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Fundamental Concepts

@ _Adding Value for Customers

Sustaining Outstanding Results P

@ Creating a Sustainable Future

Succeeding through the @
Talent of People

@ Developing Organisational
Capability

Managing with Agility ®

® Harnessing Creativity & Innovation

Leading with Vision, Inspiration & Integrity @

©EFQM 2012
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Excellence models

Bottom Up

Top Down
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What was achieved? Dubal Case

Unified Overall Customer Satisfaction

complaint Index
and 100%
suggestions
system
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What was achieved? Dubal Case

From To

Traditional, no
creativity/innovation

Best practices in innovation
and creativity in government

Customer focused culture

Lack of customer focus

Lack of motivation and

Employee development &

P11l

competitive spirit empowerment
» Lack of * High awareness of
efficiency/effectiveness efficiency/effectiveness

World class performance
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No

B8.71% 1
!
Yes
93.29% ’

88.9% of respondents
stated that DGEP
assists them in the

realization of the
vision of HH Sheikh
Mohammad Bin
Rashid

85.7% of respondents
stated that DGEP
assists them in
meeting the
objectives of the
Dubai strategic plan

93.3% of respondents
stated that DGEP
assists them in
improving the
performance and
results of the
government sector

EFQM =

Shares what works.

How bureaucracy can be turned into meritocracy
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UAE Ranking (2021 vision)
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What was achieved? Jordan Case

/- 67% of respondents believe that A
dramatic change has occurred

67% * 33% of respondents believe that
moderate change has occurred

Dr. Hyam Nashash - 2007/

Dramatic ® moderate

Preparation>> Change >>Realization>
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