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Resource Person

Australia

Malaysia

Sri Lanka

List of Resource Persons / Experts

Prof. Dr. Noore Alam Siddiquee

Associate Professor of Public Administration
College of Business, Government and Law
Flinders University

Bedford Park, Adelaide

South Australia, 5001

Telephone: 61-8-8201-2302

Fax: 61-8-8201-3350

e-Mail: noore.siddiquee@flinders.edu.au
Prof. Datuk Dr. John Antony Xavier
Prorfessor

Putra Business School

Universiti Putra Malaysia

43400, UPM Serdang

Selangor

Telephone: 60-13-385-5123

e-Mail: johnantony@putrabs.edu.my

Prof. Modarage Thilakasiri

Former Director General

Sri Lanka Institute of Development Administration
Chairman

Highflyer Global (PVT) Ltd.

7/4, Biyagama Road, Thalwatta
Gonawala(WP)

Telephone: 94-11-291-1029

e-Mail: thilak@highflyer.lk
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1.2 ilov/esdannusiildaniansausing q wienuansanudnifiuvidosndognsussifud
anunsahuusuldluesdnsuiauszmealne
N15US3587892U8 BLUE OCEAN STRATEGY: DEVELOPING NOVEL SOLUTIONS IN PUBLIC
SERVICES

Creative Strategy
Based on blue ocean ideas and methodologies

Low costtothe

Low Cost government
eliminate
reduce I ‘
improve
create I 1 [:

Highvalue to the

High Impact soclety

Value of Innovation in BOS:
Focus on differentiation & cost

wuaAndiana1ndnivinisaesdio W. Chan Kim wag Renee Mauborgne 4 s1ua1ansgann
INSEAD aantuymssnuumsgsiadesaluslaea ﬂgaaawimiﬁi"mﬁul,%smwmmﬁﬁﬂﬂajt%"aqsuaq Blue
Ocean Tu5a15 Harvard Business Review wazaaniJunisdede Blue Ocean Strategy

Blue Ocean Strategy 10 uﬂaqm‘ﬁ'ﬂ"muwfumLﬁ'a‘wﬁﬂLﬁlmmsl,w'qsu”ul,wumgaLé?:uim
AUsENOUNIARINENEMRRNAUAIIAILANGATY MToRBasaaIufBanisinalg (New Demand)
Funnavelngldutnnssy (Innovation) luslq wieutuilmidauseudisuldfunziadasuasay
Fansaiudumziaidonvdenisudsdusganfenvesgsiafismuiiuegia q lulutlagtu ndnfe
sdatiulumaeugauded 1 deflazudsisgnunlilduniian uasylildslsunian uunAniidu
LudAAnITassnarWmuIuTRnssuid en am 19 1l High impact, low cost, rapid execution
Tngedonsiiasies il

1. mssnian (Eliminated) nslyuinsunsednaigliuinmsanindndu udgiuusnisenalsl

ABINTT ABIAUMNAITNGNAIRBINTIUNDITS
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2. M3an (Reduced) Mmsthiauennrvesdudieuinmsivinouaussnufiosnsiusiaiaves
{5uuinig nensaniladevidedsiiludndueenly

3. MLt (Raised) Wig/Aumiladevdonisliuinmsfiunnniniy udlddunuyinfuviees
NILAL

4. M3a¥s (Created) wumsaegmurunssemsiilsdinedinmsiiaue Tuudnisdiaiuanud
AnATiuAnsTesinuanzsh

aragrensthuussenaldluszmalne

nsldszaneusueilndiu Wunssuaunmsliuinisassusiaienmaiuandaua

fnuszrvvudugudnans ananuuesavesiiefidessesululsmentia annainsiauma i

ANNaEAINIRUE U

U55818%2%8 The New Public Management
AUNNIYVBINITUTMITUAATTUW Ll
N15U3MsnunIATIuUIln (New Public Management) \dunsUuasumsuimsdanis
aafslasimdnnaiinusgansnmeesszuussnisuasnisuarsmUseansamlunisufidsansg
fisjaganandude lnonisiieuuimsmieismsuimsnuvesnaensuandiuldiunsuimsny
AAsE U MsuTmsnuLuuausadugrd nsuImsnuiuuiieandn nsddsdmdnaaudue
msdamslassaisiingiinianazunsu madalenmalfonvuduutstunisluimsansisuy nsli
AnudrAysoanfion 9558105531 TN AUsTINLAZISEsTIYN AaandanTy atunsTEuTnTuA
Uszvulpemiatsnanimduddey
KUIAANITUIMTIANTTNNASTTUUAIME (NPM Principles (Hood))
1. Hands-on professional management fa 14ilaa1@nu19An15 ABWULSURAYOU 9 fod
JutloanTn
2. Explicit standards and performance measures A® ﬂ°1‘1/1u91mm§’1uLLazﬁaﬁy"i’@mi
UiTRAiTau
3. Greater emphasis on output controls A9 1jamuANTiRadNEINNNINIENS Fo lewey
gunaliudravaulanaansliaulaisnis

