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Session 1 : Role of the public Sector and Global Trends in Improving Productivity

Session 2 : Public-Sector Leadership

Session 1 : Role of the public Sector and Global Trends in Improving Productivity (Dr. Shin Kim)
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“THE EVOLUT|ON OF PUBLIC ADMINISTRATION -~

OSBORME AND GAEBLER (1992) SUGGEST DENHARDT AND DENHARDT (2007) OUTLINED
THAT GOVERNMENTS SHOULD : THE MAJOR PRINCIPLES OF THEIR
NEW PUBLIC SERVICE MODEL AS FOLLOWS :

1. Steer, not row;
1 Empower ities to solve their b i =

ke thin sy debee 2 1 Serveﬁnms:ml(mmm.
3, Encourage competition rather than monopolies; 2. Seek the PublicInterest;
4, Bedriven by misions, rather than rules; = 3. Value Gitizenship over Entrepreneurship;
5. Beresults-oriented by funding outcomes rather than inputs; I. 4. Think Strategically, Act Demodratically;
?: xfummmﬂﬁwﬂ 5. Recognize that Accountabilty s’ Simple;
8. Invest in preventing problems rather than curing crises; 6, Serve Rather than Steer;
9. Decentralize authority; 7. Value People, Mot Just Productivity,
10. Solve problems by infl ket forces rather than

aeating public programs.

“government shouldn’t be run like a business; it should be run like a democracy”

gﬂﬁ 1 The Evolution of Public Administration
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1. International (multistate entities or partnerships).

FOUR LEVELS OF PUBLIC SECTOR ORGANIZATION BY HENCE:
2. Mational (an independent state).
3. Regional (a province/state within a national state).

20
4. local (a municipal-level body such as a city or county).
PRODUCTIVITY CREATED FROM VARIOUS LEVEL
OF PUBLIC SECTOR INSTITUTIONS

INTERNATIONAL [ LocAL |

g I
‘C.J

1
Cuaronss I vecionat

UNDERSTANDING THE ROLE OF PUBLIC SECTOR IN PROMOTING PRODUCTIVITY

Having shown that public sector organizations exist at four levels,
the public sector generally consists of at least three types of

organizations.

1. CORE GOVERNMENT consists of a governing body with a
defined geographic authority, include all departments,
ministries, or branches of the government that are integral
parts of the structure, and are accountable to and report
directly to the central authority;

2. AGENCIES consist of public organizations that are dearly a part
of the government and deliver public programs, goods, or
services, but that exist as separate organizations in their own
right — possibly as legal entities — and operate with a partial
degree of operational independence;

3. PUBLICENTERPRISES are agencies that deliver public
programs, goods, or services, but operate independently of
qovernment and often have their own sources of revenue in
addition to direct public funding. They also may compete in
private markets and may make profits.

(o

Apd

gﬂﬁ 2 Understanding the role of public sector in promoting productivity

Model case 1 : MsUTuUTIUsEANSAMNTYINILYRsEUIA 6 Tadil

1. Changing the Rules : ﬂ’liL‘Ua'EluﬂQ

@

2. Using Performance Management : N139AN15USZaN5AN

3. Providing Competitive on Choice and Incentive : miLL‘dd‘ﬂJuLLazLLiﬁgﬂﬂ
4. Perfoming on Demand : ALIUAIIAIUAINADINTT
5. Engaging citizens : N138@IUIMU09UTEUWIUU

6. Using
Networks
and
Partnersh
ip
Improved
Governme
nt

Productivit

5.
Engaging
Citizens

6. Using Networks and Parnership : nsltlA3at1euaza1nssiie

Source: IBM Center for the Business of Government. 2006. Six Trends
Transforming Government. Washington, D.C. n

Providing
Competiti

Hp0

gﬂﬁ 3 Model case 1 Six Trends Transforming US Government
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Session 2 : Public-Sector Leadership (Dr.D Brian)
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Dr.Edwards Deming finvidodn ganmanunsnyiuussld Saduuunin vosmsiamunanimn
Mutuitugiu Lﬂuﬂﬁﬁmum%gumaumsﬁwmLﬁaa%ﬁwzwmmamiﬁﬁuﬁ’]ﬁ@mm‘wa M3WiNIsU3NIsh isevinly
nszvumsvhnuuluegafiszuulagldldfunn q anwn JndwudnssiansiduiinsesrTuvesyud Wuns
UImsaanmEEnsTusiv19ai 9nuuAnvaanie il

