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12 ileuvesdanuditldanfanssudng
nMstiaRAANIN (Productivity) vasniasy (udsddnessddumsimundszima nsldiedosile
dienaifiukananagyilinssuiunsiissanan aneudidouvestumeunisiheu Tvswennsoenaduen vinlv
guinaieaufionels Fansiinsginssuiunmsujifam ilefumeniugyde (wastes) Wulugiuiididry
Wgnmsusudgsedasaiiesuazvinlinszuaunsiinnuagesianunsusudeuldegaivuszdnsam auns
WasuuasiiAndululangatlagsy
nagnsn1suinisasdnislunitesiuniafy deifnagniiannsoiiluusuldlueednnslod

UsyAnBam anunsaneuausaudiosnsvamnnadauldetisnseungu wiuilisruun s U togs
seillos Lilensaseguesaninesdnisuazaalirernundeuiivviasunlasedaiuridinuanimuesnsyua
Fepufiin15Ud sunvasegrafunatn Usenaudie 6 esduszneu (Six Trends Transforming Government:
Providing Cutting-edge Knowledge to Government Leaders) ﬁﬂﬁ

1. mawasuulasngszdeu (changing the rules) liuA mswasuwdasngvine nysadeu uas
Tassassosdnslvdianudomeu Suihluguszanamlumsufiinuluseaivafunszuiunsuimsnundnves
FEUUTIVNT NTEUILNTININ suUszan waznsumaiiu Tasmsudmsnuiifinnadangu 1inananudidasy
Tunsdanisnineinsuagnisdiiiung anuivsednsamlaenisuivRnuuuuysuadugnd nsidsuutas
n3rUIUMIINNUUTENOUMENTT IR TanauununuNaIIl (performance based pay) N13a3eAdlenYeInNTg
yauiosmadugys msUfunszuiumsdadon $1991u Housus MsruunUsHN uavAmaULNL TINT
nBuaoy wonani Muudmnsnisiu 1y madissuuanasuiniuiviuaioadiefunalenty NMInoULMY
Han1sUfURNuLaznsidssuvasaumalargutoya Tunsuimsnisads ludmvesinulaseaineesinis laun
unu et AnenmyAaInsLagsEUUNUIUUTEINA nrseuasteimunsiieg dauieadesiulunisuiu
1A59851903AN S ANz aNFDAnIUNITAIAN 9

2. 11519 n15USN159AN1sNanTISU UR 91U (using performance management) Tagn1511
balanced scorecard 11Uszgndld nsduindeunsufiau uaznsimuaunsnislumsiananisufiasonis
ildlnenisuseifiunaaindefniuresgndi (voice of the customer) Tafniiuaingufufiaiu (voice of the
employee) LagdoAnuiuanaagsAatenvu (voice of the business) Faduuszloviognannlunisiudunas
Avuaiiszasdgusmansuazaansauvaslovnslugnisufdiedradugusssy Jaidedaunninduimsves
shsnusmMIaInIIiasruUNMsUiTRTsmslady dddylildduegfuauannsalunadudin uitueg
fumsuFuaniznisdugi

3. Msadsan mudsdunslnlilliss uumaienuarnisasnawsegela (providing competition,
choice and incentives) InaiLiiu market-based government %ﬂt{"]uﬁ‘awmmiﬁmﬁmmsmﬂ%’guuﬂmi Tnenns
oI nsudedudundesflofloiaiuarsussdvsainlumaiaunasisnisairsusagdla enszduliAanis
WasuwamgAnssunaziaununmnanuinnniinsleisnisdsns msmuan mssenngszideunas el
aunsduunesnifu 2 @ Ae GAnelussdnig aseunquioaisafunsaiiausegdls esnsefuyszansam
157U 1w Mstianudavguaaaiimian1suImskagnsisTanauumumuHaNy wagliRnnguanasing
aseuAquiloaisafunsdeliiimaden Tnslamznsleusienisislinalanainuieliniagsialensudiianiu
Fasdniunmsuny WhiluFewesmsudstuanuiivssdnsamuazanduyuaildaeUseloviildfures market-
based government Aensléinananiiani IngldFunuiisni