4. Disaggregation of public sector units Ain LANBIANITIALA N TunLI89ugDELile

Y52ansnIn
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5. Competition in the public sector A Iﬁz?miLLGzJ'aszTumé’ﬂé’uiﬁﬁmmmgmﬁﬁﬁuuaz
Funusag

6. Private sector management tools Ao 1433n13/1a3 0sflevasniAienau WYeUSMS
NS

7. Efficiency in resource use A® “ﬁwwuuﬂﬂ%ﬂﬂalsﬁwé’wmmﬁaaaq” (do more with

less)

nsuszanalduuifnnisnswauUszmalng 4.0
4‘ [ Y ¥ [ d‘ a aa o !
Wesessuuleuy Usewelne 4.0 11055 seuUs19n1sieslsullasuninfnuazisnisvinanulm
= a 1% R = v & e Y Y a o &
wonanlay Wanunsalunwede 1311900 wasluniiwwesssmvuliogiauriase Al
1. \Wanauazwenlesiu (Open & Connected Government)
2. %Ui%’l“dwﬂu@uﬁﬂa’m (Citizen-Centric Government)
3. TnaussauzaLazyivale (Smart & High Performance Government)
Inefidadeutrnudnsaveansufsussuuswniseall egtes e Usznis Ao
[ 1 [ 1 a (% . < (%
1. Myaundaseninninsguaznindudu 9 ludsay (Collaboration) Wun1sunseaunis
o LY =] [ 1% LY ] ' A @ ) a a ¥ =
unmsUseauuiy vsevihumeiu Wgnssiusiedu Wunsuimsianistudesduguwuy
“Use3g”
o Y . 3 a v aal A = a ! A v
2. M3a519UTRNIT (Innovation) WWun1sAnAULaAIsN1TIv wseAnwigeslu ¢ el
Wanansenulngisenisnevausinnudoinisvesssusulaegralnunin Inglilssyudiunidaiu
33
3. nMsvsudnganududdiia (Digitization) 1Wunswauwaun1sdaiuwazyszasanadeya
H1uszuuAad gunsalaunsvlnu wavia3esdlefldvineusiudu eduigauasaInknUssy vy
A1U130MBUANBIANABINTTVRIsTTIRULAlUNNLET Vnaaun ngunsaluazntemnaliegisiung

Jaonny wagdsendn
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¥ o/

ussBeatanisTauszansamnisliuinisiuwiug$uuins (Measuring Performance in the
Public Sector: A Customer-Centric Approach)
KUININITIN BALA
1. nszvaunisdd ldun nimeinsyana 1a3esile wagiiuauayy Inputs
(human, material and financial resources)
2. Aanssuvienszuruns (Throughput) Téud 35013 Waunsu vieRanssuiiundn
19U3n1901A33 (activities, processes, programs)
3. wawdn (Outputs) Téun N15U3N57R (goods and services produced)
4. wadws (Outcomes) léun vinsfidguALTsdinunazUssrvuld3uuinisia
(impact on society)
dansszislumsinuszansnan (Pitfalls of Measurement)
1. Rachet effect - pressures prompt managers to set low targets

2. Performance paradox: Recipe for manipulation, gaming and cheating

(NAPLAN, GTP examples)

w»

Goal displacement- employees change behaviour to meet targets (teaching
for tests, serving easy to serve clients...)

4. What gets measured gets done, what does not get measured, is not done
5. It fosters compliance and busy work rather than commitment & public

value

ussengitanisiiusnisngaussvvudugudnans (Customer-centric Services)

The Public Service Context

Changing Citizen

1] of Publ
niversality of Public External

shrlnkhykowug_ pressures

Public Services

Internal
pressures
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AudnwazdRey 10 Usznis veansiuinmsanaigioauszvvudugudnan

1) vharweghaliowme Tsdla @BeliyarameusnuazUsssudidsdoyals

2) Yugagn unlalymn AeuaNeInLABINITUeIUTEIITU Lavas1an

3) wisdudeyaszyinamheau Weulssnsvhad sfusaz fusgraduenniw Waasaluge
WAl

a) TmaluladAdvialunisuimsians figndoyaiiviuadie Weatuayunisnauwugnsaans
waznsanaulalunisvie

5) YSuguuwuunmsvinadliindesia sesfunisuszanuanuiuissunuskasludnvazinIeng

6) vnaueehanseunsliamih aevaussdeanunsaiiung fmslinseianudsily
seavasrnsiaslussauUuRnTs

