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Predslov

Organizacie verejnej spravy v celej Eurépe su viac
nez kedykolvek predtym vyzyvané spolo¢nostou,
aby preukdzali a zlepSovali vlastnu pridand hodnotu
pri stanovovani a dalSom rozvijani spolocenskej
prosperity. V obdobi socidlno - ekonomickych kriz
a odriekania, politiky efektivnosti, prevadzkovej
vykonnosti a kvality verejnych sluzieb su rozhodujuce
faktory odpovedajuce meniacim sa potrebam
a ocakdavaniam obcanov a podnikatelskych subjektov.

Verejné spravy nastupili tieto zmeny pred viacerymi
rokmi. Velké uUsilie vynalozili naimplementéciu novych
technik a metdéd na zlepsenie ucinnosti, efektiv-
nosti, ekonomickej a spolo¢enskej zodpovednosti
organizacii verejnej spravy. Rozdielne pristupy zacali
vo vietkych typoch organizicii verejnej spravy
a vo vsetkych sektoroch verejnej spravy v Eurépe
na narodnej, federalnej, regionalnej a miestnej trovni.
Vela tychto iniciativ bolo uspesnych; iné zlyhali, niekedy
chybal presne zamerany a trvalo udrzatelny pristup.

Eurépska siet verejnej spravy, miesto stretdvania
sa uradnikov zo vsetkych ¢lenskych tatov Eurdpskej
Unie si je vedoma chybajuceho prepojenia a preto
pozvala svojich expertov, aby vytvorili holisticky
nastroj na pomoc organizacidam verejnej spravy
hladajucim trvalé zlepSovanie. V. madji 2000 bol
vydany Spolo¢ny systém hodnotenia kvality (model
CAF) ako prvy eurdpsky nastroj manazérstva kvality,
$pecidlne urceny pre verejny sektor a jeho vlastny
rozvoj. Je vieobecny, jednoduchy, dostupny a lahko
pouzitelny pre vietky organizécie verejného sektora
v celej Eurépe a zaoberd sa vsetkymi aspektmi
organizacnej vynimocnosti.

Viac nez 3000 organizacii verejnej spravy je regis-

trovanych, ze pouziva model CAF od jeho vydania
a tisicky dalsich v ramci i mimo Eurépy ho vyuziva

Eurdpska siet narodnych korespondentov modelu CAF
a Eurépske informacné centrum CAF pri EIPA

september 2012

na vlastné Specifické tcely rozvoja. S cielom reagovat
na ich o¢akavania a nastavit model tak, aby sa staral
0 VyVvoj a rozvoj v spoloc¢nosti a verejné manazérstvo,
bol Model CAF dvakrat revidovany, konkrétne v roku
2002 a 2006. Po siestich rokoch pracovnych skdsenosti
sverziou2006 sme opdtoptimalizovalimodel,zalozeny
na prijatej spatnej vazbe od 400 000 pouzivatelov
modelu CAF a od narodnych koreSpondentov modelu
CAF.

Tato revizia eSte viac posilni model CAF 2013 - je lepsie
vybaveny na podporu verejného sektora na prospech
vsetkych jeho zainteresovanych stran vo vieobecnosti
a predovsetkym obcanov. Zasady, ako su orientdcia
na pouzivatelov, vykonnost verejnej spravy, inovacia,
etika, efektivne partnerstva s ostatnymi organizaciami
a spoloc¢enska zodpovednost boli prehibené a maju
vyustit do vytvorenia novych prilezitosti pre dalsi
rozvoj organizacii verejného sektora.

Tato novda verzia je vysledkom intenzivnej spolu-
prace medzi narodnymi kore$pondentmi modelu
CAF ¢lenskych $tatov Eurépskej unie podporovanou
Eurépskym informacnym centrom CAF pri Eurépskom
indtitute pre verejnu spravu (European Institute of
Public Administration — EIPA) v Maastrichte.