1. miaaﬂLLUUNEmﬁm%ﬁaﬁﬁuLﬁaﬂ%’wqqmi‘tﬁmi

2, 5zﬁuﬁquﬁumaq@mmwmﬁmﬁmsﬁaﬁ%aua

3. MsUuURMRaeundnfasiluaaiivihnuaslugudise

4. Mavfiugenvisinpaialan

KAORU ISHIKAWA iilaifgasnsassanning sauis Usvgnaes QC Circle way Cause and Effect
Diagram

The Business Excellence Model Usznausag 7 Ussian il

1. Leadership : Amggiiiilsimnudndgydumsinenagvs uazgndn

2. Strategy : MINAEMELHDMILIIUNNTINYDIBIANT

3. Customers : AaduiusiugnAn

4. Measurement, Analysis & Knowledge Management : 11530 N1531AT189% N1sTANSANLS

ineslelunsiailouugasdvBamnsvan el fesdnsanansaudadul s

5. Workforce : 139974

6. Operations : N3ALIUIU

7. Results : 9n9 nsasiuaudilugnanisaiiuauiiusng 1

msfsdnsagUsrauanudiialdagdesinmsduiuamilunn 9 fuswdy

the Business Excellence Model

Organizational Profile

Strategy
Leadership = RESULTS

Customers

Measurement, Anal and Knowledge \:JI’!.!

- gy -t
Core Values and ConcePt

E‘Uﬁ 4 The Business Excellence Model
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Leadership Is a Key Component of

Public Sector Excellence Models

The CAF Model

ENABLERS RESULTS

People
Results
ICitizen/Customer Key
Leadership = S;:‘::"i‘;; =~ Processes - Oriented = Performance
Results Results

L_| Partnerships | | Society
& Resources Results

— People 1 1 l

lINNOVATION AND LEARNING I

5U7 5 The CAF Model
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Session 3 : Citizen-centered Service and Opportunities for Improving Public Service Delivery in the New
Normal

Session 4 : Performance Management

Session 3 : Citizen-centered Service and Opportunities for Improving Public Service Delivery in the
New Normal
fio mausmsiiulsznvudugudnans iuruAsvesmasglunsliminisuaznislininensi
wngaufUNsUINTkarANFBIN TS ivesUTE T
nseulunmsimuindnnmnsiiuinisvesniassiinadws 5 fu &all Lenufwelavesuszyivu

2. nudosiuvessznvu 3.msandunu 4.nsutsdu 5 AnnwwesTin
APO PUBLIC SECTOR PRODUCTIVITY FRAMEWORK
Service Excellence Contributes to all 5 Outcomes

+ Center of = Citizen
Excallance Satisfaction
» Best practice
manual
* Innovation * Training * Public Trust

Leadership * Local « Observational
g i Eovernment study mission

Methods N &

* Service Quality * Central
government

Thematic Areas

I = Cost-
S ONOPEE 0% effectiveness
* Public service NPOs EITECLIVETEIS

agencies * Seminar »
£ Regulatory & = Workshop = Competitiven

Reform M ess
« Public Research :
- = Study Meeting
e enterprises 2 " 5
= Citizen-centered = Adoption of P & * Quality of life
Service Q Tools

!

* E-Government

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

E‘U‘ﬁ 6 APO Public Sector Productivity Framework
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2. madfsmsliuinsvesniaiginuteaasing q dadulunisadrsesiulalunisliuinig
Julies wazlussansnmeeyussyau

3. nstlestuanududiud nsiinaluladUydiivasasowuuiasinisiinnuduseuuas
gmssnssnumaensdtlawoiuutlminlfifteansonnauanududuiiiantulmd

4. msliuinisveantinau

5. M3910AUYeeA1ATE UnUIMNTHRLITesnIAsTIINGlRusn sk Udesnivautanisvinenuy
IWAULALEIWIBANNELAIN

Session 4 : Performance Management (Dr.Shin Kim)

A9 N13UIMIsTANIsUsEANSA LA UssANSNaT0InIATY dnwaisvenIAsy 1. lulinsTana
msfuiils a0 2 LildTuegiunan 3. amnuvasadsiuegfunisdiiiuau Sefinnsanldainnisine
994 Input ,Output kay Outcome msﬁwﬁwmﬂiz?ﬂw%mwuawsz?w%wa‘uaﬂmﬂ%’gasﬁaqﬁmiﬂmiwmu
E‘Umwﬁ