7) Wanhslimadudutunidnim deloumsasluduidunsunls

8) duasuliAnuinnssy arwAnsiEN wasmsUszgndltesdrnuilumsihauiiiude s
Wasuuas

9) yransynsERUNSeLUIU AR Losdesdns T uviuatowazsunan uia

10) Wiauddgiuupains ﬁq@mqﬂmﬂiﬁﬁﬁﬂaquq WAW08 1M AUANLUNUIVINET

aseAuRnY a31auseela Juruidagn sessunmsiudgunlasmuyaaing

nsUsEiuNavaInUNIne lavagTuuInIsmung e (Hirschman’s Exit, Voice & Loyalty
Framework)

mamqud Exit-Voice Theory 484 Hirschman 85u1891 legnanliifiamelelududmieuinig
waAnssuiignAazuansesnd 2 wumne uwaIMaLsn fie MsdesSeuludsismiuedudmieuing

Y @ 1

o’J’ . = 1 | 1 A a o v [ v Ao ~

Wu (Voice) Fangquandininarndunqui usendedlentassSnuilild vueidnuwimimilde
nsdsululddudvsousnisvesgude (Exit) lumeassdudiy mngnAdaiudienelalududvse
USN1T Aazazyiausonu lusNwLU0IANNSNANATUAUAT vSauSEn Felladedundazdeindu

funu (Proxy) vesilsvesusenusenisiiusnistues asziuladainainaiuais
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Active

EXIT

e.g.,
leaving or considering
leaving jurisdiction;
opting for privatized

VOICE

e.g.,
contacting officials;
collective action;
signing a petition

Constructive

services
Destructive
e.g., e.g.,
not following public trusting officials;
issues; defending the community;

believing there is no
point complaining

NEGLECT

believing community problem
will be solved

LOYALTY

Passive

U55818%2%8 Digital Government

Perri-6’s four-way characterization

1. E-services - M3liusn1steyauazuiniseaulal

2. E-management- Msuwalulagunlglun1susmsdnnisiitiusednsamanndu

3. E-governance- 18Msusmsianisniasgadelniiiunisldmalulagnauiiunesiag

LATUILLNBLANUTEANSA MV INANUVRINIATY warUTUUTINITUSNSWAUTEVITUY WA

NSUSNSIUlayaIeLiNgnsINAsRUlamaATYgna wasvinliusenvuildiu

Suiusgundu lnemsldwealulagazdunldiveiiudnen nvenisife uagnis

TUsn15v0sy

4. E-democracy- dauusyansulnendanulusalalagldmalulagidudge (nnls

auddgyluiidunalulad) arnulusdalumsuimsauressyua snmlunisius

ToyarnansveIlsEvularMsEaInldu e surlunindulaig

weowe ludseiaudde 9 Nsgualdlddiesfisnunalufn daduladfiesedes
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Digital Government: Uszifiuiidndey (Critical Interactions)
Usznnuaenisiusnisvasigunadansaiind
1. nsliu3InInIAsEdnnAsy Government-to-Government (G26G) Wuguuuunis
vhawiudaznienulunaigannsowaniuasudeyasia o Hiumeszuy
\3evrgansauma laefinisidenlesszuuiaievisansaumassninaigay
YaenTENTIeRng o Wideiy Tansdenlesldiimbenuseiuiodiu il
Wieanszozianlunmsuanivdsudoyavessnems uasiiiuUszavsaimluns
iau
2. msliusnmaniasggnintenau Government-to-Business (G2B) 1{uguuuunis
usn15venIAsIUIafen1AgINa 1nen1ATINENNSOAUNIToYANT 0N
ganssuNIuGIuled vesmisausgld
3. MsWUINMINIASEEUsEYITU Government-to-Citizens (G2C) Usyw1vuaunga
TgusnsAumdeyarsenliugsnssulagriumaiuledvomiienussla

A19819n151UIN1I11ATEUTEV VU Government-to-Citizens (G2C)

les of G2C Services
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29819 N131HUIN13NIATFEN1ALENYU Government-to-Business (G2B)

=
§ Horlzontal Integration
8 i

- Real one-stop shopping for
citizens

Vertical Integration
- Locel systems linked to
higherlevel systems
- Within smaber
functionalities

Transaction
- Services & forms online
- Werking database
supporting online
transactions