Uc¢elom priru¢ky a navodu je podpora pracovnikov/
zamestnancov pracujucich vo verejnej sprave v ich
kazdodennom poskytovani kvalitnej sluzby. Tisicky
organizacii v celej Eurdépe uz nastartovali vlastnu
cestu vynimocnosti pouzitim modelu CAF a potvrdili,
Zze model CAF funguje. Prijmite naSe pozvanie
a pripojte sa k nim a starite sa ¢lenmi tejto dynamickej
CAF komunity. Vitajte vo svete komplexnej kvality
vo verejnom sektore a vela Stastia na vasej ceste
k vynimocnosti.

Foreword

Public administrations all across Europe are, more
than ever before, being challenged by society to
demonstrate and improve their added value to sustain
and further develop the social welfare state. In these
times of socio-economic crisis and austerity, the policy
effectiveness, operational performance and quality
of public services are crucial factors in responding to
the changing needs and expectations of citizens and
enterprises.

Public administrations have been taking up these
challenges for many years. Numerous efforts have
been undertaken to implement new techniques and
methods to improve public organisations’ efficiency,
effectiveness, economic and social responsibility.
Different approaches were launched across all types
of public organisations and in all sectors of public
responsibility, at the European, national, federal,
regional and local level. Many of these initiatives were
successful; others failed, sometimes due to the lack of
a coherent and sustainable approach.

The European Public Administration Network, the
meeting place of civil servants of the Member States of
the European Union, was aware of this missing link and
invited its experts to develop a holistic tool to assist
public administrations in their quest for continuous
improvement. In May 2000, the Common Assessment
Framework (CAF) was launched as the first European
quality management instrument specifically tailored
for and developed by the public sector itself. It is a
general, simple, accessible and easy-to-use model
for all public sector organisations across Europe, and
deals with all aspects of organisational excellence.

More than 3000 public organisations have registered
to use the CAF Model since its launch and thousands
more across and outside Europe use it for their own
specific development purposes. In order to respond

The European Network of National CAF Correspondents

and the European CAF Resource Centre at EIPA

September 2012

to their expectations and to align the Model to cater
for the development and evolutions in society and
public management, the CAF was revised twice,
namely in 2002 and 2006. After six years of working
experience with the 2006 version, we have fine tuned
the Model again, based on the feedback received
from 400 hundred CAF users and the National CAF
Correspondents.

This revision has made the CAF 2013 Model even
stronger than before — better equipped to support
the public sector to the benefit of all its stakeholders
in general and the citizens in particular. Concepts
such as users’ orientation, public performance,
innovation, ethics, effective partnerships with other
organisation(s) and social responsibility have been
deepened, and should result in the creation of new
opportunities for further development of public
sector organisations.

This new version is the result of the intensive
collaboration  between the  National CAF
Correspondents of the Member States of the
European Union, supported by the European CAF
Resource Centre at the European Institute of Public
Administration in Maastricht (EIPA).

The purpose of this manual and guidelines is to
support people working in public administrations
in their day-to-day journey of delivering a quality
service. Thousands all over Europe have already
started their journey towards excellence using
the CAF Model and have proved that it works.
Our invitation is for you to join them and become
members of this dynamic CAF community. Welcome
to the world of Total Quality in the public sector and
good luck on the journey towards Excellence!






Vseobecny uvod

Obsah modelu CAF 2013

Definicia

Spolo¢ny systém hodnotenia kvality je nastroj
komplexného manazérstva kvality, vytvoreny
verejnym sektorom pre verejny sektor, indpirovany
modelom  vynimocnosti  Eurépskej nadacie
pre manazérstvo kvality (EFQM). Model CAF vychadza
z predpokladu, Ze vynimoc¢né vysledky vo vykonnosti
organizacie, vo vztahu k ob¢anom/zakaznikom, pra-
covnikom/zamestnancom a spolo¢nosti sa dosahuju
prostrednictvom vodcovstva riadenim pldnovania
a stratégie, pracovnikov/zamestnancov, partnerstiev,
zdrojov a procesov. Poskytuje pohlad na organizaciu
z rdznych uhlov v rovnakom ¢ase: holisticky pristup
k analyze vykonnosti organizacie.

