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Objectives:

b) introduce basic
guality control
mechanisms and
requirements for
controlled improvement
In daily CSD
performance,
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Objectives:

C) introduce customer
orientation principals and

d) increase horizontal
coordination,
communication and
iInformation sharing
between participants.
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expectation.

As expectation
change during the
time quality Is not
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What is Total Quality 34&#‘ Jala ﬁ‘-ﬂ
Approach of doing business that attempts to maximize the
performance of organization through the continual improvements
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Strategically based
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Customer focus (internal and external)

Obsession with quality
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Scientific approach to decision making and problem

solving
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Continual process improvement BUBYYME dalanl) (ol o
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Customer focus (internal and external)

Quality is defined by customer
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Quality Is reaching or exceeding customer
expectation
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Customer focus (internal and external)

(e a5 3l ) sl e 5850
Customer satisfaction is ensured by producing high
guality product
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Quality can not be static, as customer expectations
are not static — need for constant improvements
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1ISO 9001 2008 Quality Management
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Scientific approach to decision making and problem

solving
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Partnership with suppliers
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Beside direct services 5 pdlall laaddl ) ddleal e
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* Presentation of Group work
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Goal is to: have all iInformation about all services
collected, maintained and available for the public.
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How to do service
mapping

Info available - client informed

Reception desk/CS0 - check -
Database/list of services for info —case closed in ITRS .
L 4

about responsible authority \ :'9 !‘ .:‘ : é :S

I ‘ ‘)e e I’ FO
! dadl) Lail 3
Staff person assigned to collect missing -);
Info not available - info and update database/list of

services
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How to do service _Lgbi i) 4488
mapping 424l
 Relevant data are: ‘o Alall Gl bl e
 List of Actions ) L
 Duration of a single e ¥ aals o
interaction, ot
* how often service is 2alsl delalisas e
provided, Ll deadll jigiCas e
 how many workers and
management that Sl s calelad) aae KO

Interactions include.
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Title of process ddanll ) gic e
Person responsible Jopuall Jadill o
Goalls of process Llaxdl Calaal o
Entry Data Aol cllyll o
Exit Data dia A clilll e
Resources ladll e
Monitoring mechanism A8l el Al e
Activity Map Lisil) dh s e
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Mezadowvolini
aradanin
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poitom

DA 8
sluzbeniku 23
prituZbe +
Razgovor, zapisivanje, Radnik upuéuje . 4
kategorizacija i -+ gradanina na T s
proslijedivanie prituzbe | | sluzbenika za prituibe Sluzbenik za prituzbe
poziva gradanina radi
dodatnib informacija
Nadlezni rukovodiiac istrazuje, !
odreduje miere | dokumeniuje ih, v
sastavija odoovor na pritubu i
proslijeduje ga slufbeniku za pritutbe DA danin se od NE
na poziv b
y DAy it ba NE
) S_qubE n|l{lzal ) dovaljno jasna e
pr|tuzlbe procienjuje v i ozhilina
kvalitet odgovors Sluzbenik za prituzbe

zavodi prituZbu kao
swoj viastiti predmet!

Mema potrabe 2a
posiUpkom

DA Rvalltet odgovora NE zahtjev
| zadovoljavajuci l
L ]
SluZbenik za prituZbe Sluzbenik za prituzbe
poziva gradanina 1—i ukazuje auton
s \ T & S odgovora na
| nedostatke

Gradanin se odaziva

|

Sluzbenik za prituzbe
saopstava | obrazlaze
adgovor

Odgovor NE

izmienjen

Odgovar sa
obrazloZenjem se Salje
pobinm

¥
Sluzbenik za prituzbe
askalira slufa] do natelnika

opslineg
NE X
DA radanin zadovoljd DA NE
[ odgavaronm Prva
eskalacija

Sluzbenik za prituzbe
saopstava | obrazlaie
kanatan odgovor

Uruéuje se pismeni
odgovor a gradanin
ipisuje da je zadovoljian
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Group Work Slaall Jaadl