Technical & Organisational
Complexity

Catalogue
- Online presence
- Catalogue presentation
- Downloadable forms

Sparse Complete
Integration
e-Government Development

nswUssEAUMINAILISgUIaddnnsedindinaidudadandnudiaudi lunmsiaunssuusguia

Simple

a & a ¢ £ Y [ 1 v [} [ dy
diannsaiingd Felatinnsaawuald 5 syau fall

[
v =

Tui 1 Tuldeya (Information) 1 uszeviiuwsn Inenndiusivnisdesdaviniivled
wialviusnistoyana o ungldusnig
Tudl 2 TWusnisldneuduusewivu (Interaction) LT UNITWRIUITEUUA BIINTZHT LN

laedun 2 4 YanaNein1suINIsteyanan Hlddaunsarinisrumdeyaatliuinsasunudoya

Auglume

v

Uil 3 ganssuruiuledle (Interchange Transaction) LuguAildu3nisaiunsasiu

Y

ganssurumaduled Wi Mst1sznd lnenumeivlsdesnsuassning 1usu
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2 '
v A

Uil 4 N15Y3504IN15 (Integration) {Wun1sthdoyaresusasniisauunsiniy Wendglduinig
ansanuviganssulaneluntisnuiien

& A 1Y) ° cs' . 2 o 1Y) I 1Y) I3 ¢

Uil 5 sgAun1snnunIgaain (Intelligence) Wuduneaugaiing lnaidunisiaungenduls
Tu o agaunsaieuingAnssuve ldusnis Fewenduwisanunsadedeyalaviuiideinnis

Waguwlad

nsANEIRUUAAzUS (f13) wiauuuunmUsenau
Tun1sUseugauianisinsdalifnyinaui Local Government Unit Of Carmona,
Cavit LﬁuﬂugﬂﬂiﬁWUWﬁ'ﬂﬂﬂﬁwgﬁﬂﬁ TAYNISUSMISIANISIAENUIBUT BID U N ULaLTrUS NS

#1571500g MUY Community-based @11150d @S ULAEHAUINANTIAENNITOY LR A DAULDILAZIN

Y

= =

putedldl waganunsnegtieiunsounsy Yurukazdiruliognlinugy wavinisuaniudsuiseuiaanle

INMITANYINIY
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Aaagensinauananiasuseufineafiunislivinisasisasidulssvvutugudnang

(Country Paper) fua1513005v “adtinviiansaunia”

s sl
T ')V citizen-centered public service
‘.'4
AN

Nakarin Suwanasaeng
7-11 Oct 2019

Alignment between the
20-Year National
Strategic Plan for Public
Health and the 12th
National Economic and ~~+

Social Development Plan

How to driving innovation
1. national R&l policy unit @EP
2.funding agencies
3.research units
4.standards accreditation and testing units
5.users of R&l result.

Conceptual framework
for the 20-Year
ional Strategic Plan

for Public Health
(2017-2036)

o | A

New Public Service (NPS) compound are:
()serving the citizens, not customers
(2)searching for the public interest
(3)value citizenship over entrepreneurship
(4)thinking strategically and acting

democratically
(5) recognizing that accountability is not
simple
(6) serving rather than steering and
(7)value people, not just productivity.

Figure I: Primary care cluster model in Thailand

How to public service has gotten closer to citizens

12|Pages18391y
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Audnans wagnsianuianssuAdvaivaeliuinsivssavsamunniu lnslangegsdenistnn
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2. Usglenldantrsnududain
IduunAnannszuumsaiuinnssumsuinisdenmue Mjadunsliuimaewnze
4111501011180 NKUUKUINIUTEAUATAINNITNYIUIAVDILTINGIUIA NTENTIIANTITUAY WABNIT
Usziunauninnsuinmsnetuta idanuviualisaenndesiunisuinmsasisaslugamavia
3, Uselovtiroaneuritansnisiunanluiadaty q
fnsussoreduinensliarudiferdunsifiundanienisnenuia muuuAanagns
intAeralifuioinmmeiuiatugdldsunsu Weduunaalunsiauuanssndanuaitiunig
TrusmsnenunandagUnedugudnans
Aanssumsvenenafiazdniunisniely 6 weundadisulasnns
finsiiausuAnuIAnTsIUINaanmAmsn e U fuLARAaT AL
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n1sbiusnsanssassniasguualng
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19-IN-52-GE-WSP-A Workshop en Delivering Citizen-centered Public Service and Driving
Innovation

¢ 7L October 2019 MManila, Philippines )
Lise af Purticiprtniy
Bangludesh Mr. M. Maksudor Rahonan
ASSIsIanL Seererary

Ministey of ddusiries
REREITIICE RSP

hakin

fefophione ANERD0SANTYT

Fn

e AMhaif nsdvecvd mead g fid

mteshspedtr PO o vl com

Mr. Md. Monirgzzaman
Research Officer

National Productivity Orpanization
Ministey of Industrics

shilpa Bhaban 91 Motihecl CiA

Dhaka

Telephone: S80-2-9387-301

Fax:

e-Aail: nronimpo8 2 aigmaif con
Cambuodia My, Para Rith

Chief

Capacity Development Offive

Phnoam Penh Capital Hall

#69, Preah Monivong Bivd.. Sangkat Srab Chak Khan Daun Penb
Phnom Penh

felephone, 833-23 722054

Fux
e-Mail infitephmompenht gov ki
P CON-AS eI SO
Repatblic of China Mr. James kuo-Chun Tseng,
Planner

