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Session 1: Role of the Public Sector and Global Trends in Improving Productivity
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s CATEGORIZING COUNTRIES .

CATEGORY DIFFERENCE OF COUNTRIES

e BUNP | WORLDBANK

Developed countries Advanced countries Developed countries High-income countries
Developing countries Emerging and developing countries Developing countries Low and middle income countries
Development threshold Not explicit 75 percentile in the HDI distribution | = USD 6,000 GNI per capita in 1987-prices
Type of development threshold Most likely absolute Relative Absolute
Share of countries ‘developed'in 1990 ' 13 percent 25 percent 16 percent
Share of countries developed'in 2010 | 17 percent 25 percent 26 percent
Subcategories of developing countries’ | | 1. Low-income developing countries, | | 1. Low human development 1. Low-income countries, and
2. Emerging and other developing countries, 2. Middle-income countries
countries 2. Medium human development
countries,
3. High human development
countries
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Case Example: Evolution of Korean Governmen

Governme
3.0

Government
Government 2.0
1.0

N

Operation Government-oriented Citizen-oriented Individual-oriented
Core Value Efficiency Democracy Enhanced Democracy
Batlicipation Government initiation Limited displosure and Active disclosure, participation
participation
Administrative .
Service Delivery One-way Two-way Proactive, Customized
Methed(Channel isi Mobile internet
( ) Personal Visit Internet R et
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Session 2: Public-sector Leadership
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Effective Executive Leadership Is a Key Component

of Public Sector Excellence Models

The CAF Model
ENABLERS RESULTS
— People " I 'I :ﬁ:ﬁ:fs I

ICitizen/Customer Key
Leadership S;rlalogy & Processes M Oriented = Performance
_nning Results Results
| Partnerships . 8 Society
& Resources Results

IINNOVATION AND LEARNING l
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The Strategic Roles of
Public Sector Leaders

Purpose

Leadership

People Performance

Values and Ethics
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FROM TRAINED PROFESSIONAL TO LEADER-
WHY LEADERSHIP DEVELOPMENT IS SO IMPORTANT

LEADER

Assumes leadership

_NMN—AG_E_K functions: goals &

Manages and strategy, change

directsa small management,

SUPERVISOR organization, external relations,
No longer does the including: media, values and
work itself, but planning, budgets, ethics; employee
supervises several performance goals, engagement, and

other professionals people organizational

PROFESSIONAL  and support staff management, performance
administration and

professional work HR functions Leadership

Tt
supueI;(\i'ies‘;on Supervisory Management K:‘rl\l\lliﬂi
Knowledge. Kllq\\'ledge. ’ V'lll o
Professional Skills and Skills and o
Training Values Values

e Professional: viaegileeinniglinisaunuaua Aneusdetiloain)

e Supervisor: i lildvienudienuesnnin Lw\'%QLLaQL%msngﬁwa’mwmaLLazwﬁm’lurﬁha
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Session 3: Change Management in the Public Sector
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SUCCESSFUL PERFORMANCE CHANGE: Improving Citizen

Satisfaction with Public Sector Services in Canada

https://www.yumpu.com/en/document/read/23477386/from-research-to-results-a-decade-of-results-based-recherche

tep 8:

Citizens First | Measuremen
Surveys, tand Awards
CMY+CMT =plus Two

Regional meetings
with

Institute

service S and Best Councils
Vision of || across the country, & Practice permanent
Forty one-stop set 10% Goal, plus || Publications | Sustain  change
oaen :“bt"c Service and || Service Canada and Step 6. acceleration
Service ector 10% Service Improvement | Generate of the vision

Service i i ini
Complaints increase in Training short-torm
P leaders Sitizon

Headof || invited || gapistaction

the Public
to 2 da
Service actiony emerges

Directs
the PS to
take action

Empower wins
Step 4. others to
2 Convey enact vision
(| ooz venew
Develop an  Vision

Step 2: inspiring
Forma
Step 1: guiding
Create a coalition
sense of
urgency

www.iccs-isac.org
The Institute for Citizen

Centred Service
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Session 4: Approaches for Improving Organizational Productivity

'Organizational productivity in operation

| * Productivity is measured as the ratio of outputs to inputs.
Effectiveness = Outcomes: Inputs

l |

INPUTS PROCESSES \ OUTPUTS \OUTCOMES

Productivity = Outputs (quality considered): Inputs

*\\Note: The OECD recently redefined Productivity = OUTCOMES : INPUTS

NN WuIMINTUFUUTUTEANBAINNTNERYBIDIANT aNTTAATY LU LAZYOULIATELAT DIlle
wazmadade foRiieusuUssUssansnmnsnanlag maiinyssansnmuazyse avisnalunisliminensiagnnsg
duflunuvesesdninasgitelildnadnsiiaants Tagld Productivity Tools Tumsusudganssuaunmsinen 1wy
5d, PDCA, ECRS, 7 wastes kay LEAN

Session 5: Regulatory Reform
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Session 6: Performance Management
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achievement effects

(Example : Unemployment Policy)

= set up programs
for work

=set up/lmwlde .

L counselmg for .
employment

1Y
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Qo CIICCTS! —
iy B activities
cffects achievement

(Example : Unemployment Policy)

® set up programs

for work

= set up/provide
training »
= counseling for
employment
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Session 7: Citizen-centered Service and Opportunities for Improving Public Service Delivery in the

Postpandemic
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IMPROVING OUR CITIZEN CENTRIC PERFORMANCE

...In What Ways Can We Listen Better and,
and Engage More with Our Citizens and Stakeholders?

Subject Matter of
Depth of Engagement
Citizen Engagement P gag .

>

Communication  Consultation Engagement Empowerment

Governance/
y Election Issues |:>

Decision
i Listenin, Two-way authority
Policy Issues One-way is g Dialogue t
P to 3 given
Communication with -
and - to Citizens
Program Design by Consideri Citizens or
& Budget Issues T c'(;:ilz:r:ls"lg S Represent
to Citizens N Influence _ative
Wit the Outcome
| Service Delivery Groups

Issues
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The Importance-Performance Matrix
The as a Guide to Action

Priorities for ~
shabtased Importance and Satisfaction Matrix

Keep it Up i
Areas of !
organizational strength !

Areas where improvement

should be focused

I
1 I
I I
@ | |
I I
I I
G g e |
E ! Check It : Review It !
| Areas where aftenfion | Areas of possible overkill !
! could be applied | orunnecessary sirength |
|

Satisfaction
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Session 8: Development of Productivity Improvement Plans
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Public Sector Version of the Excellence Model
(The European Community “Common Assessment Framework”)
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Strategy &
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Session 9: Measuring Public-sector Productivity

Productivity Concept

Productivity as a Technical Concept

OUTPUT
PRODUCTIVITY =
INPUT
(©) |5 T

|_FIGURE4.1 |
PUBLIC SERVICE PROCESS.

Program

objectives

Service process

Process Output

Source: APO Manual on PublieSector Productivity

Asian
Productivity v‘l

Organization k ‘
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Capital Input
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Labor Input
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Energy Input

Sug % o =g
Erllergy{ ﬂ "’ i - p—e
npu ELECTRICITY WATER —1\\} 5 =
[Sp— )
Energy Cost Cost of gasoline &y
Costof water —a
* Power and utilities ,"o} ] e, ml
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Materials Input

Materials

Input

[
Materials
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Other Bought -In Services Input

Cost of Bought-In | £ Sta
Services ﬁ ==y
a0 7o e
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Legal services Laboratory analysis
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Session 10: e-Government
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