
������ � ���� ��	
���
 ����� �

CONTACTS: 

UNDP Regional Centre for 
Public Administration Reform 

(RCPAR) 
8, Patriarchou Ioakim str., 

106 74 Athens, Greece 
Tel: + 30 210 7245001 
Fax: + 30 210 7245042 

Panos Liverakos, 
RCPAR Team Leader 

e-mail: rcpar@undp.org 
www.rcpar.org  

IQUAL Initiator/Coordinator, 
Scientific Centre for Benchmarking 

and Excellence 
Ivanovo State Power University 

34 Rabfakovskaya str., 
150003 Ivanovo, Russia 

Tel/Fax: + 7 4932 413773 
Dmitry Maslov, 

Director of SCBE/ISPU 
e-mail: maslow@bk.ru 

http://benchmarking.economic.ispu.ru  
 

IQUAL start ed in Riga  
 

“CAF Model in action” became the first 
IQUAL event. Training was organized by 
the Department of Finance and Devel-
opment of the Ministry of Welfare of Lat-
via and took place in Riga on 22–24 Sep-
tember, 2009. Training was be given by 
leader of EIPA CAF Resource centre, 
seconded national expert Mr. Patrick 
Staes. 

More than 20 experts and civil ser-
vants took part in CAF training.  

Participants represented various Public Sector organisations from 4 countries. Kyrgyzstan : 
Organization work and policy state management Department of the Administration of the Presi-
dent of the Kyrgyzstan; Slovenia : Ministry of Public Administration, Administrative Unit Jesen-
ice, Police Directorate Maribor; Russian Federation : Government of Ivanovo Region, Regional 
Chamber of Accounts, Centre for Benchmarking and Excellence of Ivanovo State Power Uni-
versity, North-West Academy of State Service. Latvia : State Chancellery, State Police, Bank of 
Latvia, Ministry of Welfare, Ministry of Finance, Ministry of Economic, Ministry of Justice. 

ECUR 
Effective CAF User Recognition 

 
In the end of the seminar Patrick 

Staers presented newly developed 
“Effective CAF User Recognition” 
scheme (ECUR) which is under dis-
cussion now. The purpose of ECUR 
is external feedback to CAF users.  

22 September -  
�  General overview of the CAF, criteria and sub-criteria 
�  Self-assessment with CAF and the scoring system 
�  The process of self assessment 
�  CAF movie: The CAF – A European effort towards continu-

ous improvement in the public sector 
 

23 September -  
�  Case study, Identify criteria and sub criteria, propose an 

action to improve the management in the field of each sub-
criterion and draft a prioritised action plan: discussion in 
small groups, presentation of the exercise in plenary ses-
sion 

�  Prioritise improvement actions: discussions in small 
groups, presentation of the results in plenary session  

 

24 September - 
�  CAF project in Bank of Latvia 
�  Self-assessment in the Ministry of Finance 
�  Alternative Use of CAF model in Management Audit in the 

Ministry of Welfare 

Main benefits for CAF users is not looking for actual proven results of the improvement action 
but checking if changes is taking place in holistic framework.  

The 7 principles of the ECUR as approved by the DG’s:  
1) ECUR is a common European framework, to be implemented according to the national con-

text on voluntary basis. 
2) ECUR promotes feedback of the implementation of CAF and its effects on the organisation 
3) This feedback is given by external experts / or peers. 
4) ECUR leads to the label of Effective CAF Users (ECU) for 2 years, not recognition of accredi-

tation of an excellent organisation. 
5) ECUR is built on 3 pillars: �  the process of self-assessment (not the scores); �  the process of 

improvement actions (not the proven results of actions); �  the TQM maturity of the organisa-
tion (the broader scope of excellence). 

For more information contact  
CAF Resource centre at EIPA: 

Patrick Staes, Nick Thijs, Ann Stoffels  
and Lena Heidler 

Tel.: +31-43 3296 328/317,  
Fax: +31-43 3296 296,  

E-mail: caf@eipa-nl.com Web: www.eipa.eu 
 

6) The decision and responsibility for implement-
ing the ECUR on the national level belongs to 
each MS. The national CAF correspondents 
are invited to corporate with the CAF RC and 
national EFQM contacts if needed. 

7) The CAF expert group will continue to develop 
the ECUR in close cooperation with EFQM, 
announce ECUR at the 5QC and launch it at 
the 4th European CAF Event. 
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GOOD PRACTICES IN SLOVENE  
PUBLIC ADMINISTRATION 2009 

 
IQUAL partners will participate in the ninth 

Slovene national quality conference  Good 
Practices in Slovene Public Administration 
2009 which will be held on 21st October 2009 
at the Brdo Congress Centre. 

Several distinguished speakers will partici-
pate at the conference. The whole conference 
programme will be interpreted from Slovene to 
English and vice versa, also Conference Pro-
ceedings will be published in Slovene and 
English language.  

 
Conference Programme 

 
Opening Session  

The conference will be opened by Minister 
of Public Administration Mrs Irma Pavlini�  
Krebs.  

Mrs Pavlini�  Krebs will award the national 
"Good Practice" Prize to three public admini-
stration organizations.  