a. miﬂﬁﬂamuﬁlﬁummimmiﬂizmumiﬁwmﬁ’wmhLLGiaz"'iu (performing on demand)
wdni Wunsialuladviereuiunesildifelinsufofeu aunsonevaussnnudenisidunduuas
suiansuimamineinsyaraiifianuddnlunisduindeulgnisnevaussieninudedns 1 on demand
government fldnwaugiiiay 4 9819 Ao AAITalun1IRaUANDIgNAT NSty waglinnudidyiunaiy
ANNVAINTAELazANEAEY WU Sguradandlaaun COSIP Wunihenudiegsluniasgnielddainues
Ministry of Economy and Finance sumJa&JuiﬂLLUUﬂ’lisnamaaumLLaummwammamummﬂuﬂiumﬂama
Tnemsgenerinusyun e- procurement Uu‘wumumm demand solutions tJugu
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5. mﬂﬁﬂsmwuﬁdaua’aﬂunmsé’w’wmmﬂ%’g (engaging citizens in government) Ao N5
Usgnauilausluynszauresniady Winezdunssuviunsdndula nsmmunleuiensensliusnmsazyili
Uszmnuuiaudetiusarlilalumhenunaiy wu luandsewinn auduiudsenisssrsuiuneds 11ain
nsuilandeyatmansvesniady lnslenizesnads deyansadin arusiuasuarguouts uenantnsliuinig
YossuMAITUesUsEITLATnIA e fiuasmsuImsMsIABULYa WA mILagABUALB NS
drusmvesUszmausntunaznsidusmesussrsu lunsiadulaveaniay wasnssinumileuns lidiee
\umsdeansuuumdamimiensemssiuszuuimalulad dsnsfdnusnilumsutsiumiuianudilelubes
#197 TwalsinsindulavesUssrsuity warihluganufionelaiuiy

6. M3lLAToUBLAEUAIU (using networks and partnerships) UagUuussyvuianuamanis
funsliuinisvesmadsfiastiu iy nsiidufiazenn Unannuanne Besauousts wavaudaonsy waxd
arumanieinsguaarannsaudlotiymiidenugndudeunnnitlusisldidustiei deiunsnevauewie
arwrimelv 9 Ssmsidnuuenisléuanuiaiieniornudeslosiufuseninmitsnusie q nsusnsi
LilsiisansTiuinsiamzdnluiuouidn 9 ssuunslivinisdagduasdesannsadeulosdulsifounn
vonumasguazlinsimuaunummihisungszfeuda o vesnslruinslugiuuum

g‘lJLL‘U‘Umi‘lﬁmi‘vﬁaniauxi'mmﬁﬂi’qjﬂ')'mlf]ukaﬂ (business excellence framework)
Hunasinszdulfesdnsliumsiiadsassdauiluuiuld nedlenubanduiinndelianms
USuussededeie uarAnanszlandeuinnssy inaeinseduliesdnaidenldindesilonns 4 Amunzan uaed
UsvAvBuaiianiuasing aseusquuesnmsgIunsiansieruiuddluesdng ulseenidu 7 fidin fo

Organizational Profile

_/@7

eadership lntegrauon

l Measurement, Analysns, and Knowledge Management |

y
-

Core Values and CO“CePtS

From Baldrige Performance Excellence Program. 2021, 2021-2022 Ba/dnge Exce//em? Framework: Proven Leadership and
Management Practices for High e. Gaitt S. Department of Commerce,
National Institute of Standards and Technol h'tp‘ //w\\ nist. Id

1. mnaidugih esdnsflazduddlddedifinifmuniienadenagnsliesdnsanusaduindeu
wazslauAauismnududa Insaiefausssluosinsiinaunanuiuaugsiuganuduian lnefirdeadu
wilougfairsuseatunalaseidesiod uazardonvesosdnsdamdaiulundnns udvueifioruazdesiiaiy
ganeulusvaziden warlithmnesilunsasiemanlidugidnldadnde

2. gnéweruuinms Wuunuvdniiesdnsdesjatiunasyinlvignddugudnans fiveamatnis
ANUFBINTY09gnAN/HSUuIns neulandfidumnuaanisweagndn/g3uuinis afrsanusudefugnd/
F3UU3Ns uaraaUszaunsalfinvesgné/gsuning

