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Time period 1945-1949 1949 – 1951 1951 – late

1960s

late 1960s-

1980s

1980s - present

Definition of

quality

conformance to

technically

specified norms

and standards

conformance to

technically

specified norms

and standards

fitness for use conformance to

customer

requirements

achieving

maximum of

customer

satisfaction

Quality

management

system

quality

inspection

statistical

quality control

system-oriented

quality

assurance

company-wide

quality-control

total quality

management

Parameter of

the quality

management

system

final product final product production

process

customer needs customer

expectations

Management

instruments

standardization statistical

methods

root cause

analysis

quality function

deployment

continuous

improvement

Era basic needs era basic needs era growth era quality era quality era

Technological

change

mass production mass production

(Fordism)

short product

life-cycles

service

economy

service

economy

Types of

markets

seller markets seller markets buyer markets satisfied and

globalised

markets

satisfied and

globalised

markets

Types of

goods

search goods search goods experience

goods

experience

goods

experience

goods

Perspective

on quality

producer-

oriented

(internal)

producer-

oriented

(internal)

consumer-

oriented

(external)

producer- and

customer –

oriented

(external and

internal)

producer,

supplier,

customer, and

competitor

oriented

Quality

measurement

objective

concept

objective

concept

subjective

concept

subjective

concept

subjective and

objective

concepts

Quality

assessment

third-party

assessment

third-party

assessment

third-party

assessment

self-assessment self-assessment

Time

dimension

static static dynamic dynamic dynamic
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Criterion 2
Policy and Strategy

Criterion 3
Human Resource Management

Criterion 4
External Partnerships and Resources

Criterion 5
Process and Change Management

Criterion 6
Customer / citizen-oriented Results

Criterion 7
People (employees) Results

Criterion 8
Impact on Society

Criterion 9
Key Performance Results

Criterion 1
Leadership

Enablers Assessment Panel Please
put an “x”
where
applicable

1 We have not started or implemented relevant actions (or don’t know)

2 We have just started introduction of relevant actions.

3 We have partly implemented these actions.

4 A programme of relevant actions has been fully implemented.

5 We have introduced a permanent quality improvement cycle based on a
review of previous programmes.

O

O

O

O

O
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Results Assessment Panel Please put
an “x”
where
applicable

1 No results have been measured, or results are in decline (or don’t know)

2 Results show some improvement.

3 Results show an improving trend over a number of years.

4 We have achieved targeted levels of performance.

5 Results are consistently achieved at the highest level of performance in
this field (by reference to benchmarking, awards, favourable reviews,
audits or other external assessments).

O

O

O

O

O
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Criterion 1 - Consider the evidence of what the organisation’s leadership is doing to

Sub-criteria:

1.1 Develop a clear vision, mission and value statement

1.2 Demonstrate personal commitment for continuous improvement of the organisation

1.3 Motivate and support the people in the organisation

1.4 Create involvement with customers/citizens and partners

Criterion 2 - POLICY and Strategy - Consider the evidence of what the organisation is doing

to:

Sub-criteria:

2.1 Develop, review and update Policy and strategy based on clear criteria

2.2 Base Policy and strategy on information relating to present and future needs of

stakeholders

2.3 Implement Policy and Strategy through the process of cascading, aligning, prioritising,

agreeing and communicating plans, objectives and targets

2.4 Build capacity with regard to organisational learning and continuous improvement

Criterion 3 - HUMAN RESOURCE MANAGEMENT: Consider the evidence of what the organisation is

doing to:

Sub-criteria:

3.1 Plan, manage and improve human resource policies aligned with the policy, strategy,

structure and processes of the organisation

3.2 Manage recruitment and career development in relation to fairness of employment and

equal opportunities

3.3 Develop skills and new competencies of employees

3.4 Develop practises which allow employees to become involved in improvement

activities and ensure that they are empowered to take action

Criterion 4 - EXTERNAL PARTNERSHIPS AND RESOURCES

Criterion 4a - External partnership and resources - Consider what measures are in place to ensure that:

Sub-criteria:

4a.1 External partnerships are managed

4a.2 The performance of the organisation is benchmarked against leading counterpart

organisations

Criterion 4b - Internal Resources - Consider what measures are in place to ensure that:

Sub-criteria:

4b.1 Finances are managed

4b.2 Information resources are managed

4b.3 Information technology is managed

4b.4 Other resources are managed

Criterion 5 - PROCESS AND CHANCE MANAGEMENT

Criterion 5a - PROCESS MANAGEMENT - Consider the evidence how the organisation manages and

assures its processes, through

Sub-criteria:

5a.1 Creation of a conceptual and analytical framework to support effective planning

��" %*�������������*������!���!"
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5a.2 Systematic Design and Management of Processes