Performance in Public Sector

QOutput and Outcome-oriented Mgnagement

(Example : policy on unemployment)

» pumber ® pumber of trainees .
rtcmplu‘;fimﬂ * number of s;:pv&mm : buudget
e s Wi 90 ey
me W e -
® living conditions = comnseling for
of unemployed employmentnumber

g‘dﬁ 7 Performance in Public Sector

Performance Measures o N151AUseaNTA1nUsEanTuna 29AUTENOUVBITEUUNITIA
UseBnBnn Usznaudae nisuftiduneunasiuazannsgruiiaauaumssussdeya (nput) nnsinsizideya
(Throughput) N353UTHASNSTUTULUUEIUSINUVERLTIAMAIN (Output) kAENITTIVTINHANENS Auanszny
Tudusng 4 wu Jamnuiiswels aanmnisliuins snsmnudnsa
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Session 5 : Development of Productivity Improvement Plans

Session 6 : Measuring Public-Sector Productivity

Session 5 : Development of Productivity Improvement Plans fig N1531904HUlUAISHRUINERNIN
finseaslonaeviaiitielumsimumannmuaznagns deuinnssu nazdih mslivszaneudy
AugNane E-Government wagn1sufsungsuideusng 4 dlugnisnaunulunisimmnsdnnim LN PaRTR
Tumsiaundanin Wy anufianelavesuszvvu anudesiuvesniady nmsandunuuazamaansalunis
waedu %mﬂﬁa%ﬁ’mﬁuﬁﬂlﬂQmmwiumiﬁﬂLﬁu%'imawimwu

Applying the Productivity Tools and Strategies
Innovation Leadership
Citizen-centred Service
E-Government

Regulatory Reform, etc.

PRODUCTIVITY IMPROVEMENT PLANS

Whole of Organization Targeted Plans: Service; Trust,
Plans (Excellence Model) E-Go Efficiency etc.

CITIZEN PUBLIC
SATISFACTION TRUST

COST COMPETITIVE
EFFECTIVENESS -NESS

QUALITY OF LIFE

E‘U‘ﬁ 8 Applying the Productivity Tools and Strategies

nsmausdlunisiaRannwUsEnoudae 5 whdendn dail

1. Readiness fia MsUsziiuan nwindenagiuvetesAnsuayseAuUseansanuazaumionly
nsUuUss

2. Plan fip Msimuwnun1sUTuUs

3. Do fis NMslurun1sUFuUIeEgalivsednsam

4. Check Az N5 ¥AnaTaIANASA

5. Act fi szyuniSeuiiSeusilodaaiuanuiuazanuansalunsugasavinmeris
soiiles

APO STAGES IN IMPLEMENTING A

PRODUCTIVITY IMPROVEMENT PLAN

STAGE 1. (READINESS) Assessing the organization’s
current environment and current level of performance
and readiness for improvement

« STAGE 2. (PLAN) Developing an improvement plan

« STAGE 3. (DO) Effectively implementing the performance
improvement plan

- STAGE 4. (CHECK) Measuring the results achieved, and

« STAGE 5. (ACT) Identifying the lessons learned in order
to promote the knowledge and capacity for continuous
performance improvement.

Ui 9 Productivity Improvement Plan

Y
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Improvement Plan finatedumeulumsusulsinssuiunisliuims
1. Jannufianelavesgnan
2. faanunnnisvesgna
3. fathmne uaznauuiansliIms
4. AndunsmuANNTIn

2. IMPLEMENTING A SERVICE
IMPROVEMENT PLAN

The Multi-Step Service Improvement Process

gﬂﬁ 10 Improvement Plan

Session 6 : Measuring Public-Sector Productivity

Ao msiauszansnmaewminensildlunisudanandniidenis Taudanisusunisldnsneans
(input) Wwnzaudieasamandnddqunmuntu msiadssansamduisddyiiosdosguualiunisndndu
srpznauuiioTananszureInIsiUdsulamleuy

Productivity

v
o

Output

Input

Measure Clients'
Where Are We Now? Sefiefatiion
Measure Clients’
Where Do Our Expectations & 7
Clients Want Us To Be? Priorities y $
Staff
How Will We [Set Targots & SyeoRem
velop Service
Get There? Impmua?nam Plan %
How Do We Make ‘nﬁplmm& g::naa,, i
easurn sure
it Happent Acco:ntahlllry -