» |dentify all services provided by CSD
Crial sl 55 i Loty T Claddl) maen iy gad o
« Two Groups from GO CSD Managers
Adlaall xSl ikl sall (958 aiSa (e el aall e By e
 Two Groups from PC CSD Managers
,Abdlaall (ulaal ikl sall () 950 i€ (e el Al e By A e
* Produce one simple service map
Baa g ddasin 4e0d Ao A £l e
* Presentation of Group work
(sSlaall daall (n o @
 Analyzes
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How to use service

map

e Services maps are used
for:

e creating brochures /
guides,

e Improve the ITRS/
Document Tracking /
Process Management
software

 future activities to
Improve the services.
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Self - Assessment tool 1| AR i
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ITRS Software to monitor and Cidal gall (g )l g Amilia geals
evaluate workload and efficiency of .
CSD Jarll e a1ii 5 am ) (ITRS)
Citizlens comments for ad hoc Cpre anily Al il gall Cilaylad
evaluation ol sl et
Citizens survey to monitor and Joe ps Anial Gpilal ol .u il
evaluate citizens’ perception of CSD Cnial gall (gl (iS4
work . o o il sl L il puae il

Staff Questionnaires/interviews to =, o -
monitor and evaluate staffs perception  <wilS 13)) 4 HAT Glows gall LS jal
of CSD work

. iy (38 5ia
If available, results of Citizens o e ey (
satisfaction surveys conducted by Gleddll yd iy Bl Cliplad 5l )l
external institutions Lladl cUalud) J8 (e

Reports or comments related to
services provision prepared by higher
authorities.
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« Comments box QSJ\S':"*S‘ (3gdba o

e The Comments Book M < | Q\",l Al e

« Verbal comments . oy
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* Individual Work A8l Jaall o
e Conducting self assessment S ansill o) ja) e
. Group discussion on results & Jsa oeleall JElE
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Group exercise — Problem tree Sl 3 adi — Slay (p pal

e Splitin to groups Cle gana I aluasyl
 Name the problem Al dpaus
o Define why — two levels Ol yal — 13lal Cay il
« Define so what — two levels Crla el — 22y 13l 5 iy il

o Group presentations daclaall (ga g yall

e Converting issues in to objectives <) ) Llzaall Jy
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Action plan for Sl el Jee ddas
services improvement i

Name of the improvement Gl Jlaa ol
Other important info for aull 6 Al dals il glaa
Implementation Al Allal) il — Zad giall il Gall
Anticipated benefit - End o Wl WY ae Jaliall Al
state results R & el e
Activity list with time frame § £

. dadlall calliaiall
Supporting Staff . S e
Material requirements Alall Glllaiall Jualds

Detail financial requirements J 5 el padll)
Leading/responsible person



TATES, [ X
5,\«“"5 "%& ee
=1USAID | IRA pﬂﬂ-l
% & TAQADUM

qhoNALOQI

¥$" FROM THE AMERICAN PEOPLE

Aalgadl i ipd § g yeiae
Governance Strengthening Project (GSP)

Action planning doladl) ddasly

e Splitin to groups Sle gana A aluail) o
* Produce Action plan Aalad dlad 53 o
e Group presentations daclaall gag yzll o
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Reporting on performance ;\JY\ })m

Number of request per

service, number of cases e 5 cdeddll Glilhl) sae

resolved, duration of Bla g clgda o Al Liliasl)
process, follow up (lalhal) danlia cdalanll
req_uests_, C|t|z_ens | oe Opihal edll
satisfaction with services, &1 5 laind ccilardl

Self-assessment form

. e 4lald 3 >L4 ) 313l
overview are the numbers = SRT

that enable decision (gHla (S Al J‘-m}”
makers to plan resources 3 ) gall Jaydadill ) sl
for further actions in Sile) aY) e 2 ) AASY

services improvement. leadll paad 8
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Reporting PYgLHif

e Splitin to groups Sle gana A aluail) o
* Produce report Rzl e
o Group presentations daclaall ag ynll o
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How to produce cnidal sall by e} 4088