5a.3 Effective resource allocation

5a.4 Effective Project Management

Criterion 5b - CHANGE MANAGEMENT - Consider the evidence how the organisation manages and

assures change by:

5b.1 Planning and management of Change

5b.2 Establishment of suitable reform processes

5b.3 Mobilisation/qualification of employees for reform

Criterion 5c - MANAGEMENT OF CUSTOMER / CITIZEN ORIENTATION AND INVOLVEMENT -

Consider the evidence of how the organisation manages the interaction with customers/citizens to

5c.1 Improve openness and understanding

5c.2 Improve public access to services

5c.3 Actions taken to empower customers/citizens

Criterion 6 - CUSTOMER / CITIZEN - ORIENTED RESULTS

Sub-criteria:

6.1 Reaction to results of customer/citizen perceptions

6.2 Results of actions taken to improve public access to services

6.3 Results of actions taken to empower customers/citizens

Criterion 7 - PEOPLE (EMPLOYEES) RESULTS - Consider evidence of results relating to:

Sub-criteria:

7.1 Results achieved with respect to people’s perception of the organisation’s leadership

and management

7.2 Results achieved with respect to people’s satisfaction with the organisation’s working

conditions

7.3 Results achieved in relation to active involvement in the organisation

7.4 Results achieved in relation to competency development

7.5 Measures indication levels of motivation/morale

Criterion 8 - IMPACT ON SOCIETY - Consider what the organisation is achieving with respect to the

impact on society, with reference to:

Sub-criteria:

8.1 Results relating to improved perception by society of the organisation’s social

performance

8.2 Results achieved in relation to the prevention of harm and nuisance

8.3 Results of activities to assist in preservation and sustainability of resources

8.4 Results of other indicators of societal responsibility

Criterion 9 - KEY PERFORMANCE RESULTS - Consider the evidence of trends in results being

achieved for the organisation, in relation to:

Sub-criteria:

9.1 Financial outcomes

9.2 Non - Financial outcomes

9.3 Measurement of Performance
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Enablers:

1. Leadership 100 points

2. People management 90 points

3. Policy and strategy 80 points

4. Resources 90 points

5. Processes 140 points

Results:

6. People satisfaction 90 points

7. Customer satisfaction 200 points

8. Impact on society 60 points

9. Business results 150 points

Total: 1000 points
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American National Quality Award

1. Leadership 110 points

2. Strategic planning 80 points

3. Customer and market focus 80 points

4. Information and analysis 80 points

5. Human resource development
and management 100 points

6. Process management 100 points

7. Business results 450 points

Total: 1000 points
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ASPECT OF
PERFORMANCE

INDICATOR

Planning & measuring
performance

� Has the authority established a timetable for preparing a
community strategy that works towards a long-term
sustainable vision for the area? Yes / No.

Customers &
the community

1. The percentage turnout for local elections

2. The number of complaints to an Ombudsman classified
as “mal-administration”

3. The percentage of authority buildings open to the public
in which all public areas are suitable for and accessible to
disabled people

4. The percentage of interactions with the public, by type,
which are capable of electronic service delivery and
which are being delivered using internet protocols or
other paperless methods

5. Number of complaints per 1,000 police officers

6. Percentage of these complaints substantiated

Management of resources � Percentage of Council Tax collected

� The percentage of invoices for commercial goods and
services which were paid by the authority within 30 days
of such invoices being received by the authority

Staff development � The percentage of senior management posts filled
by women

� The number of working days/shifts lost due to sickness
absence

� The percentage of employees retiring early (excluding ill-
health retirements) as a percentage of total workforce

� Minority ethnic community staff as a percentage of the
total workforce
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ASPECT OF
PERFORMANCE

INDICATORS

Strategic Objectives To ensure x % of those eligible for housing benefit/council tax
benefit receive full entitlement

Cost & Efficiency Administration cost per claimant
Percentage of new claims processed within 14 days

Effectiveness Benefits overpaid as a percentage of total benefit expenditure
Percentage of renewal claims for rent allowance processed
without a break in service

Quality The percentage of claimants who said benefit staff were helpful
Percentage of new Housing Benefit claims processed within 14
days where the correct benefit entitlement was calculated

Fair Access The percentage of claimants surveyed who said the claim form
was easy to understand
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Presidential 61% (1990) 68% (1995) 61% (2001)
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02/1992 06/1999 01/2000

“yes” “no” “yes” “no” “yes” “no”

Total 15 85 25 73 31 67

Size

- Rural

- City below 20,000

- City 20-100,000

- City 100-500,000

- City over 500,000

20

16

13

12

80

84

87

88

33

25

20

18

18

65

71

79

77

81

36

32

29

26

30

61

67

70

71

70

Income per capita(*)