Rescarch Nevelopment Evaluation Commission of Taipei City
1 1F. South East. Na.1. Shifu Rd., Xinyi Dist.,

Taipei. 110

Telephone, 886-2-2720-888942274

fax
e-Mail wa-ti21 S il raipei.gov.aw
jesun 105 wgmail com
Fiji Ms. Pritika Anjini Maharaj

Productivity Clicer

Productivity and Research Services

Ministry of Emplovment, Productivity and Industrial Relations
Level 4 Civic House. Victoria Parade

Suva

Felephone: 679-330-3500fext 355161}

Fax:

e-Muil: pritika. maharajigigovnet.gov.fj
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[ndia

Islamic Republic of lran

Nepal

Pakistan

19-IN-52-GE-WSP-A

Mz, Ponja Kandpal

Senior Manager cum Consuliant

Natiomal e-Governanee Division

[igital India Corporation .

Jih 1 loor, Blevtronivs Nikelan 60 GO Complex, Ladhi Road

tNew Delhi, 110003

fordephone T AN R AR

Fax

o-Vhuf prowus kiitudped eltgetdedfinnedicy gan iee
potjcchatclprtb gl com

AMr. Varun Gogin
Freontive (Hlieer
Confederation of Tndian Industry
Mot Ne. 291, Phase TV, Hdyog Vilar, Sector 1R, (rurugram
Haryana, 122015
folophenios W1-0124 401 4060
Fax
- Mail varun gogiaarcii in
varimngogiadgmail com

Mr. Amin Roostaei

Head

Methods Improvement Group

Shiraz Municipality

Shiraz Sguare, Central Municipal Building

Shiraz

Telephone: 98-071-32223624
Fux:

e-Atail plunningiashiraz.iv

amin Zxrdyahoo.com

Mr. Netra Prasad Bhattarai

Director

Directorate of Industry, Commerce and Consumer's interest Protection
05, Bhairab Road

Hetanda Sub Metropolitan City, Makwanpur

Telephone:

Fax.

e-Muil: bhirnetral038(@gmail.com

Mr. Shambhu Kumar Jha

Senior Inspector

Nepal Bureau of Standards and Metrology
Balaju

Kathmandu

Telephone: 977-021530810

Fex:

e-Mail: Thasknbsm@gmail.com

Dr. Hazrat Hussain

Principal

Government College of Technology

Technical Education and Vocational Training Authority (TEVTA)
Coliege Town Pindi Road

Kohat

Telephone: 923339059861

Fai:
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AMr, Syed Amjnd Bossain

Gronp Head -3

Centee lor Rutal ¥ oononmn

Ath Hloor Shilimae Plaza Bue Sea
Isfamabald

f.-i.-ph.m.' DANFANRYI Ay

o
o Vhnd amgesd BT cre agnnd o
Thailand Me. Nakarvin Suwanssneng

Nursing | echunical Oticer. I"rotessiomal Feve!
Nursing Divaston, Oftice of Permanent Seerelary.,
Ministey of Public Health

8873 Liwanon Roml, 1akad Kwan, Muanhg
Nonthaburi. 11000

telephone  66-2590 6203

Fax:

e-Adail. merketrin a moph il go. i

Ms. Yadpiroon Onmek
Computer Technical Officer. Professional Level
Information and Communication Technology Center, Office of the Permanemt

Sceretary

Ministry of Interior

Alsadang Road, Ratchabophit. Phra Nakhon
Bangkok, 10200

Telephone: 66-2282 6365 Fxt 51141

Fax:
e-Mail: vadpiroon_onnsd:moi go th
fittlenamfoni@igmail.con
Vietnam Mr. Nguyen Khanh Long
Officer

Department of Work Safety
Ministry of Labor-Invalids and Social Affairs
12th floor. MOLISA Building. Alley 7. Ton That Thuyet street, Dich Vong

Hau commune, Cau Giay district

Hanoi
Telephone: 84-2439362934
Fax.
e-AMail: long.nguvenkhanhi@gmail.com
longnkiddmolisa.gov.vn
Philippines Ms. Mabelline T. Cahulogan

Senior Science Research Specialist

Department of Science and Technology

Philippine Institute of Volcanology and Seismology
PHIVOLCS Bidg., UP Campus Diliman

Quezon City. Philippines

Telephone: 639176284548

Fax:

e-Mail:  micahulogan@phivoles.dost.gev.ph

Ms. Jennifer Gayle T, Flores
Associate Project Officer
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Center of Eacellence on Public-sectar Productivity Program
Pevelapment Academy of the Philippines .
TIAT Building, San Migne! Ave, Eirtigas { enter, Pasig. Metro AManila
h‘n’f‘f‘hnm‘

fary

o Mad thrvagadup edi ph

AE terey 1. Merenidn

(hiel Svience Research Specialis)

Department of Science and Techobigy MIMAROPA
A1, DOST-PTRI dg.