Guide for Citizens 3aaall 35 e o
ailaa) o) bl (i

Name of service provider

Basic description of his duties Aaxall Gl oY)
Exact name of service 4ardd)l Coua g
Description of the service Gy 8 Lay deaddl 35 3 e Slaglaa
Contact information for service s A 3l g el 28 5 ) ginll
provider including address, i Jeadl ke Lus
phone number, emalil S et < AL s
Working hours sle Jsand 28 Claglei 5 Al h

Evidence list and instruction e
how to get them daaal) 4alKs
Cost of the service Claadl) anads 3ag
Duration for services provision 6 g Sa il yal

Appeal/complaint procedure
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Group Work =Laall Jandl

» |dentify one services provided by CSD
Cihal gall () 59 (iSa JB8 (e B jeme B 9o ChladA AT e
e Two Groups from GO CSD Managers
 Two Groups from PC CSD Managers
,Abdlaall Gulaal gidal gall () 950 CiiSa ) jae (e B 8 o
* Produce Info Guide
Claglae ozl o
* Presentation of Group work
 Analyzes
SOl e
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Coordination
Standard Operating Procedures
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COORDINATION 111

« Definition: the organization of the different
elements of a complex body or activity so as
to enable them to work together effectively
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COORDINATION SOl

e Goal: Constant, efficient and effective activity
and knowledge exchange between CSDs and
other governmental bodies.
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Objectives: - alaay)
To enhance coordination between CSDs by:

d)»; UA U'U‘L‘j‘d\ U)j“‘“ g_u\_SA U‘g E..: ,l\ )JJA.\S
* understanding individual roles and responsibilities
433 a1l Al g gusall 5 ) 52V agd o

e establishing standard means of communication

Optimizing use of resources in services provision
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How to manage . .
communication with o Joal 5l 3)l) 4as

external services doa Al Oleaad) _adae

providers

List of services
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Management Issues - Transitional
Country Experiences
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What is Management

« Management is all what we do in order to achieve
better results with the resources we have, and

« CSD Managers goal is to provide easy, simple and
efficient support to internal and external clients in a

responsible and transparent manner.
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Four major tasks that manager has:

 Communication

« Traditional Management
 Human Resource Management
Coordination and Networking

g_s‘jha.\‘ﬁ\
dondal) 3 ,0aY) e
ao il o) gall 3 ylal e
G| CNET |

4



IRAQ [ Ew

daligadl jind § gyt
Governance Strengthening Project (GSP)

STATES,
4@@1'
)
*
-
5
x

3
2/ FROM THE AMERICAN PEOPLE

Coordination and Networking Sad) Jay )

* An essential elements of building the image of the
public service through

YA (e Aalall 2a2il) 5 gum sl i) puaic o
e communication with clients,
s Manll g Jual sl o
« similar CSD in other provinces and
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 direct service providers.
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Good manager must:

* be prepared to innovation / improvement in all parts
of CSD work.

e seek the necessary information, regardless of source
* be prepared for tough decisions and stress situations
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Good manager must:

e measure results and stimulate performance

o constantly seek to improve staff and personal skills
e Dbe creative

e put the members of his team ahead of himself
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e Continuously build and improve relationship with the
customers through personal involvement and
ongoing training of all employees in this regard.
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* Be reliable and responsible, not promising what cannot
be realized but making all that such situations are not
usual.

88| gall Sl Jia Jaal (ST aS) ol (SaY L e oY ¢« Jogmay 2B S o
SN
e Build two way system of information flow on
applications, complaints and clients expectations
between clients and authorities.
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e Regular inform others about what is happening in the
workplace

Gl A5 (& Gasgle e o AY) o Ul 3aliaal) 48y Hlally e

« Discuss always from the Clients point of view.
el i Agas DA e Ly 8L

 Help your employees to learn from the mistakes
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 Encourage a positive atmosphere and the team
competition.

LGl Al g sl s o il o

Do not ever let not prepared and un-trained
employee comes into contact with a client

Jrexll xo Jaal gL yae puall g dala jurll (ol gall eV o
« Build and protect the image and values of CSD.
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