Hlavny zamer

Model CAF je dostupny pre verejnu sféru, ponuka sa
bezplatne, ako lahko pouzitelny ndstroj na pomoc
organizaciam verejného sektora v celej Eurdpe, pri
pouziti technik manazérstva kvality na zlepsenie
vykonnosti. Model CAF bol navrhnuty na pouZitie vo
vietkych ¢astiach verejného sektora a da sa aplikovat
v organizaciach verejnej spravy v Eurépe na narodnej/
federdlnej, regiondlnej a miestnej Urovni.

Cielom modelu CAF je stat sa katalyzatorom pre
komplexny proces zlepSovania v organizacii a ma pat
hlavnych zdmerov:

1. Zaviest kulturu vynimoc¢nosti a principy komplex-
ného manazérstva kvality (TQM) do verejnej
spravy;

2. Viest ich postupne k plne integrovanému cyklu
PDCA (planuj, realizuj, kontroluj, konaj);

3. Podporovat samohodnotenie organizacii verej-
ného sektoru s cielom ziskat Strukturovany obraz
organizacie a nasledne namety pre zlepSovanie;

4, Po6sobit ako premostenie roznych modelov pouzi-
vanych v manazérstve kvality, tak vo verejnom ako
aj v stkromnom sektore;.

5. Podporovat bench learning medzi organizaciami
verejného sektora.

Organizacie, ktoré zac¢nui implementovat model
CAF, maju ambiciu dosiahnut vynimocnost vo svojej
vykonnosti a chcu zaviest kultdru vynimocnosti
v organizacii. Efektivne pouzitie modelu CAF ma
¢asom viest k dalsiemu rozvoju tohto typu kultdry
a myslenia v ramci organizacii.

Struktura modelu CAF
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General Introduction

The content of the CAF 2013 Model

Definition

The Common Assessment Framework (CAF) is a total
quality management tool developed by the public
sector for the public sector, inspired by the Excellence
Model of the European Foundation for Quality
Management (EFQM?®). It is based on the premise
that excellent results in organisational performance,
citizens/customers, people and society are achieved
through leadership driving strategy and planning,
people, partnerships, resources and processes. It
looks at the organisation from different angles at the
same time: the holistic approach to organisation
performance analysis.

Main purpose

The CAF is available in the public domain, is free
of charge and is offered as an easy-to-use tool to
assist public sector organisations across Europe in
using quality management techniques to improve
performance. The CAF has been designed for use
in all parts of the public sector, and is applicable
to public organisations at the European, national/
federal, regional and local level.

The CAF aims to be a catalyst for a full improvement
process within the organisation and has five main
purposes:

1. to introduce public administrations into the
culture of excellence and the principles of TQM;

2. to guide them progressively to a fully-fledged
PDCA (PLAN, DO, CHECK, ACT) cycle;

3. to facilitate the self-assessment of a public
organisation in order to obtain a diagnosis and a
definition of improvement actions;

4. to act as a bridge across the various models used
in quality management, both in public and private
sectors;

5. tofacilitate bench learning between public sector
organisations.

Organisations that are starting to implement the CAF
have the ambition to grow towards excellence in
their performance and want to introduce a culture of
excellence in the organisation. Effective use of the CAF
should, in time, lead to the further development of this
type of culture and thinking within the organisation.

The CAF Model
— 3. People — — 7.People Results —
6. Citizen/
1. Leadership 2 State.gy& | | 5. Processes - 44 i 9. Key Performance
Planning Results
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[ I Partnerships & | —  Responsibility _—
Resources Results
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INNOVATION AND LEARNING




