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1. INTRODUCTION

The Public Service Excellence Award

(PSEA) was launched in 2006 to encourage

innovation and excellence in the (lelivery of

pul)lic services. [t recognizes and honors the

efforts of those Ministries and Departments or Units/ Divisions
that have introduced and successtuﬂy adopted innovative tools to

provicle customer tocuse(l and higll quality public services.

The theme for the 2009 edition of the Public Service Exceuence

. ‘Sustainable Development throug'h Org’anizational

Excellence’ 0o 1ong term socio-economic
success of the country can be achieved only through
environmental sustainability, Government has put environmental
concerns high on the agenda, with the initiation of the ‘Maurice
Ile Durable’ project.

Besides the traditional elements necessary for operational
excellence such as goo& governance and ethical practices, customer
centricity and innovativeness, management should ensure that
environmental considerations are streamlined into the main policy
framework of organizations and that a spirit of partnership prevails

amongst Stalzeholclers with regards to its implementation.

The Public Service Excellence Award 2009 will reward those
Ministries/Departments or Units/Divisions that have been
proactive in their approach and have put in place operational
frameworks that take into account environmental
considerations so as to deliver environmentaﬂy trien(ﬂy,
quality pu]olic services that not only exceed public
expectations but also contribute to the sustainable

development of the country.



2. OBJECTIVES

The Public Service Exceﬂence Award 2009

aims to:

® recognize organiza’cional excellence and highligh’c its importance

in cleve]oping a quality and sustainable pu]alic service;

o reward Ministries/ Departments or Units/Divisions that have
adopted innovative and eco-{‘riencﬂy ways to meet the chaﬂenges
facing them daily;

e promote a performance—oriente(l, customer-centric, accountable

and environrnentaﬂy conscious pul)lic service.

3. THE AWARD

The Public Service Exceﬂence Award 2009 Wiﬂ go to the
Ministry/Department or Unit/Division that has excelled in all the

judging criteria ]aeing assessed, as detailed on the next page.

An Award may also be attributed to the Ministry/ Department or
Unit/Division which scores the highes’c for each of the £ouowing

criteria:
1. Leadership and Team Spirit
ii. Effectiveness and Egiciency
iii. Customer Focus

iv. Innovation and Improvement



4.

(i)

JUDGING CRITERIA
Criteria

Strateg’ic Planning' and O})jectives

Does the i\’linistry/Depal‘tnlent or Unit/Division have:
o A Vision Statement / Mission Statement?

Qua]i’ty ol)jec’cives set and disseminated in a Customer/Citizen's Charter?

A system for ’che maintenance/ promotion of E’chica] \f’alues/ Standards?

o Is decision nlalzing' in line with environmental management and sustainable

develo pment?

(i) Leadership and Team Spirit

°o | there top management commitment an(l 1ea(lersllip?

o Is the communication process and information flow within the
organization effective?

o Does team spirit and ’teamwor]e prevai]?

o Are Sjta££ morale an(l commitment lligh?

SCOI‘G

10%

. . . . . . . . 0
A pollcy framcwor]z ‘FOI’ mamstrcammg cnwronmcntal COllSl(],Cl‘aJ[lOIlS 1n plannmg.’

20%

e Are ogiccrs aware 01( JtllC nccd 1for cco—gricn(ﬂy mcasurcs/cgicicnt use of resources?

(iii) Effectiveness and EHiciency-Towards a sustainable organisation

~D

o Are goals achieved within time frame set?
o | o outputs correspoml to expected outcomes”

o Are goals in line \Vitll quality stanclar(ls estaHished?

o [s energy and other resources used egiciently?

(iv) Customer Focus

e Is there an articulated vision for Total Quality Service and for continuous
improvcmcnt?

e Are customers treated with courtesy;, consideration and fairness?

® Are customers provi({ed with reliable and ’cimely services?

o Is there an effective feedback mechanism where the views of customers

are hs’cene(l to an(l talzen on })oarcl?

Innovation and Improvement

® Are innovative ideas and environmental - fl‘ien(”y measures introduced to
improve systems/de]ivery of services?
e How ef’fectively are these translated into practice?

e Is modern and green technology used to enhance systems/service (1e1ivery?

Total

30%

20%

20%

100%



ADJUDICATION

Panel of Jury

Judg’ing’ Process

ENTRY

Eligibility

Application
Friday 26 February 2010

Submis sions



Applicants are encouraged to include

supporting materials.

KEY DATES

November 2009 Call for entries

February 2010 Closing date for
submission

March 2010 Evaluation and Site Visits

April 2010 Final assessment
by Panel of Jury

May 2010 Award Ceremony

FOR THE WINNERS....

Winners will:
* be recognised for their outs’cancling achievements;

* enjoy publicity that will establish their
reputation as a proven provider of

exemplary services;

x  be awarded a trophy and a cash prize at the
Award Ceremony.



9. CAsH PRIZES

The winner of the Public Service

EXCCHGIlCG Award WlH })G ogered a cash
prize of Rs 100,000/-.

Incliviclual prizes of Rs 50,000/— may also be
awarded to Ministries/Departments or Units/Divisions
]:)asecl on their achievemen’cs in respect of each of the

£o”owir1g four ju&ging criteria:
) Leaders]ﬁp and Team Spirit
o [Dffectiveness and Elflficiency
e Customer Focus

e Innovation ancl Improvernent

10. PARTICIPANTS

All participants will receive a Certificate in recognition of
their efforts for Worlzing ’cowarcls excellence and a quality

pu]o]ic service.

Note :

i. Information provided L)y participants will be treated as confidential and will not
be released without the prior approval of the participants.

ii. The Ministry of Civil Service and Administrative Reforms reserves the
right for the interpretation of the guidelines and to make any changes to

the implementation of the scheme without prior notice.

iii. Decision of the Panel of Jury will be final and ]ainding. The Panel of

Jury may elect not to present an award if entries are deemed not to be
of the required standard.



GUIDELINES

Public Service Excellence Award 2009

I.  Executive Summary

II. Vision and Mission of the organisation

I1I. Operational set-up and Teamwork



IV. Effectiveness and Efficiency

V. Customer Focus

VI Quality and Innovation

CoNTACT POINT

Administrative Reforms Division

Ministry of Civil Service and Administrative Reforms
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