5789715150 ATINSEN e 22-CP-44-GE-TRC-A
Development of Public-sector Productivity Specialists

52119193U 16-20 wamn1AN 2022 WuszuunsUsEysaaulall

99IIAY WIAIRIUITIU IN1ANITI5U

tnninensurraufuinis aanduimundisenisnaiEeu nuAnenITuNIST NI INaLTa

| & ¢ % ¥
#d7un 1 Luaﬁﬁ/aﬂﬂﬂ’mugmﬂﬂ’]SL‘U’li’mIﬂ’Nmi

1759115 Development of Public-sector Productivity Specialists a8 u5zw319ufl 16-20 WewA1AYN 2022
Imeniiedu Development Academy of the Philippines UssinaaduUud tagwuagsu APO Secretariat NUsEUY

nsUseueaulall (Zoom Application)

Tassnsdandnintulneiiinguszasdifiodsuainesdmnfiintulssiuiidadglunsimunssavsam
warMsUIMIASETuNsaUInNFDINTTesUTE L TIufaliafn ndnns inTeslelfinlszavsnmlussdng
ilewssuaamienliiidrsinlassnisianudevg finwg vy wazaussaurdumsiamuuszdnsamues
1asg Wnedidnulasainsuszneumedu iRnuaunsAmuauleugasIsue FNUINIIBUYessy wagiunu
s uiiNaNaALATslinsRafiAsadosiunsUimsigie mssusuwaziayaansluniasg vieszuuns

USMNIAUNINVRINIATE

FUon15UsIEE AN

1) unumvednasy wuilduiazfienisvedaniiineddesiun1siiunands (Role of the Public Sector and
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Service and Opportunities for Improving Public Service Delivery in the New Normal)
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WHAT CITIZENS EXPECT, AND EXPERIENCE

Service Delivery:
Citizens’ Experience
with the Service
Provider

Finding Accessing
the the
Services Services

Citizens’ Needs & Public services received an

Expectations

Over 90% of Citizens
expected as good or
better service from the
public sector than the
private sector.

Citizens often needed
more than one
government service —
especially when dealing
with life events such as
birth, death, travel,
unemployment and
migration

40% of Citizens did not know
where to start to find the service
they needed:
-confusing Web pages
-services not well advertised, (CF5)

Two thirds of Citizens said it was
difficult to access the people or
information they needed:
-busy telephones
-voice mail or IVR
-“not my department”

- broken links on Web sites (CF5)

Citizens are often required to
manage the “white space” between
related services
(service bundles/clusters)

average service quality score of 74
out of 100 (CF7), the same as the
private sector

Six factors drive service
satisfaction: timeliness, access,
knowledge & competence,

courtesy/extra mile, fairness,
and outcome.

When all six are performed well,
public services score 87 out of
100; when one driver fails the score
drops to 74/100, when four fail — the
score drops to 37/100

Timeliness & Outcome are the
most important drivers across all
services & the telephone channel
is a big priority for improvement.

*Canadian research
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DEVELOPMENT OF
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government be involved in
this area? Public good
and/or service should only
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