Struktura deviatich oblasti uréuje hlavné aspekty,
ktoré si vyzaduju pozornost pri akejkolvek analyze
organizacie. Kritérid 1 - 5, ktoré sa zaoberaju
manazérskymi praktikami, sa nazyvaju predpoklady
(predpokladovymi  charakteristikami organizacie).
Urcuju, ¢o organizacia robi a ako pristupuje ku svojim
ulohdm za ucelom dosiahnutia zelanych vysledkov.
V kritéridch 6 - 9 sa meraju vysledky dosiahnuté
vo vztahu k ob¢anom/zakaznikom, zamestnancom,
spolo¢nosti a klu¢ové vysledky vykonnosti prostred-
nictvom merania vnimania a merania vykonnosti.
Kazdé kritérium sa deli na subkritéria. 28 subkritérii
urc¢uje hlavné oblasti, ktoré je potrebné zvazit pri
samohodnoteni organizacie. Tieto sU popisané
prikladmi, ktoré detailnejsie vysvetluju obsah sub-
kritérii a navrhuju mozné oblasti zaujmu s ciefom
objasnit, ako organizécia pIni poziadavky vyjadrené
v subkritériu. Tieto priklady predstavuju mnozstvo
dobrej praxe z celej Eurdpy. Nie vietky uvedené
priklady su relevantné pre kazdu organizaciu,
ale mnoho z nich sa da povazovat za oblasti, ktorym
je potrebné venovat sa pocas samohodnotenia.
Zaclenenie zaverov zo samohodnotenia pred-
pokladovych a vysledkovych kritérii do manazér-
skych praktik predstavuje trvaly cyklus inovacii
a ucenia sa, ktory sprevadza organizécie naich ceste
k vynimocnosti.

Vnutorné suvislosti v rdmci modelu CAF

Holisticky pristup komplexného manazérstva kvality

a modelu CAF znamend nielen to, Ze vietky aspekty

fungovania organizicie sa starostlivo hodnotia, ale i to,

ze vietky prvky, z ktorych sa sklada, sa navzajom
ovplyviuju. Je potrebné rozlisovat medzi:

« vztahom pric¢ina - nasledok; medzi lavou (predpo-
klady - pri¢ina) a pravou castou (vysledky -
nasledok), a

+ holistickym vztahom medzi pri¢inami (predpo-
klady).

Prepojenie medzi lavymi a pravymi ¢&astami
modelu: spociva vo vztahu pricina - nasledok medzi
predpokladmi (pri¢iny) a vysledkami (nasledkami)

Vseobecny uvod

rovnako, ako v spatnej vdzbe od sucasného
k predchadzajucemu. Overenie prepojeni priciny
- nasledku méa pre samohodnotenie zdkladny
vyznam, kde by mala organizdcia vzdy preskiumat
spojitost medzi danym vysledkami (alebo stiborom
rovnorodych vysledkov) a dokazom ziskanym
k relevantnému kritériu a subkritériu na strane
predpokladov. Takuto jednotnost je niekedy zlozité
overit kvoli holistickému charakteru organizacie,
rozli¢né priciny (predpoklady) sa pri tvorbe vysledkov
vzajomne ovplyvnuju. V kazdom pripade je potrebné
preskimat pri samohodnoteni primeranu spatnu
vazbu, od vysledkov objavujucich sa na pravej strane
ku kritéridm na lavej strane.

Prepojenie medzi kritériami a subkritériami na strane
predpokladov: kedZe kvalita vysledkov je do velkej
miery ovplyvnend typom a intenzitou vztahov medzi
predpokladmi, tento charakter vztahu sa musi objasnit
samohodnotenim. V skuto¢nosti sa ich intenzita
v pripade r6znych organizacii velmi lisi a ich povaha
do velkej miery ovplyviiuje kvalitu organizécie.
Vynimoc¢né organizacie su charakteristické napriklad
silnym previazanim medzi kritériom 1 a kritériami
2,3,4 a medzi kritériami 4,5.

Prepojenia samozrejme nie su limitované len Urovriou
kritérii. Casto sa vyznamna previazanost vyskytuje
aj na urovni subkritéria.

8 zakladnych principov vynimoc¢nosti

Ako nastroj komplexného manazérstva kvality sa
model CAF hlasi k principom vynimoc¢nosti pévodne
definovanymi EFQM, prenasa ich do kontextu verej-
ného sektora/modelu CAF a ma za ciel zlepsit na
zdklade tychto principov vykonnost organizacii
verejnej spravy. Principy vytvéraju rozdiel medzi
tradi¢nymi byrokratickymi organizaciami verejnej
spravy a tymi, ktoré su orientované na komplexné
manazérstvo kvality.