Gieneral Santos Ave . Bicutan

Tapng Cits. Philippines

Toivpheme 307 ARG

Py

el yrrej mva vahon com

Atty. Remus Romano A. Reyes

Drirector

BAC Secrctariat

Development Academy of the Philippines

DAP Building. San Miguet Ave, Ortigas Center, Paslg, Metro Manils
Telephone 9D32RR7I688

Fax:

e-Mali  atvereiidap.edn ph

Ms. Jasmin A. San Juan

Associate Project Officer

Productivity and Development Center

Development Academy of the Philippines

DAP Building, San Miguel Ave, Ortigas Center, Pasig, Metro Manila
Telephane 639032398454

Fax

e-Mail:  sanfuanj@dap. ecduph

jasminsanjuan8S@dap.edu.ph

Total number of Particlpants = 20

{*) Participunts from Profli-Making Organization = 0
{**)Colombo Flan Spensored Participants = [
{***)APO Sponsored Participants = 0
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Attachment Vi

Workshop on Delivering Citizen-centered
Public Service and Driving Innovation

October 7-11, 2019 | Metro Manila, Philippines ba.p

Aligned with the transformation program of the APO, this workshop explores the concepts and best
practices of good governance and digital innovation in the public sector. Moreover, this workshop seeks
to achieve the following objectives:
1. Examine the connections between citizen-centered public services and digital innovation
through sharing of best practices;
2. Familiarize participants with the concept of new public management (NPM) and new public
governance (NPG), which establish the foundation for delivering citizen-centered public services;

and

3. Explore applications of digital innovation to enhance public service delivery.

Resource Persons:

1. Prof.

Dr. Noore Alam Siddiquee, Associate Professor of Public Administration, College of

Business, Government and Law, Flinders University, South Australia

2. Prof.

Moderage Thilakasiri, Former Director-General, Sri Lanka Institute of Development

Administration and Chairman, Highflyer Global (Pvt) Ltd., Sri Lanka
3. Prof. Datuk Dr. John Antony Xavier, Putra Business School, University Putra Malaysia

As of 31 July 2019

Day 1: Monday, 7 October 2019

08:30 — 09:00 | Registration

09:00 — 09:45 | OPENING SESSION
=  Welcome Remarks by Atty. Engelbert C. Caronan, Jr., MNSA (DAP President and CEO)
= Opening Remarks by Mr. Joshua Lau (APO Senior Program Officer)
= Message by Dr. Adoracion Navarro (APO Director for the Philippines)
» Introduction of Resource Persons and Participants
= Traditional Group Photo

09:45 - 10:00 | BREAK

10:00 — 10:30 | APO PRESENTATION: THE APO PUBLIC-SECTOR PRODUCTIVITY FRAMEWORK:

TOWARDS A CUSTOMER-CENTRIC AND INNOVATIVE PUBLIC SECTOR

By Mr. Joshua Lau, Senior Program Officer, Asian Productivity Organization
This session will explain the overall concept of the APO Public-sector Productivity Framework
developed with a view towards a common understanding on the key principles vital to
achieving public-sector productivity and to serve as a reference for the APO and NPOs
aiming to improve public-sector performance and the quality of public services. This
presentation will therefore highlight the aspirations of APO in advancing a customer-centric
and innovative public sector across the APO region.

10:30 — 12:00 | LOCAL PRESENTATION 1: CUSTOMER-CENTRICITY AND INNOVATION IN THE

PHILIPPINE PUBLIC SECTOR

By DAP Representative (TBC)
This session XXXX

12:00 — 13:00 | LUNCH BREAK

13:00 — 14:30 | RESOURCE PRESENTATION 1: CONCEPTUAL FRAMEWORK OF THE PARADIGMS IN

PUBLIC MANAGEMENT
By Prof. Dr. Noore Alam Siddiquee, Associate Professor of Public Administration, College of Business,
Government and Law in Flinders University, South Australia
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This session sketches models and paradigms that have dominated the theory and practice of
public sector management in recent times. We shall explore the arguments that underpin
them, identify key actors in service provision under the different models and the roles and
relationships among them. An important focus of the session will be to show how and what
has changed under various paradigms, what these changes essentially mean for public
manager’s responsibilities and the skills and competencies needed to be effective in these
new roles.