3. nagyd deadussdnsifinagnsduaiuuianssy fanuvadlvalunisaireuinnsaln sjaiu
Tunsufutanszuaumsmsinu fmsnausu msinudeyaviataduniglusaznieuen saisdadmanessey
Sunarszoren WeiulsyAvinmuasysyAviravesesdng
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a. auvideynans Wussdnsfiuesfasosnsassmynainsiinsaiuany msuimsdnnisauii
ANATTD (talent) N5ARANTINGTY (engagement) LagN15INATINTNINTHN fisndu wazlilontandnem
Sndarnududvemazaudiiavesedns

5. nszvrum i uesdnsfilinnudfguazaosdumanivnvesdyvinasiuuimaudly
dislaldindeymiaus o wazjshudunsildaudmneg

6. wadné 1ussdnsiifnadninianisiunazgniniilaniau luvasiiefuszdesnouauss
HaUsylevivemiinau uasiiiduladudelane

7. ashmwg msdanismudivinlfiAnnsUsuUssasuudadulufionsiidudsslevidents
fianownsunndetu donduanuiiiafy adenmen wardiuinns

unumesuims/finiiemsannesdnisganuduéa

Tumsimunosdnisganududa furdunumddgfianlunisadndulinisdidunisussg
Wnefifimun Faunumesfuivnsduiniiomsiaunesdmadeunduga fidd

1. MsMvuafian1aveseanis danudniau

2. doans ahwenuidnlalufianisosdnig

3. nagdu duatu wagadeussenna lunsinnuia Tnsnisnsganesuslunisindula duadu
Tiypanssl n1sseu3 faunues TR ngseilou Todsdu waslasusssy

4. {uimsdossengAnuduuuuoeeia

5. {usmsdomumunansiidumsvesesdmisiileu3uussnsufiRa

6. Juimsaeslianudftyiuanusuinveusediay Tnerilsdma nsenululausiedsny

7. {umsasTrienuddgyiunsativayuguauiidAny Ssaaunsuallsfudmsnseduyaains
Tuesdnslifidnanssauglunsinigusslesinduugdny

FTAUYBINIZHIN
A3zl 3 s8AvU (3 Levels of Leadership Model) Sendndeniledn 3P Model Faunaneh
Fuguanuen Ao Public, Private, Personal leadership Wuwuafniadetuun Lﬁaﬁh&Jp:iﬁﬂﬁL%'ﬂadﬂwmmm;:iﬁw
szfovherlstsuaraziauauediaunsasansunumdinldedaudedy dvinve Bavgunuaaiunisalld
oglslaednsiinnziheyludnszuiunsinanudisiuldegsasudiu Fansiyaraszsidufiniivszay
arudfalifuasdoddmnududinlu 3 sedulundoutu ndnie
1) Téanudufinieairsnsouauuazanunionvesiisnau (Public Leadership) 1igadaaiu

o ¢

nsad T iy MaUszau viensaanddunsinulfiAeduivesdnslassam iy nstvusidediamg n1s
yilvidlainfinanudanusjsnesuiulunsinsiliduse afeussenanailindasazanuasinsauy
arfad sulufsnsaiinissensuinnsgriunsuiRauiiinauam nsldnnediilusedu public i Fidesdny
AUARTENINANUY MUY (purpose) kar NMYINNI3AT (task) Husaulianuddgiuaiugaeng uduesty
auddalunisadresmnundutimidafoafuvesiinam (team spirit) sumsﬁQﬁﬂmqmiﬁmmﬁwﬁgyﬁumia%w
ussenansvhauduiilaglideslfeuddyiureierlésy Sndulunuidounslivdeld Sannlurudy
nsldnnedilusedu public fazlivszaunaduiawiiinisuagsinasyilimandymilunshauduiiy