Address speeches will be given by distin-
guished representatives.  

 
Round Table Session  

Different approaches to improving quality of 
public services in different sectors will be pre-
sented by representatives and experts of re-
pute, from Slovenia and abroad.  

Session will be moderated by Dr Gordana 
�urga, leader of the Quality Committee at the 
Ministry of Public Administration.  

 
Good Practices Session  

The three awarded good practices will be 
presented:  
�  Application for Damage Assessment on Ag-

ricultural Products and Objects – AJDA 
(Ministry of Defence, Administration of the 
Republic of Slovenia for Civil Protection and 
Disaster Relief);  

�  Change Management in Administrative Unit 
Novo mesto (Administrative Unit Novo 
mesto); 

�  Nature Conservation Atlas (Institute of the 
Republic of Slovenia for Nature Conserva-
tion). 

 
For more information please visit webpage 

of the Ministry of Public Administration of Slo-
venia or contact gordana.zurga@gov.si  
 

CAF project in Bank of Latvia  
by Lolita Ru� evska, Manager of Strategic 

management process of the Bank of Latvia 
 

Why switch from ISO 
�  No challenge fro improvement (constant 

compliance with ISO requirements, no audit 
findings, no reason to improve)  

�  Not very successful ISO implementation 
project: 

- procedure maintains seen as obstacle 
(some procedures duplicate regulatory 
documents); 
- not all processes identified; 
- weakly developed KPI system. 

Why switch to CAF 
�  Clear documented view on strength and 

weakness: 
- evidence of each criteria; 
- enlargement of KPI set (not only for 
processes but also for relations with cus-
tomer/stakeholders) – shows results. 

�  Continuous improvement possibilities: 
- planning after each assessment; 
- benchmarking possibility. 

�  For public administration sector. 
Difficulties 

�  No clear understanding of what evidence to 
show under some criteria: 

- learned – examples in the CAF book 
are only examples, no need to find evi-
dence funder each a., b., c. … (but they 
help to understand better what is meant 
under each subcritera). 

�  Some criteria seem not to be attributed to 
central bank business: 

- learned – do not score them. 
�  Identifying lacking indicators: 

- output/outcome – have not used these 
terms widely enough yet; 
- efficiency and effectiveness.  

�  Knowledge of best practice needed to iden-
tify strength and weakness.  

�  Courage needed to unclose weaknesses 
(take of rosy glasses) 
Where we see benefit 

�  Regular self-assessment allows to look at 
ourselves through internationally accepted 
model and through best practice prism. 

�  Regular improvement planning and imple-
mentation in addition to yearly planning cy-
cle based on yearly results.  

�  Possibility to compare results with others. 

Self -assessment in the Ministry of F inance  
by Anda Krauze, Deputy Director of the 

Strategic Planning and Department  
of the Ministry of Finance of Latvia 

 
Self-assessment process was performed: 

�  based on decision taken by top-
management in order to implement quality 
management system accordingly to CAF 
model; 

�  using SA as an instrument that helps to 
modernize and develop operations of the 
MoF; 

�  in order to ensure effective spending of re-
sources of Ministry of Finance. 

CAF Publications  
 

4th QC “The Citizen at the Heart of  Euro-
pean Quality”. 27-29 September 2006, Tam-
pere, Finland Best practice book 

 

5th QC “Building Sustainable Quality”.  
20-22 October 2008, Paris, France Best 
practice cases    

 

All best practices from past Quality Con-
ferences for Public Administration in the EU 
on-line 

  

Elke Löffler, Mirko Vintar Improving the 
quality of East and West European public 
services - Business & Economics, 2004  

IQUAL PRESENTATION OF CAF PRACTICE IN LATVIA 

Decision of top management on  
necessity to implement CAF model 

1. Establishing self-assessment 
working groups 

2. Organising CAF training 
seminar and learning 

3. Preparing self-assessment form 

Are employees ready  
for performing self-assessment? 

4.  Performing self-assessment  
(filling in self-assessment from) 

Is it possible to agree on evaluation 
scores of the examples, criteria 

and dimensions? 

5.  Identifying strength  
and improvement areas 

6.  Preparing, implementing  
and monitoring improvement plan  

Improvement plan implemented, 
next self-assessment planed  

Yes 

Yes 

No 

No 

Alternative Use of CAF model in Management Audit  in the Mi nistry of Welfare  
by Aija Rieba, Director of the Internal Audit Department 
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Why and how  CAF was used in manag e-
ment audit  
�  CAF is such a comprehensive to show all 

the aspects of governance areas; 
�  As a base for further usage of CAF (result of 

this management audit is a document for 
self assessment ministry will provide); 

�  In this management audit both, the CAF and 
risk maturity model was integrated (see  
schema). 
Results 

�  Identified most crucial areas needed in 
deeper analyze (indicator / evidence level); 

�  Recommendations (prioritized);  
�  Conclusions on differences in evaluation of 

current situation (employees and experts); 
HR

Strategic management

Continuity

Reso
urces

Quality

Processes

Changes
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management

HR
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�  Risk maturity on the same methodology – 
Ministry of Welfare in comparison with Rural 
Support Service. 
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