14:30 - 16:00

RESOURCE PRESENTATION 2: STRATEGIZING FOR CUSTOMER CENTRICITY AND
INNOVATION
By Professor Moderage Thilakasiri, Former Director-General, Sri Lanka Institute of Development
Administration and Chairman, Highflyer Global (Pvt) Ltd., Sri Lanka

To drive innovation and a customer-centric service delivery, an agency will have to draft a
strategic plan. This session will take participants through the steps of strategic planning so
that customer centricity and innovation become the mainstay in an agency’s strategy.

16:00 - 16:15

BREAK

16:15-17:00

RESOURCE PRESENTATION 3: BLUE OCEAN STRATEGY: DEVELOPING NOVEL
SOLUTIONS IN PUBLIC SERVICES
By Prof. Datuk Dr. John Antony Xavier, Putra Business School, University Putra Malaysia

The Blue Ocean Strategy (BOS), developed for the private sector, has been adapted to the
Malaysian public service to develop novel and cost-effective services. This session will
highlight the concept and the method of arriving at novel solutions. Examples from the
Malaysian implementation of BOS will be highlighted.

18:00 — 20:30

WELCOME DINNER (DAP-HOSTED)
Development Academy of the Philippines, San Miguel Ave., Pasig City

Day 2: Tuesday, 8 October 2019

08:30 — 09:00

COUNTRY PAPER PRESENTATIONS
(Selected Participants)

The objective is to share the status of customer-centric public services and innovation in the
APO member countries.

Guidelines are provided in the project notification (PN) by highlighting the key points only:

1. There is no need to include a long introduction about the country in the presentation.
Please save this part in your paper if you would like to provide introduction about your
country.

2. 15 minutes are allocated for both presentation and Q&A and we will be strict with time
management. (Session objective is same as above.)

09:00 - 10:30

RESOURCE PRESENTATION 4: EXECUTING BLUE OCEAN STRATEGY SOLUTIONS
By Prof. Datuk Dr. John Antony Xavier, Putra Business School, University Putra Malaysia

Strategy execution is equally important as strategy/policy development. The authors of the
BOS offer ‘Tipping-point leadership’ as a platform to implementing BOS solutions. The
session will examine the hurdles a leader has to overcome to implement innovative solutions
in the public service and how these can be addressed.

10:30 — 10:45

BREAK

10:45 - 12:00

RESOURCE PRESENTATION 5: INNOVATIONS IN PUBLIC-SERVICE DELIVERY
By Professor Moderage Thilakasiri, Former Director-General, Sri Lanka Institute of Development
Administration and Chairman, Highflyer Global (Pvt) Ltd., Sri Lanka
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In the era of responsive governance, citizens increasingly demand better services. This
session will highlight the progress made in innovative service delivery across selected
countries. In particular it will highlight the characteristics of citizen-centered government
including the Citizens Charter.

12:00 - 13:00

LUNCH BREAK

13:00 — 14:30

RESOURCE PRESENTATION 6: MEASURING PERFORMANCE ON CUSTOMER
CENTRICITY
By Dr. Noore Alam Siddiquee, Associate Professor of Public Administration, College of Business,
Government & Law in Flinders University, South Australia

This session will highlight contemporary trends in measuring and managing performance in
the public sector. This will shed light on the performance management journey with a
particular focus on recent shifts towards more quantifiable measures of performance
management including measurement of customer centricity and customer satisfaction using
examples from Malaysia, UK and Australia. Given that performance measurement tends to
encourage gaming and often produces unintended consequences, the focus of the session
will be on drawing lessons to avoid such problems.

14:30 - 16:00

RESOURCE PRESENTATION 7: GROUP DISCUSSION ON BLUE OCEAN SRATEGY
By Prof. Datuk Dr. John Antony Xavier, Putra Business School, University Putra Malaysia

This session will involve the class through group discussions to arrive at novel solutions using
the methods of the BOS. Class presentations will share the ideas developed in the groups.

16:00 - 16:15

BREAK

16:15-17:30

COUNTRY PAPER PRESENTATIONS
(Selected Participants)

Day 3: Wednesday, 9 October 2019

07:30 - 08:00

Assembly at the Hotel Lobby and Departure for Site Visit

The aim of the site visit is to help participants contextualize their learning and to explore
practical approaches in customer-centricity and innovation used in other organizations. It will
likely be a public-sector organization that has showcased customer-centric service delivery
including its success story, issues and challenges. This site visit is also part of cultural tour in
understanding the culture of the public sector in the Philippines.