2) Tdmnududirdvaun@niiuaiu (Private Leadership) Vieadestunisusmsdanisaudn
funuduseyana wiiinmsvhauduiiy (team spirt) azduiSesiiddey wisndniiunuusasaufiduanyudail
anuduiivesiates dnuidesiu audangu Ussaunisal uazuseunalofiunndneiy andnudazauia
#osmsmitnlaldnniivdermiiinlissllanifiunudesns fihazdesusuiinunfivesanndniiusudiie
Hvngueanisha (task) wagiaunfiunuliianuiauansn (ndividual) felunsufdRnisialidngany
Whvne waznsthgadnmansufiRlHe Buseld
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3) Tnmzanuidugiivesmu (Personal Leadership) Uszanunissiiiunisvesisdnssuaunis
Ao MruaAumEnewazidming (purpose) ﬁmummiﬁﬁ]ﬁ%ﬁmﬂﬁﬁa (task) , @519ANATAALAZ AL
WEauveaTinaIU (group unity), Warmnanuanuasasazuiladymuesaundniivauluseyana (individual)
amzaudugiiesiafii (Personal Leadership) ilunmgfihiidswanssnusennigginfadnszuiuns wii
dunerlilddudasfioujuRusaznssuiunisiienues widiurfazdesaunsanansaudugin (leadership
presence) I8 uilsausunnaundniiuey, fanuianudilalumameda, dvnwelunisuims, fvrunAinse
uu, wazanunsamann@ainenunldlunismvaunueawasiinnuliegiwmingay anuansalunsauay
PULBI0E1903TY (self-mastery) Li‘]uﬁa%’aﬁﬁmﬁﬁwaﬁiamwmmLﬁuQﬁWﬁLLaﬂﬂaaﬂuﬂ (leadership presence)
sufsiruafnazanudlaffdendu

wwaRamsiuinislnednussuvudugudnans (Citizen-Centered Service)

Citizen-Centered Service fila szuunshiusnistagldyuusanazainudilauszyvuungadu
wénlunisdndula iefleglvidsiignaiisesnuineulanduazannsatiomdeussmsulduiniign nseuiunis
opnuUUEaEldmdnYes Human-Centered Design (Juftugiu fisjatiunisviaudegn vesludravn ufladgm
LagRovUaNaIANfBINYeRIUsEsulaglidadlasunisieeneu Tdusslevinndeyaninsguasseuuadnaty
MsdansuinmsassasinssiueudesnsUssney Weslssszniemaspiteliinisldegadaaialugaien
wazUszanvuaunsalduinisnindglanasnainunainvaisdemng 1wy fndemenutes aunsvlnu Liuled lng
fuwrAnuazudnmsvesnsdiiums feil

Ideate

WAMaY

Understand
wile

CITIZEN-CENTERED
DESIGN

Validate

adau

Implement
asdlevi

1. Understand %38 ms¥anuazidnlavszvvu flagldnansemuamileuisvesnnig ieliila
Tthrmneuazeudeinsveslszrrukas sgunalimuaennaosas U lumadeniv

2. ldeate w3an1svnletde-nseanvesdymeriuyunesvasuszusu ngldnnusiudoainyne
mhepruiifdmfedes uesvilifuluddidudedls weldlunmsmeaeududely

3. Validate wi3onstilasielulglda nasedlduasiiv feedback anusudseliatu Tnsasiiy
nsvadpuiivesuarulsstuluFen Welilfvesiinoulanduniian

4. Implementation 13 8n1seenuuukazwaun oot ulwldmnuldese Tnewdunuaiu
mudAaLAsTiUszvvudens uaswisumieniiazUsuussmudavaegiaue

ANudAyvaInsTiuIMsuuuiivszyvudugudnans (Citizen-Centered Service)

1. fwatiuayunsaireanudifalunsianussma mszasivszvsudsndidmsaslundn
Tunsindulaiieinduiadenisfiddysenisairsenudiilunmsdfunumuuleviswsy Tasanisng q ve
mafslutlagiuiitiulivszvvudiniude sadadula sauduiunmsiniulslonitesmussdunalubos
#ne q AfnansznUsioyszrwulagase FsaenadestuinAnueinsimunysemeaiiuussrrudugudnanives
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myann Tnglinrmddydeussnvuiiidnlidids Fsenausznoulumeyana nguyana asdng antu v
fiAertoaiil ¥ unansENURINMIUINLAEIEUAINATUINTIIINTS

2. Fawatiuayuuariinnuaenndostunisunasesilindnssanivia Alfanuddniua
Tusdlawagnisnsnaeuldnnnnnadiuvesdsny Jadunsudmsnuviedassuuuinisifuinveusdoasisa
LAEABUANBIBAINADINTTVRIU ST YULAE TN

