-0EQ@6¢ab- ao0UAeo6asn-
YO-eé-0A6caAoayAind AenavyYu-U0asi 6aandol

Yu-Uasi caanboUeEdbDpOBaEdIyadaaatbaddabn
AxefiAi - ACO®0EAEYVE- 61 U- 0686 ¢cA0OAUDPBUO O
Yu-U0adi oaanOoUée uEaEeaaEAD Ui A0 RAAEEOG |
A6aUCéanllUanyasoUYegdocaoAudaoraoAE-



3(

. Performance Appraisal¥8éssioAso a A6 ay Ai Ad Uanyaosl

O- 6UAe6ayUCUYU- UCH AoalUaaeaeuy U- 01
Vaoc aveaBamide AM&OBasRUUauEAUU8 R

. 36@egree Feedhbacknd arE AT Ao y UCUYy Aaoé T Eac
yU-UyEROGAUVUAAY OCUBOE O-1TEA6aUaoUUAUE A
Staff Opinion SArieyt é

T 0 x 200 O Y+ 6 B EE WHh
AARAUUUAREdBUBAORAT EA 5

a
OA6aal-

AobaedoEAYU
AanUe UAKBDBOERAYOBAIURA Y UA O R @O ¢

Annual Cycle of HDB's
Corporate Planning Process Planning teams fermed to

identify issues confronting HDB

Analysis of

Current
Situation

Feedback obtained
from employees &
management on
effectiveness of
planning process

Management
identifies key
challenges ahead

Goals & objectives are set
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