09:00 — 12:00

SITE VISIT 1: XXXXX

The XXXXX

12:00 - 13:00

LUNCH BREAK

14:00 - 17:00

SITE VISIT 2: XXXXX

The XXXXX

Day 4: Thursday, 10 October 2019

08:30 - 09:00

DEBRIEFING AND SHARING OF INSIGHTS FROM THE SITE VISIT
By APO Resource Persons

09:00 - 10:30

RESOURCE PRESENTATION 8: DESIGN AND EXECUTION OF A CUSTOMER-
CENTERING TRANSFORMATION PROGRAMME
By Prof. Datuk Dr. John Antony Xavier, Putra Business School, University Putra Malaysia

Executing customer-centric services requires citizen engagement, ministerial leadership and
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a strong management office to monitor tightly the design and execution of customer-centric
service delivery. This session will highlight Malaysia’s experience of implementing the
government transformation programme to deliver on the key areas of service improvement
demanded by the citizens.

10:30 — 10:45 | BREAK
10:45 — 12:00 | RESOURCE PRESENTATION 9: INNOVATIVE AND DIGITAL LEADERSHIP
By Professor Moderage Thilakasiri, Former Director-General, Sri Lanka Institute of Development
Administration and Chairman, Highflyer Global (Pvt) Ltd., Sri Lanka
Digitalization presents opportunities for the public service to improve its services through the
use of new technologies. Such adaptation of technology in the public service requires a
leadership that can bring about digital transformation. This session will highlight such a
leadership as well as the questions that leadership will have to ask to adapt to the digital era
and in managing digital innovations and technology. The session will also | focus on digital-
centred innovation for customer-centric public services
12:00 — 13:00 | LUNCH BREAK
13:00 — 14:30 | RESOURCE PRESENTATION 10: CUSTOMER-CENTRIC SERVICES: SELECTED
OVERSEAS EXPERIENCE
By Prof. Dr. Noore Alam Siddiquee, Associate Professor of Public Administration, School of Social and
Policy Studies in Flinders University, South Australia
This session will highlight the rise of customer-orientation in the public service delivery and
the progress made to-date. It will review the experience of some well-known early initiatives.
These include Citizen’s Charter in the UK, Citizen’s Report Card, Bangalore (India) and
OPEN system in Korea. The session will also explore some more recent examples of one-
stop shops service delivery including Australia’s Centrelink, India’s CSC and Singapore’s E-
Citizens initiatives to draw lessons for the APO region.
14:30 — 16:00 | COUNTRY PAPER PRESENTATIONS
(Selected Participants)
16:00 — 16:15 | BREAK
16:15 - 17:00 | COUNTRY PAPER PRESENTATIONS
(Selected Participants)
Day 5: Friday, 11 October 2019
08:30 — 09:00 | COUNTRY PAPER PRESENTATIONS
(Selected Participants)
09:00 — 10:30 | RESOURCE PRESENTATION 11: PROGRESS IN ELECTRIC GOVERNMENT AND
MIGRATION TO DIGITAL GOVERNMENT
By Prof. Dr. Noore Alam Siddiquee, Associate Professor of Public Administration, College of Business,
Government & Law in Flinders University, South Australia
This session will illustrate the transformative power of the ICT in relation to public sector, and
the changes it has already brought about in governance and service delivery. It will introduce
the participants to various perspectives about e-government and the current state of e-
government development in the region. The interactive session will attempt to draw key
lessons from specific e-government projects like E-Sheva in India and the Land Office in
Kenya. Finally, the experience of Korea which is one of the most successful cases will be
examined to identify critical success factors.
10:30 — 10:45 | BREAK
10:45 - 12:00 | RESOURCE PRESENTATION 12: GOVERNMENT OF THE FUTURE
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By Professor Moderage Thilakasiri, Former Director-General, Sri Lanka Institute of Development
Administration and Chairman, Highflyer Global (Pvt) Ltd., Sri Lanka

The public service environment — internal and external — is changing rapidly. The public
service has to take on board the various challenges and craft governance that responds
expeditiously. This session will highlight the internal and external challenges and how the
public service should respond by way of structure, culture, systems, and processes. It will
also touch on the Kaizen mind for innovation and change.

12:00 — 13:00 | LUNCH BREAK
13:00 — 15:00 | EVALUATION AND CLOSING OF THE WORKSHOP
* Vote of Thanks
= Closing Remarks by Atty. Engelbert C. Caronan, Jr., MNSA (DAP President and CEO)
= Closing Remarks by Mr. Joshua Lau (APO Senior Program Officer)
= Closing Message by Dr. Adoracion Navarro (APO Director for the Philippines)
= Distribution of Certificates
= Final Group Photo
16:00 — 18:00 | CULTURAL TOUR
18:00 — 20:30 | FAREWELL DINNER (APO-HOSTED)

(To be determined)

Day 6: Saturday, 12 October 2019 —- DEPARTURE OF RESOURCE PERSONS AND PARTICIPANTS
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