The nine-box structure identifies the main aspects
requiring consideration in any organisational analysis.
Criteria 1-5 deal with the managerial practices of an
organisation: the so-called Enablers. These determine
what the organisation does and how it approaches
its tasks to achieve the desired results. In criteria 6-9,
Results achieved in the fields of citizens/customers,
people, social responsibility and key performance
are measured by perception and performance
measurements. Each criterion is further broken down
into a list of sub-criteria. The 28 sub-criteria identify
the main issues that need to be considered when
assessing an organisation. They are illustrated by
examples that explain the content of the sub-criteria
in more detail and suggest possible areas to address,
in order to explore how the administration meets the
requirements expressed in the sub-criterion. These
examples represent a lot of good practices from all
over Europe. Not all of them are relevant for every
organisation, but many can be considered as points
of attention during self-assessment. Integrating the
conclusions from the assessment of the enablers
and results criteria into the managerial practices
constitutes the continuous innovation and learning
cycle that accompanies organisations on their way
towards excellence.

Cross-functions inside the model

The holistic approach of TQM and CAF does not

simply mean that all aspects of the functioning of an

organisation are carefully assessed, but also that all

the composition elements have a reciprocal impact

on each other. A distinction should be made between:

« cause-effect relationship between the left part of
the model (the enablers - causes) and the right
part (the results - effects); and

- the holistic relationship between the causes
(enablers).

Cross-connection between the left and right parts of
the model: consists of the cause-effect relationship
between the enablers (causes) and the results

General Introduction

(effects), as well as the feedback from the latter to
the former. Verification of cause-effect links is of
fundamental importance in self-assessment, where
the organisation should always check for consistency
between a given result (or set of homogeneous
results) and the ‘evidence’ collected on the relevant
criteria and sub-criteria on the enabler side. Such
consistency is sometimes difficult to verify, since
due to the holistic character of the organisation, the
different causes (enablers) interact with each other
when producing results. In any case, the existence of
appropriate feedback from results appearing on the
right-hand side to the appropriate criteria on the left-
hand side should be checked in the assessment.

Cross-connection between criteria and sub-criteria
on the enabler side: since the quality of results is to
a large extent determined by the type and intensity
of the relationships between enablers, this type of
relationship must be explored in self-assessment.
In fact, their intensity varies between different
organisations and their nature determines to a large
extent the quality of the organisation.

Relationships are obviously not limited to the criteria
level; quite often substantial interaction/relationships
materialise at sub-criterion level.

The underlying 8 Principles of Excellence

As a tool of Total Quality Management, CAF subscribes
to the fundamental concepts of excellence as initially
defined by EFQM, translates them to the public sector/
CAF context and aims to improve the performance of
public organisations on the basis of these concepts.
These principles make the difference between the
traditional bureaucratic public organisation and the
one oriented towards Total Quality.
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Orientacia
na vysledky ;
Spolocenska Zamevranle
zodpovednost na’obcarna /
zakaznika
PRINCIPY Vodcovstvo

Rozvoj partnerstiev

VYNIMOCNOSTI a stalost cielov

Trvald inovacia
a zlepsovanie

Rozvoj

Manazérstvo podla
procesov a faktov

zamestnancov
a zapojenie

Princip 1: Orientdcia na vysledky

Organizacia sa zameriava na vysledky. Dosahuju
sa vysledky, ktoré su priaznivé pre vsetky
zainteresované strany (autority, obcanov/zékaz-
nikov, partnerov a zamestnancov pracujucich
v organizécii) vo vztahu k cielom, ktoré boli
stanovené.

Princip 2: Zameranie na obc¢ana /zdkaznika
Organizacia sa zameriava na potreby sucasnych,
ale zaroven aj potencialnych ob¢anov/zakaznikov.
Zapaja ich do vyvoja produktov a sluzieb a zlep-
Sovania svojej vykonnosti.

Princip 3: Vodcovstvo a stalost cielov

Tento princip spaja viziondrske a inspirujuce
vodcovstvo so stélostou cielov v meniacom
sa prostredi. Vodcovia stanovuju jasné poslanie,
rovnako ako viziu a hodnoty. Tiez vytvaraju
a udrzuju vnutorné prostredie, v ktorom mo6zu byt
zamestnanci plne zainteresovani do dosahovania
cielov organizicie.