- Below 275 PLN

- 276-399

- 400-549

- 550-799

- over 799

14

13

28

31

33

86

87

72

69

67

24

18

26

20

28

74

80

74

76

69

28

30

31

26

40

72

69

66

72

58

Education

- primary

- vocational

- secondary

- university

9

13

19

26

91

87

81

74

22

24

26

32

73

74

73

67

21

31

36

47

76

68

63

50
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Total Urban and mixed (urban-rural)

local governments

Rural communities

Referenda Successful Referenda Successful Referenda Successful

1992 23 0 13 0 10 0

1993 25 3 12 2 13 1

1994(*) 4 0 0 0 4 0

1995 34 1 27 1 7 0

1996 31 5 15 0 16 5

1997 33 3 17 3 16 0

1998(*) 0 0 0 0 0 0

1999(*) 10 3 2 1 8 2

2000(**) 72 12 28 3 44 9
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Did you use any of the following sources
of information during the last year?

Percentages of responses ‘once’ + ‘twice’ + ‘more
than twice’

CITIZENS NGOs BUSINESS

1999 2000 1999 2000 1999 2000

- Press publications regarding

municipal affairs

58.2 58.7 NA NA NA NA

- Meetings with councillors, members

of the executive board

27.2 25.0 61.6 60.6 32.0 42.1

- Open meetings organised by the

municipal office

24.1 22.8 62.7 60.2 27.9 33.9

- Budget presentations for the next year 17.2 12.6 45.7 35.5 27.2 26.4

- Announcements, minutes or protocols

of council meetings

14.9 13.2 47.6 39.8 19.4 26.8

- Meeting of the council 13.1 12.9 41.1 42.5 15.0 20.9

- Municipal information centre 11.0 8.7 22.4 31.1 12.3 16.9

- Surveys conducted by local

government

10.3 13.5 11.0 24.6 13.0 20.1

- Press conferences NA NA 18.7 16.9 11.2 12.2

- Meetings of council committees 9.0 7.7 32.9 30.8 10.9 10.3

- Regular meetings (meetings, dinners,

trips and/or mutual visits)

NA NA 29.4 26.2 9.2 18.9

��%�3�>�H�:.!��G**��%�)�	�����2���3���"�)��������

<���>�<%�;���������0�������>������A�<GI����P�'��,�$%���������P�'�5,������������P�'���Q

'222�A�<GI����P�'�/,�$%���������P�'�5,������������P��'52
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I learn about local government activities from... mean

- Local press 1.9 17.6 18.1 28.1 26.0 10.2

- Local TV 1.2 38.8 20.6 23.5 13.8 3.4

- Bulletin boards 1.0 47.1 21.9 20.4 8.8 1.9

- Local radio 0.8 57.5 19.6 13.5 6.6 2.9

- Information materials distributed by local

government
0.8 57.0 18.7 14.7 7.5 2.1

- Conversations with council members 0.5 75.4 11.1 8.2 3.7 1.6

- Conversations with office clerks and

authorities
0.5 68.4 15.1 11.3 3.6 1.6

- Open meetings 0.3 80.4 10.4 6.5 2.1 0.7

- Internet 0.0 94.3 3.5 1.2 0.5 0.4
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Town Responses Positive –
very satisfied

or more
satisfied (%)

Negative – very
unsatisfied

or more
unsatisfied (%)

Have not any
dealings with

(%)

Bratislava 15 19 66

Nová Baòa 47 10 43

Prešov 29 11 60

Košice - �ahanovce 33 4 63

Kremnica 46 11 43

Trenèín 31 17 54

Pezinok 39 14 47

Average 34 12 54
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Town Activity Percentage of respondents

Number of respondents

Bratislava - more use of the media (19,9%)

(230) - leaflets, posters (11,7%)

Luèenec - leaflets, posters (22,1%)

(158) - meetings with councillors and mayor (13,9%)

- local loudspeaker (13,2%)

Zvolen - leaflets (19%)

(199) - local loudspeaker (14,5%)

- use of the media (14,5%)
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# Title of state award Comments

1. Rank “Hero of Ukraine” awarded to the citizens of Ukraine for heroic
actions or outstanding work performance

2. Orders of Ukraine:

Yaroslav Mydryi King’s
Order (I, II, III, IV level)

for outstanding merit for Ukraine in the field of
state consolidation, strengthening international
authority of Ukraine, economics, science,
education, health care, as well as for distinguished
charitable, humanistic and civil activities

Order “For Merits” (I, II, III level) for rewarding meritorious action by citizens in
the fields of economics, science, public, socio-
cultural and military affairs

Bohdan Khmelnytsky Order
(I, II, III level)

for specific merits in defending Ukrainian
state and territorial sovereignty, in
strengthening the defence ability and security
of Ukraine

Princess Olga Order (I, II,
III level

for rewarding women for outstanding merit in the
public, industrial, scientific, educational, cultural
charitable and other spheres of civil life as well as
for the upbringing of children in a family.