3. dreatiuayularansanauauronisUnasasluszuouUszuddlae Afunisliaruddny
sodnprsam iy uslneuesiuyudiauiuaransadniuladonidtinfinuesdesnsldaannnsiidiusa
yaaUszruasiliuszrsuldidnniidnsulunstnuaionssusineg Adhandnansenudedinnu

uenniinslimuddsentsidnsmvesssmeulumsuimsnuriedassuuuinisasin
THANNTUAEULUAI UM THALNTEUUTIVNTINLUULLAEN (top-down approach) 3NguuamanswaL
S%UUT1BN1391na19T UL (bottom - up approach) AelduurAauszansulnsuvudaausan (Participatory
Democracy) 1nBeTy

nsUfuilAsussAnsitansdausnsnadgesisiussansam
mMsuImsmsasuulasieddanudnlunisnausunuglusunsinluujoRlaedessinigi
yananguendiafidumuazvesumUEnuneuiiagldsunansenuannmaasuulasedeldl madsduliiaa
nswasuuladneildfinsmiednasidymiint uauun inszn1silasulasiiamnsainiuldeswazdy
EﬂﬁiiuﬁlﬁlmLﬁaﬂﬁUﬂ’ﬁU%WﬁmiLﬂ’SUuLLUaﬁIuﬁ’Juﬂﬂa FeinuurAnnsuUsuABUeAns (Transformation) AN
wwaRames John Kotter ldimuadunsuvesnisusuasuesdnsly 8 dusou Usenaudae

CHANGE MANAGEMENT

KOTTER'S 8-STEP CHANGE MODEL

Step 8: make it sticl

! Step 1: Create Urgency
Step 7: Build Step 2: Form a
on the Change . Powerful Coalition

KOTTER's
8-STEP
Step 6: Create MODEL Step 3: Create
quick Wins € a Vision for Change
Step 5: Remove q Step 4: Communicate
Obstacles the Vision

TUA 1: @$19n158ausuTuiuINsUa suslanduniudndususiu (Create a Sense of

Urgency) 3saninsavinlalag

1.1) szysemnanufionafiatulueunan sszesdulasssezen wu foanawiiiaainms
Wasuuaunalulad, fuanausuidunasinanuimihvesguisiunisgsie, svanamainnsvasuuasiy
ATMUFBINNTUBIIAIN wazas1sAnIuNSaiTAes (scenario) IWifunansznuTlasAnsuazaindnitamaneluasdnsay
#$uanfoanauiu

1.2) A99@0UANUNTAIAUTUANS 9] fneiiatuivesdnaiieldunsalfnuarus iy
Tunsiaesuudas

1.3) Tffiuseloniléiderianans (stakeholders) i oy gnén fuims wifnam 1
yuuazdlatymsfafoanauiiiatuudwiorfaunintuesdng

1.4) FBiezadunisvensy Wldmenmsudsteiiontslimiy usezdoulalenaliiinns
uaniAsunAniu hdeifiasimionaindeyamietussansslunsan afannuiilaluaudiiaveanis

wWasuwUasegalvama waziuilinnnufniiuresiivsslovildide (stakeholders) visvane
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1.5) vesunsatiuayumsidsuuasnniiiuseloniliide gni wasiiilugnamnssud
aadnsdudninuseliuinis
Fuit 2: a¥efinsudnasunusiuie (Creating the Guiding Coalition) Tumeudfgylunis
ussRefinau Usenaudne
2.1) swysiainfiwioiduesdng wazvelianmartudiidusaluinmy
2.2) a$14 (form) FiusuBeusnanginsidsunlauds SsesUsznouieauidnain
whsrukarifinIsuseiua sens
2.3) ustsiefiuanu weumnevthfikasarmuinseuliandniua
2.4) insrzianuidsaazdamevassafiieadesiumsivasuutag
2.5) YauansufoRnuesnsesadauazashiaue
fuil 3. vnidertemdiiensiUdoundas dnuuasdiesonnuidila (Developing a Vision and
Strategy) Tunaunisai1ideimividamu fo
3.1) fnusRAIAIMEN (core value) Faduununanswaanisidsuudas
3.2) Boudssguaninlniutorunidaesusloafiosdnifesniasfulusuanuay
ihaauedunlfiduidermivesesdng
3.3) fmuanagnsfiaziunldliAansidsuuawmaideiad

v fo Y

3.4) dndeunndila wasa wazautansvesiderimitugihnsiasuuasuas i
Uszanumnusauieieliiulaimnaudileidevimilfedsgnios amnsailuesuaiieliidlannugmism
Fdevienilanieluiui

fuil a: vinidertedlnduiisensusariidiusay (Communicating the Change Vision) Aanssalil
Fuivsmsinady elinsioansideviridusyavnagean léun

