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Improving quality of public management through application of the CAF model

NEWSLETTER

IQUAL comes to Slovenia

Next event of RCPAR
multi-country activity IQUAL
took place in Slovenia,
where 15 delegates form
Kyrgyzstan, Kazakhstan,
Latvia and Russian Federation spent four
days sharing learning with Slovene CAF
practitioners.

Kyrgyzstan was represented by the
Organization work and policy state man-
agement Department of the Administra-
tion of the President of the Kyrgyz Re-
public and the Office of Prime-Minister of
the Kyrgyz Republic; Kazakhstan — by
the Agency for Civil Service Affairs of the
Republic of Kazakhstan and JSC "Na-
tional Centre for Civil Service Personnel
Management"; Russian Federation — by
the Centre for Benchmarking and Excel-

Agenda of IQUAL event in Slovenia:

19 October -
Meeting and CAF presentation in the Ministry
of Public Administration, Ljubljana
Study visit to the Police Directorate in Maribor

lence of lvanovo State Power University, AV o _
Expert Council under the Government of Study visit to the Administrative Unit Jesenice
Ivanovo oblast on effectiveness assess- 21 October -

ment of Municipalities and Administrative
region Rrodniki; Latvia — by the Ministry
of Welfare, the Ministry of Finance and
Bank of Latvia; and Slovenia — by the
Ministry of Public Administration, the Ad-
ministrative Unit Jesenice and the Police
Directorate of Maribor.

Participation at the Ninth Slovene National
Quality Conference “Good Practices in Slovene
Public Administration 2009”, in Brdo

22 October -
Free discussion and communication during a
joint self-organised event

CAF in Public Administration of the Republic of Sloveni a

Dr. Gordana urga, Secretary of the Ministry of Pub lic Administration, National CAF corre-
spondent in Slovenia, presented to IQUAL partners milestones of Quality movement in the Slo-
vene Public Administration, and the role of CAF model during the last years of PA reforms.

CAF was extensively introduced in Slovenia in 2002; in the beginning of 2003, the Slovene
translation of the CAF guide was published. Since then, usage of the CAF has been increasing
continuously since the CAF was defined as a strategic choice in Slovenian public administration
modernisation. CAF is incorporated in different strategic documents and/or initiatives. In the
Further Development Strategy of the Slovenian Public Sector 20032005, the CAF was in-
cluded in the first of seven priority tasks in the area of Quality management within administration
and orientation of public administration towards users. In Slovenia’'s Development Strategy
(2005), in the action plan for 2005 and 2006 under the third development priority In an efficient
and less costly state, the CAF was proposed along with the EFQM model as a tool for system-
atically raising the quality of public administration services.

Furthermore, the Reform Programme for Achieving the Lisbon Strategy Goals (2005) states:
“Slovenia wants to achieve growth in institutional competitiveness by introducing business ex-
S _— __cellence in public administration. The objectives we

WA wish to achieve are the introduction of a strategic
planning system as a basic management tool in pub-
lic administration, the introduction of management
tools and the application of the Common Assessment
Framework (CAF) and inclusion in the European Ex-
cellence Model (EFQM). The measures for the
achievement of these objectives are: (i) adoption of
regulations for quality assessment and strategic
planning (2006/2007); (ii) building support (methodo-
logical support and information support) for the stra-
tegic planning system (2006/2008); (iii) management
education and training.”




9™ Nation al Quality Conference
“GOOD PRACTICES IN SLOVENE
PUBLIC ADMINISTRATION 2009”

IQUAL partners took part in the ninth Slovene
National Quality Conference “Good Practices in
Slovene Public Administration 2009 which was
held on 21st October 2009 at the Brdo Congress
Centre. The Conference was chaired by Dr Gor-
dana urga, leader of the Quality Committee at
the Ministry of Public Administration and IQUAL
coordinator in Slovenia.

Within the Conference three national “Good
Practice” Prizes went to

the Administration of the Republic of Slovenia

for Civil Protection and Disaster Relief within

the Ministry of Defence for the “Application for

Damage Assessment on Agricultural Products

and Objects - AJDA” solution;

the Administrative Unit Novo mesto for the

“Change Management in Administrative Unit

Novo mesto” solution;

the Institute of the Republic of Slovenia for Na-

ture Conservation for the “Nature Conservation

Atlas” solution.

Minister of Public Administration, Irma
Pavlini Krebs: “Quality of public services is
in times of crisis an objective that we should
not and do not intend to waive”

During the morning session the participants
were also addressed by the Minister for Public
Administration of the Republic of Kosovo,
Dr Arsim Bajrami, the President of the Slovenian
Academy of Sciences and Arts, Academic
Prof Dr Joe Trontelj, Dr Gordana urga and
Prof Dr Lu ka Kajfe Bogataj.