3. Medals of Ukraine

For military duty in Ukraine for military employees for bravery and outstanding
actions in defending the state interests of Ukraine

For irreproachable
performance of duty
(I, II, III level)

for rewarding the representatives of the military
forces and justice and security bodies of Ukraine
for outstanding achievements in performing their
duties

Defenders of the Country for rewarding veterans for bravery and outstanding
actions in strengthening the defence and security
of Ukraine

4. Award “Personal Firearms” for the officers of the military forces,
representatives of the justice and security
bodies, as well as public officials of Ukraine.

5. Honoured Ranks of Ukraine (All these ranks are awarded for excellence in working
no fewer than 10 years in the selected areas. The Folk Rank is rewarded after no
fewer than 10 years from obtaining the corresponding meritorious rank.)

Rank “Folk” is rewarded annually to the best artist, architect
and painter in Ukraine

Rank “Meritorious” is rewarded annually to the best artist, builder,
inventor, teacher, scientist and technician, blood
donor, doctor, economist, journalist, miner, lawyer
and forest ranger; as well as to the best
professionals in the fields of art, energy,
architecture, folk arts, culture, education, health

6. State Awards of Ukraine

Taras Shevchenko National
Award of Ukraine

for the most distinguished artistic, journalistic
and literary works

National Award in the field
of science and technology

for outstanding scientific findings; for
developing and implementing new materials
and technologies, new methods and ways of
medical treatment; for achievements
contributing to the defence of the
environment; for designing textbooks for high
schools that contribute to improving education
for future specialists

State Awards in the Field
of Architecture

for designing distinguished structures and
landscape units and complexes for
communities as well as for achievements in
restoration of state heritage

7. Presidential awards established by the President of Ukraine
according to the Constitution of Ukraine
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# Title of block Ukrainian cases Comments

1. Use of a systems
approach

48.6 using a systematic analysis of a problem
or coordinating interactions of
organisations / programmes or providing
multiple service to clients

2. Use of information
technology

13.5 evolved from ingenious allocations of IT
innovations generated by middle
managers with technical backgrounds
beginning in the 90s through to their
widespread use throughout the
organisation and recognized by the top
level of management by the end of the 90s.

3. Process
improvement

56.8 contains the innovations that force
governmental processes to be faster,
friendlier, or more accessible and includes
applying the Pareto rule, using pay
mechanisms, and facing voluntary
compliance

4. Involvement of the
private or voluntary
sector

46.08 using the private or voluntary sector to
achieve public purposes including
opening up some public sector activities
to private sector competition; using
voluntary or non-governmental
organisations for programme delivery;
and, occasionally, involving individual
volunteers in public sector programmes.

5. Empowerment of
communities,
citizens, or staff

35.1 include citizen participation in policy
making, policy implementation as well as
front-line workers’ initiatives for changes
and risk-taking.
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Description of factors Ukrainian cases

Advances in information technologies 13.5

Changes in the nature and preferences of the
workforce 5.4

More demanding customers 84.6

Increased global competition 16.2
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Policy areas USA Ukraine

Education 5 -

Job training and labour 5 -

Health 6 1

Welfare 4 11

Community development 6 11

Protective services 3 4

Environment and
resources 6 5

Administration and
management 2 5


")'��-
����*
 �����
 ��
 ���.�����
 ��
 ����
-.�������
 ��
 �	�
���
���
�������

/��������
 �����0


")'��:
�*���
�
 ��������	���
 ��
 ���.���
 ���.��*
 /Z0

Types USA Ukraine

With business sector 21.6 48.6

With non-profit
organisation / social
interestgroups

13.5 39.7

With other government
units

21.6 12.8

With citizens 8.1 27

Combination of above 24.3 59.4

Not applicable 10.8 10.8 (communal enterprises)
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Content of activities
undertaken

USA Ukraine

Comprehensive / strategic
plan or programme
development 56.7 27.1

Legislation 29.7 8.1

Citizen/ client consultation 5.4 35.8

Replicate public sector
practice 13.5 37.8

Replicate non-profit
org. practice 2.7 8.1

Replicate business sector
practice 10.8 32.4

Consultant 8.1 n/a

Pilot programme 29.7 27.0
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Line agencies of local
government 62.2 67.5

Central government agencies 16.2 2.7

Non-profit organisations 13.5 27.0

Interdepartmental or interagency
networks 8.1 37.0
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