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19-IN-52-GE-WSP-A: Workshop on Delivering Citizen-centered Public Service and Driving
Innovation
7-11 October 2019 (five days)
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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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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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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
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