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1. Prof. Dr. Noore Alam Siddiquee, Associate Professor of Public Administration,
School of Social and Policy Studies in Flinders University, South Australia

2 .Prof. Datuk Dr. John Antony Xavier, Putra Business School, University Putra
Malaysia

3. Professor Moderage Thilakasiri, Former Director-General, Sri Lanka Institute
of Development Administration and Chairman, Highflyer Global (Pvt) Ltd.,
Sri Lanka
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Mr. Joshua Lau, Senior Program Officer, Asian Productivity Organization
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1.THE APO PUBLIC-SECTOR PRODUCTIVITY FRAMEWORK: TOWARDS A CUSTOMER-
CENTRIC AND INNOVATIVE PUBLIC SECTOR
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2. CUSTOMER-CENTRICITY AND INNOVATION IN THE PHILIPPINE PUBLIC SECTOR
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3. CONCEPTUAL FRAMEWORK OF THE PARADIGMS IN PUBLIC MANAGEMENT
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Performance Improvement Strategic Planning (PSIP)
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What IS Performance Improvement Strategic Planning (PSIP)? d

STRATEGIC PLANNING
PROCESS
Evaluation & Control
Strategy Implementation

Strategy Formulation

Environmental Scanning

Mission and Objectives
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5. BLUE OCEAN STRATEGY: DEVELOPING NOVEL SOLUTIONS IN PUBLIC SERVICES
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3 main principles

XX

JARY O High impact, low cost, rapid
execution

Blue Ocean A8 35n1stvsilunisaal
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O Cutting across mental and
administrative silos

Tvinandnuin wazinnudsdiu

1 Encourage active engagement
with the target group

O Serving the underserved and
un-served

Long waiting time &
Congestion @ pharmacy area

ISSUES ARISING Jime constraint
FROM THE 1 §
MONTH SUPPLY.
POLICY

Congestions in public sector

Difficulties for elderly
& disabled
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6. EXECUTING BLUE OCEAN STRATEGY SOLUTIONS
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2. Malaysia’s PEMANDU
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7. INNOVATIONS IN PUBLIC-SERVICE DELIVERY
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Strategic Advantage Through Innovation

MECHANISM STRATEGIC EXAMPLES

ADVANTAGE

Novelty in product or Offering something no Introducing the first

service one else can Walkman, fountain pen,
camera, dishwasher ... to
the world
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8. MEASURING PERFORMANCE ON CUSTOMER CENTRICITY
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2. Throughput A9NT34 NTEVIUNITTINU 1ATINIT
3. Outputs &AlAsuINNITYINAINTIY

4. Outcomes NAGNS
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Listening to Citizens:
National Surveys

(sponsored by all levels of government)
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9.DESIGN AND EXECUTION OF A CUSTOMERCENTERING TRANSFORMATION
PROGRAMME
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Citizen engagement PUBLIC CONSULTATION

REDUCING UNNECESSARY REGULATORY BURDEN ON BUSINESS:
CONSTRUCTION (DRAFT FINAL REPORT)

X —

s \
" : #" ”?1" |
COMMUNITY POLICING

il

L=
National Key Result Areas for Enhanced Public Services
People First — Performance Now
National Key Result Areas
Crime Provention Enhanced Public Service
Delivery
Reducing Corruption
Access to Quality and Affordable
Education
Raising the Living Standard of the
Low-Income Earners
Upgrading Infrastructure in the

Rural and Interior Regions

Improving Public Transportation
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10. INNOVATIVE AND DIGITAL LEADERSHIP
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Lack of Change Leads to

Low Quality
Low Productivity
High Cost
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11. CUSTOMER-CENTRIC SERVICES: SELECTED OVERSEAS EXPERIENCE

(Prof. Dr. Noore Alam Siddiquee)
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Ten th of Osborne & Gaebler’s Reinventing Government

Catalytic Steering, not rowing
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Community-owned Empowering, not “serving”

-

Competitive Put competition in service delivery

Mission-driven Not rules-driven

Results-driven Focus on outputs, not inputs

Customer-driven Customer needs, not bureaucracy’s

Enterprising Earning, not spending

Anticipatory Prevention, not cures

- Decentralized ) Teamwork, not hierarchy

. Market-oriented > Leverage change via the market
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