Princip 4: Manazérstvo podla procesov a faktov
Tento princip vedie organizaciu od perspektivy,
ze zelany vysledok je mozné dosiahnut Ucinnejsie,
ked' su zodpovedajuce zdroje a cinnosti riadené
ako proces a efektivne rozhodnutia su zalozené
na analyze Udajov a informacii.

Princip 5: Rozvoj zamestnancov a zapojenie

Zamestnanci vsetkych Udrovni su podstatou
organizadcie a ich plné zapojenie umoznuje,
aby boli ich schopnosti vyuZité v prospech
organizacie. Vklad zamestnancov by mal byt
maximalizovany prostrednictvom ich rozvoja

a zapojenim a vytvdaranim pracovného prostredia
zdielanych hodn6t a kultury dévery, otvorenosti,
splnomocriovania a ocenovania.

Princip 6: Trvala inovacia a zlepSovanie
Vynimocnost je vyzvou status quo a ovplyviuje
zmenu prostrednictvom trvalého zlepSovania, aby
vytvorila inovéacie a prileZitosti na zlepSovanie.
Preto by malo byt trvalé zlepSovanie stalym
cielom organizicie.

Princip 7: Rozvoj partnerstiev

Organizacie verejného sektora potrebuju ostat-
nych, aby dosahovali svoje ciele a preto by
mali rozvijat a udrzovat partnerstvd s pridanou
hodnotou. Organizécia a jej dodavatelia su
nezavisli a vzdjomne vyhodné vztahy zvysuju
schopnost oboch, vytvarat hodnotu.

Princip 8: Spolocenska zodpovednost
Organizacie verejného sektora musia prijat
svoju spolocensku zodpovednost, res$pektovat
ekologicku udrzatelnost a pokusit sa o splnenie
hlavnych oc¢akdvani a poziadaviek miestnej a glo-
balnej komunity.

Principy vynimocnosti su za¢lenené do Struktury
modelu CAF Model a trvalé zlepSovanie deviatich
kritérii prinesie po case organizaciu na vyssiu
uroven zrelosti. Pre kazdy princip boli vytvorené
Styri Urovne zrelosti, aby mala organizacia
predstavu o svojej ceste k vynimocnosti. Viac
informacii o uvedenych Urovniach je mozné najst
v prirucke Externd spatna vazba modelu CAF
na strane 14.

General Introduction

Results
orientation
Social Citizen/
responsibillty Customer focus
Partnership PRINCIPLESOF _|eaceshe
development EXCELLENCE B E—
Continuous Management
innovation and of processes
improvement People and facts
development and
involvement

Principle 1: Results orientation

The organisation focuses on results. Results are
achieved which please all of the organisation’s
stakeholders (authorities, citizens/customers,
partners and people working in the organisation)
with respect to the targets that have been set.

Principle 2: Citizen/Customer focus

The organisation focuses on the needs of both,
present as well as potential citizens/customers. It
involves themin the development of products and
services and the improvement of its performance.

Principle 3:

Leadership and constancy of purpose

This principle couples visionary and inspirational
leadership with constancy of purpose in a
changing environment. Leaders establish a
clear mission statement, as well as a vision and
values; they also create and maintain the internal
environment in which people can become fully
involved in realising the organisation’s objectives.

Principle 4: Management by processes and facts
This principle guides the organisation from the
perspective that a desired result is achieved more
efficiently when related resources and activities
are managed as a process and effective decisions
are based on the analysis of data and information.

Principle 5:

People development and involvement

People at all levels are the essence of an
organisation and their full involvement enables
their abilities to be used for the organisation’s
benefit. The contribution of employees should
be maximised through their development and

involvement and the creation of a working
environment of shared values and a culture of
trust, openness, empowerment and recognition.

Principle 6: Continuous learning, innovation
and improvement

Excellence is challenging the status quo and
effecting change by continuous learning to create
innovation and improvement opportunities.
Continuous improvement should therefore be a
permanent objective of the organisation.

Principle 7: Partnership development

Public sector organisations need others to achieve
their targets and should therefore develop
and maintain value-adding partnerships. An
organisation and its suppliers are interdependent,
and a mutually beneficial relationship enhances
the ability of both to create value.