4.1) mﬂﬁﬂmiLﬂﬁauLLUaﬂﬁﬁa&ﬂu’ié’aﬁﬂﬂﬁﬂaﬁ 9

4.2) a¥ivenaainsivisaaussatuampAdeviag

4.3) Aeansusslomidinnieasldsuanidevimisgsasiiase

4.4) funsummdaninaveminauuazesuigliidlaludsiignsies

a.5) dndemilldtunsfseduiedusogidunsufoa wu mslvinisiineusu ns
Usgiiunan15UJURNUN N1SATIFEDUAMAIN 18 Taodosledlifiuinsaduieadesduiusiuaudisan
devieiagnals
il 5. MyngUassa (Empowering Employees for Broad-Based Action) N15U3usua3035
fosu auennadiures Kotter vhldail

5.1) yansuaniUdsuanuaadiuiuninnudielinsuimnuniitymelassaoglsiv
nsiABuUasil

5.2) wenuee (identify) ﬂisLé‘m{“]z:ymﬁummimﬁ'EJuLLUaamqumawaawﬁmm
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DAP Magdalena...

APO Infroduction

-

Five Key Roles of the APO

I I I I ]
LIS, '
i an / O~ =
, 0570 =
Think Tank Catalyst Regional Adviser Institution Builder Clearinghouse for

The APO conducts The APO promotes bilateral The APO surveys the The APO strengthens the Productivity Information
research on emerging and multilateral alliances economic and development capability of the National The APO facilitates the
needs of members for among members and between  policies and performance of  Productivity Organizations (NPOS) gjssemination and exchange

their follow-up and for
determining appropriate

them and others outside the

each member and assists in
f { gic changes

APO region for collab in
productivity-related activities
for mutual benefit

assistance to them

for enhanc’ed productivity and

competitiveness.

DAP Magdalena...

and other institutions to provide

productivity promotion, training,

and consultancy services to the
public and private sectors

of information on
productivity among its
members and other
stakeholders.

A

Services to Member Countries

Dispatch
technical experts

Aaach

Demonstrate practical
productivity applications

2% |

M,

@

@)

Sl v

Building capacity in
productivity knowledge

Research on
productivity
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Promote bilateral
cooperation between NPOs

Certify productivity
consultants

Provide advisory services to
governments and institutions

\RBo

Offer digital learning
to the world
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DAP Magdalena... M

)/Satomi Kozuk DAP Magc Mend.

APO PSP Program Framework

. -

DAP_Tessa Borile

APO PUBLIC-SECTOR PRODUCTIVITY PROGRAM FRAMEWORK

Thematic Areas Targets Methods Results
[ INTERNAL ENVIRONMENT (organizational culture & structure, personnel, resources)

i g i

» Center of Excellence
«Service Qualty Central/State « Bast Pracics Marual
’ * Training
«Innovaton Observational Study
Leadership Mission
! Local Government Demonstrabon TES
*o-Govermnment * b + SeminarWorkshop
*Reguiatory » Developmert of
Reform Agirvies WO
Citzen-centerad * Ressarch/Study
Sen . Meetrg
Servos Pubic Enterprses
* Adoption of
Productiaty Tocls &
Tecrriques

PRE CLASS ASSIGNMENT: PLEASE WATCH
THIS YOUTUBE CASE STUDY

PLEASE WATCH THE FOLLOWING
e B o YOUTUBE VIDEO PRESENTATION BY
) | SERVICE BRITISH COLUMBIA,
DN IE % | (WHICH TARGETS AND ACHIEVES
DO tnataio ' 90% PLUS CLIENT SATISFACTION
= RATINGS - AMONG THE BEST IN THE
GLOBAL PUBLIC SECTOR).

v n

HOW DID THEY MAINTAIN THEIR

I ’ g v
W ‘ SERVICE DELIVERY EXCELLENCE

: . DURING THE PANDEMIC, DESPITE
INCREASED WORKLOADS?

https://www.youtube.com/watch?v=2B71rgbpCcY
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What Are the Most Important

Things that Determine Your Satisfaction with
the Service Provided by a Government Office?
(Please Choose Five)

+ Location/Easy to find the office
+ Time to wait in line

+ Courtesy of staff
+ Office Cleanliness

« Simple procedures

* Honesty of staff

+ Staff Knowledge

+ Getting what you came for
+ Fair Treatment

+ Other

+ Other
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