Jumaunsinnsnardnveaniasy fudazgnliiluignislunisuaninisildeuudaswestady ves

Input Output and Productivity n1siUasunvastianamilsludiardaldasuanaduesifudyanlugaim
1INTFIY FRRENNTIANANENTDINITUINITNATT

Public service Inputs Activities Outpuls Outcomes
Health = Labour and skill of = Operations carried out Health care: a change = Better quality of life
doctors and nurses = Drugs administered in phyf:n_:al capability {more social -nt.cfacuon.
S or additional health mental well-being, etc)
Py Ao drug ‘1.'“1 = Advice given knowledge — proxied by "
other medical supplies health treatments mLonger life
= Hospitals, clinics and m Enhanced employment
other buildings prospects
Education = Labour and teaching = Lessons taught Additional knowledge and = Better job/eaming
skill of teachers and A=A vk maried skills imparted = proxied prospects
support staff by full time equivalent i ved citix hi
— i nd = Guidance given number of students - Sy it
s “'::;' g ok, gos o cfiectively attending = Enhanced life skills
Buildi d " lessons = Enhanced health and
S LIRS R EONS nutrition knowledge
Social Care = Labour of staff m Accommuodation Social care — a change in m Better quality of lite
processing claims, provided physical or mental state (more social interaction,
welfare officers m Cleaning and catering — proxied by care-weeks safer. mental wellbeing)
m Stationary and meals services
- and - &
= Advice given and 2 . :
assessments made APO Manual: Public Sector Productivity

JUN 11 fegensianandnven1susnisniasy
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Session 7 Change Management in the Public Sector
Session 8 : Approaches for Improving Organizational Productivity

Session 9 : Regulatory Reform

Session 7 Change Management in the Public Sector

Ao NsUsMIINISWaABLLUaY el N1539wHL NsANTuNIIANg 4 fezannanseny AiAatu
210013 Wasuwlas waraduayuliifnnisusufuagnissensu nieusadns dneniwlule e sos¥uliinng
Wasuuwauintuegadunanutmaneiings

Kotter’s Eight Step Model of Successful Change & 8 Sumew &

1. Create a sense of urgency Ao @319A2IULIIAIU szqﬁ’a@ﬂmmﬁafmﬁwﬁu WaEW AU
anunsalfuandifiudeitenaistilueunan waznsiedeulenanimsendunioaunsalduslenily

2. Form a guiding condition fie msadsanusuiieionswieuwdas

3. Develop on Inspiring Vision fig NMSWAILILIITUAIEL

4. Convey the new vision A9 N1sanenenldevialll

5. Empower other to enact vision A® midua'%ﬂﬁ;ﬁuﬁ%ﬁaﬁﬂﬂ

6. Generate short-term wins Ao Msad1edoruysyozdy

7. Sustain acceleration of the vision fig N15LSIdETIAY

8. Institute permanent change Ao mMswasunUasedneans

KOTTER’S EIGHT STEP MODEL
OF SUCCESSFUL CHANGE

Step 8:
Institute
permanent
change

LEADING Sten 7
CHANGE Sustain

Step 6 acceleration
Generate of the vision
Step 5. short-term

Empower wins
JOHN P, Step 4. othzfs to
KOTTER Convey enact vision
step3  thenew
Develop an _ ¥ision

Step 2 inspiring

Forma

Step 1. guiding
Createa  coalition
sense of
urgency

g‘d‘ﬁ 12 Kotter’s Eight Step Model of Successful Change
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Session 8 : Approaches for Improving Organizational Productivity

e AnuaunsavesnIasglunisuminensivldlaegnaivssdansnm Mé’ﬂﬁugﬂwmmswﬁmﬁa
myvdaveadenieviliveadeifndosiian

nsUfulsmardnidussuuiidesduiunsednasieiies in3eailod1fayfie PDCA (Plan Do Check
Act) lumsfdn Waste

Plan-Do-Check-Act

ACT
+ Good practices are standardized PLAN. — .
. « Situation analysis/ diagnosis of
« Corrective measure are problem
performed con deficiencies * Setting of improvement goals/
»  Results are fed back and become targets

inputs for the next cycle « Identification of strategies/ tactics

and activities
CHECK

« selection of appropriate
+ Evaluation of implementation

productivity tools and technigues
; ; . Execution of the plan
goals/ targets

Continuous
Improvement

results
* Assessing accomplishment of

gﬂﬁ 13 Plan-Do-Check-Act

WBnsusuugmdanmluniasy el
1. Change in Work Process Technology s n1stUasuniasnszuiunismalulad
2. Maximizing Contribution of Human Resources fia N33l MVBMINGINTYAAA