During the second part of the Conference,
which was moderated by Dr Gordana urga,
Leader of the Quality Committee at the Ministry of
Public Administration, presentations were deliv-
ered by Dr Ivan Er en, State Secretary at the Min-
istry of Health, Miran Fale, dr. med. spec., Mirko
Ploj from the Maribor Police Directorate, Domi-
nique Lapierre, French Embassy in Slovenia,
Dr Dmitry Maslov, Scientific Centre for Bench-
marking and Excellence of Ivanovo State power
University (Ilvanovo, Russia), Ana Jaksi , Admini-
stration of the Republic of Slovenia for Civil Pro-
tection and Disaster Relief, Jo e Preskar, Admin-
istrative Unit Novo mesto and Martina Ka i nik
Jan ar, M.Sc., Institute of the Republic of Slovenia
for Nature Conservation.

Within the scope of the discussion, the partici-
pants asked several questions relating to quality in
public administration, to which the representatives
provided answers and offered their points of view.

CAF Publications
Quality Management in Public Administrations

of the EU Member States: comparative analysis /
edited by Dr. Gordana urga. - Ljubljana, October
2008.

In February 2008, during its presidency of the
Council of the EU, Slovenia started the extensive
project of a comparative analysis of quality man-
agement in Public Administrations of the EU
Member States, in order to capture the latest de-
velopments and the state of quality management
in the EU. The report gathers contribution of
IPSG members on quality management elements
in their countries, as well as an analysis of the
trends within Public Administrations in the EU.

Proceedings of Slovene National Quality Con-
ferences “Good practice in Public Administration”
2007, 2008

Summary of past endeavours to ensure the
quality and excellence in public administration in
Slovenia in Excellence in Slovene Public Admini-
stration / Editors: P. Kova and B. GroSel;.

CAF Newsletters, EIPA CAF Resource Centre
IQUAL page at the RCPAR web-site is here
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CAF GOOD PRACTICE FROM SLOVENIA

CAF in the Administrative Unit Jesenice
by Alenka Burnik, Head of Administrative Unit Jesenice

By implementation of a quality system, the Jesenice Administrative Unit
has mastered an effective tool for continuous training and improvement. The
implementation of the CAF model has played an important role as well since
it has helped build new relations among employees. The participation of the
assessment team creates new initiatives and makes participation in man-
agement, exchange of experience and closer collaboration possible. Conse-
quently, implementation of the CAF model is an important tool for creation of
cohesion and motivation of innovativeness among employees of the Jesen-
ice Administrative Unit.

Examples of improvements in-

troduced in compliance with CAF

criteria:
Criterion 1 - Leadership:
- revised mission statement;
- drawing up of a Business Plan that includes plans
by departments, a personnel and training plan, a
purchases and investment plan, a quality plan, a
safety and health at work plan and a financial plan;
- arranging substitutes for employees, delegation
and granting of authority;
- implementation of a system of initiatives for im-
provement.
Criterion 3 - People:
- regular informing of employees — publication on
an electronic bulletin board;
- stronger involvement of employees in drawing up
a business plan, internal audits and various projects,
as self-assessors of the CAF model;
- an agreed and well-established method of satisfying individual requirements and needs of em-
ployees such as birthdays, jubilees, deaths of close relatives, social problems, etc.
Criterion 8 - Society Results:
- regular information for customers, electronic and classical bulletin boards. Preparation of rules
for public relations and monitoring and analysis of the presence in media;
- waste management and environment conservation measures: paper, batteries, toners.

Development Quality Management in Maribor Police Di  rectorate from CAF to...(morrow)
by Franc Virtic, Head of Local Police

Quality Approaches, Tools and Time Dynamics in PD Maribor
Year 2003: self-assessment by means of CAF model (PD manage-
ment).
Year 2004: self-assessment by means of CAF model (entire PD),
participation in PRSPO pilot project — public sector, self-assessment
by means of EFQM model and RADAR matrix.
Year 2005: development and introduction of own methodology for
assessing the achievement of priority goals of the PD.
Year 2006: self-assessment by means of EFQM model and RADAR
matrix, participation at the National Quality Award (PRSPO) competi-
tion — 2006 in the Public Sector category, inclusion and active par-
ticipation in international project: EFQM Police Forces Community of
Practice.

The key drivers of CAF deployment
Motivating employees and including them in the planning and
achievement of priorities of PD.
Establishing a partnership with citizens and local communities and
looking for ways to solve safety-related problems together.

What you may consider avoiding using CAF
Involving too many people in the self-
assessment process (this can prove a bor-
den);

Introduce people gently at their own time
and place;

Using jargon — the “KISS” theory;

Too many theory — only the “change man-
agers” need to know theory inside out;

Too much, too soon — bite sized chunks
please...

The Quality Manager Syndrome — remember
that we are all working for Police Service.
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