Principle 8: Social responsibility

Public sector organisations have to assume
their social responsibility, respect ecological
sustainability and try to meet the major
expectations and requirements of the local and
global community.

These principles of Excellence are integrated into
the structure of the CAF Model and the continuous
improvement of the nine criteria will in time bring
the organisation to a high level of maturity. For
each principle, four levels of maturity have been
worked out so that an organisation can have an
idea of its way forward towards excellence. For
more information on these levels we refer to the
description of the Procedure on CAF External
Feedback (PEF) on page 14.



Spolo¢né hodnoty eurépskeho verejného sektora

Okrem specifickej interpretacie principov vynimoc-
nosti pre verejny sektor, ma manazérstvo vo verejnej
sprave a kvalita vo verejnom sektore v porovnani
so sukromnym sektorom mnozstvo S$pecifickych
charakteristik. Tie vychadzaju zo zakladnych
spolo¢nych eurépskych socialno-politickych
predpokladov, kultury a tradicie verejnej spravy:
zdkonnost (demokraticka, parlamentnd), princip
pravneho S$tatu a etické spravanie, zaloZené
na vieobecnych hodnotdch a principoch ako su
otvorenost, zodpovednost, spoluticast, roznost,
rovnost, socialna spravodlivost, solidarita, spolupraca
a partnerstvd - vietky aspekty, ktoré je potrebné
vziat do Uvahy pocas hodnotenia.

Hoci sa model CAF primdrne zameriava na hodno-
tenie manazérstva vykonnosti a identifikaciu jej
organizacnych pri¢in na realizdciu zlepSovania,
kone¢nym cielom je poskytnutie podpory dobrej
spravy veci verejnych.

Vyznamnost dokazov a merani

Samohodnotenie a zlepSovanie organizacii verejnej
spravy je nerealizovatelné bez spolahlivych infor-
macii vratane roznych funkcii organizacie. Model
CAF povzbudzuje organizicie verejnej spravy,
aby ziskavali a vyuzivali informacie. Velmi casto
sa stava, ze tieto informacie nie su pri prvom
samohodnoteni dostupné. Preto sa model CAF ¢asto
povaZzuje za nulty stupen merania. Stanovuje oblasti,
v ktorych je nevyhnutné zaviest merania. Cim dalej
sa organizacia na ceste trvalého zlepSovania dostane,
tym viac bude systematicky a komplexnejsie
zhromazdovat a riadit informacie interne aj externe.

Spoloény jazyk s pomocou slovnika

Ked' je porovnavany jazyk modelu s manazérskym
jazykom, pre vela organizacii verejného sektora
je tazké ho pochopit. Model CAF vytvéra spolo¢ny
jazyk, ktory umoziiuje zamestnancom a manazérom
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diskutovat o organizacnych zélezitostiach konstruk-
tivnym spésobom. Podporuje dialég a bench
learning medzi organizdciami verejnej spravy na
eurdpskej Urovni prave prostrednictvom spolo¢ného
jazyka, ktory je jednoduchy a zrozumitelny pre
vetkych uradnikov. Na podporu uvedeného a aby
sa vyhlo nedorozumeniam, slovnik na konci priru¢ky
ma pomoct tym, ze poskytne presnejsiu definiciu
hlavnych vyrazov a pojmov.

Co je nové v modeli CAF 2013?

Pouzivatelia predchadzajiucej verzie modelu CAF
nebudd mat problém ndjst si svoju cestu k verzii
2013. Model je zloZzeny z 9 kritérii a 28 subkritérii,
ale niektoré boli preformulované. Tabulka v prilohe
porovnava Strukturu modelu CAF 2006 a modelu
CAF 2013. Hlavné zmeny najdete v kritériu 5, kde boli
dve subkritérid spojené do jedného a bolo vytvo-
rené jedno nové. Vietky priklady boli preskimané
a prispésobené zmendm v Strukture. Slovnik bol
v sulade s tym upraveny. 8 principov vynimoc¢nosti
pre verejny sektor je jasne zadefinovanych a v rdmci
Externej spatnej vazby modelu CAF boli vytvorené
urovne zrelosti.