3. Optimizing Equipment Materials Other Physical Resources fig miﬂiuuilaﬂqﬂﬂiiﬂﬁ
ALNZAUAUNINGINTNINNIEAINDY 9|

4. Change in Managerial Approach A9 N15UABULUAILLINIINITUTUITIANS
5. Harnessing Information Knowledge fia n1saiuautayangg

Approoches to Improve Produchvﬂy in the Publlc Sector

Changes in

WORK
PROCESS
TECHNOLOGY

gﬂﬁ 14 Approaches to Improve Productivity in the Public Sector

\n3nsilefidng yUsen1suils Ae 55 (54) Seiri An nsdnanaudsilddndunasirdnegramunzau

Seiton Apn15ansvesisududesldlmndussidovanunsonduldaulaiud Seiso Ao NsviANAYeIRaaUT
auuazgunsal Seiketsu fie nsvilinduninsgu Shitsuke fe Mmsguasnwiainsidlnduildy
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IE Techniques 188 3ﬁ?ﬂiﬁuﬂﬂﬂm§ﬁﬁﬂﬂﬁLﬁﬂ?%ﬁ]ﬂﬁUﬂ?ﬁLﬂi’]”ﬁ‘ffﬁma USZAIUNG, 1N
, sonuuukazmuautladese qlussuunsudnifievhlildnanannuidmang u,aummmmuﬂmuwumimamlm
asmmmuamawaLwa’lmnmmmﬂaamaiuﬂWiwwqwu n5UszgnAld IE Techniques fiedesile fsil
-N13AN©135 (Method Study) hagn15iANad1u (Work Measurement) Faldlunisfnun
N3EULNTTINIY WeUduUInhedliATy wee fauminsgiunisiie weesuluininiiededioly
Usggndld iloduaduliiypannst Ussansnmlunisvhay
- Ergonomics fis nsvhaulidenadesiuaisysiinevesuyed Wuniseenuuuguuuunsinny
fidetu azanauns werlsineliAnsune
- Value Analysis/Value Engineering Ai® 3A3IN3TUAMAI ﬁamiﬁﬁa@mLmuﬁﬁﬂixﬁw‘%mw
Tndifes vierisuwiniutanifiuantduny Suiosndivandldiremaenss wiealddanasnnasiin

Practical IE Techniques

Technique Application
Method Study Improvement of existing and proposed ways of doing
work
Work Establishment of work performance standards
Measurement
Ergonomic Making better use of human capacities and protecting
Analysis workers from hazards

S1a =S e Clarifying tasks and responsibilities of job holders

Value Improvement of product value by introducing better

analysis/Value function with less cost
I ,

engineering

\

gﬂﬁ 15 Practical IE Techniques

Session 9 : Regulatory Reform

Ao M3Ufsungseidou/nguane esnmsiinguunedauunn Jaininnisesnngmaneg
azauuidunaiu Taglifnmumuiesnidnnguunsfivunausidu drdou viedats uenaini seifeu
nneust et nsumuLarUiuUseng sudeun q SafuFesiifienuddyuasisso iefiudanuause
Tunsutedu wiviuuianssalml q uaendeuiumadsuiamanssghanasdenuvasian
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Session 10 : e-Government

Session 10 : e-Government

fio mathszuumaluladansaumeanaznisdoasindszondldlussdns ilewannssuunisuins
Jamswar sruunsTiudnsvesnhonunesgliivsavsnmivsda wazaunsansivaould Saiflsvaneds wail

1. msanduy fanuddguinvesnumaluladansaumauaznisdeans (CT) waznisuiudge
Usgansnnnisiuinig mslivinisniassuuveeulatdaunsaananlddrelunisliuinisuniusssisunarnngsng

2. MsUFuupmsdaey msliuinisvesniasguuuseulai (e-Government) {Wunsusuusanian
wazanuazaInaurelun1sliusnig

3. Msdaadunsiauasegha SFuiaiedeiuluisannsesyiulamansgislusziugs
WieUsuusnaA M TInvesUsy vy
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