Ako pouzivat model CAF 2013

Organizacie mézu volne prisposobit implementaciu
modelu svojim $pecifickym potrebam a okolnostiam
kontextu; hoci sa odporuca implementovat struktiru
modelu s deviatimi kritériami a 28 subkritériami,
rovnako ako pouzivanie jedného z panelov bodového
hodnotenia podla ndvodu na implementaciu.

Navod na implementaciu

Pouzivanie modelu CAF Model je pre kazdu
organizaciu proces ucenia sa. Ale zo ziskanych
skusenosti pocas rokov implementacie méze profi-
tovat kazdy novy pouzivatel modelu. 10-krokovy
pldn implementéacie bol vytvoreny, aby pomohol
organizaciam pouzivat ho najefektivnejsSim a naju-
¢innejsim spdésobom zohladnujuc rady narodnych
expertov. modelu CAF. Nasleduja hlavné kroky.
Detailnejsie vysvetlenie najdete v prirucke.

Uloha systému bodového hodnotenia

Jednym z povinnych prvkov modelu CAF je bodové
hodnotenie. Kym najdélezitejSim vystupom samo-
hodnotenia je objavenie silnych strdnok a oblasti
na zlepSovanie, systém bodového hodnotenia
vytvoreny v modeli CAF ma Specificki funkciu,
ale nemal by byt hlavnym zameranim.

Common European public sector values

Besides the specific interpretation of the principles of
excellence for the public sector, public management
and quality in the public sector have a number of
unique conditions in comparison with the private
sector. They presume basic preconditions common
to our European socio-political and administrative
culture: legitimacy (democratic and parliamentary),
the rule of law and ethical behaviour based on
common values, and principles such as openness,
accountability, participation, diversity, equity, social
justice, solidarity, collaboration and partnerships -
all aspects which are to be taken into consideration
during the assessment.

Although CAF primarily focuses on the evaluation
of performance management and the identification
of its organisational causes to make improvement
possible, the ultimate goal is to contribute to good
governance.

Importance of evidence and measurements
Self-assessment and improvement of public
organisations is very difficult without reliable
information concerning the different functions
of the organisation. CAF stimulates public sector
organisations to gather and use information, but
very often this information is not available at a first
self-assessment. This is why CAF is often considered
to be a zero-base measurement. It indicates the areas
where it is essential to start measuring. The more
an administration progresses towards continuous
improvement, the more it will systematically and
progressively collect and manage information, both
internally and externally.

A common language with the support of a glossary
When confronted with a managerial language,
many public sector organisations find it difficult to
understand. CAF creates a common language that
allows staff and managers in an organisation to discuss
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organisational issues together in a constructive way.
It promotes the dialogue and the bench learning
among public administrations at European level
through this common language, which is simple and
understandable to all civil servants. To support this
and to avoid misunderstanding, the glossary at the
end of the brochure is there to assist by providing
a more precise definition of the main terms and
concepts.

What'’s new in the CAF 2013?

Users of previous CAF versions will not find it too
difficult to find their way around the 2013 version.
The model is still composed of 9 criteria and 28 sub-
criteria, but some have been reformulated. A table in
attachment compares the structure of the CAF 2006
and CAF 2013 models. The major changes are to be
found in criterion 5, where two sub-criteria have
been merged and a new one has been created. All
the examples have been reviewed and adapted to
the changes in the structure. The glossary has been
updated accordingly. The 8 Principles of Excellence
for the public sector are now clearly defined and
the maturity levels worked out in the context of the
Procedure on External Feedback.

How to use the CAF 2013 Model

Organisations are free to adapt the implementation
of the model to their specific needs and contextual
circumstances; however, the structure of the model,
with the 9 criteria and the 28 sub-criteria, as well as
the use of one of the assessment panels is strongly
recommended as it is to implement the process
following the given guidelines.

The guidelines for implementation

Using the CAF Model is a learning process for each
organisation. However, the lessons learned over
several years of implementation can profit every new
user. A 10-step implementation plan was therefore
developed to help organisations use it in the most
efficient and effective way, reflecting the advice of
the CAF national experts. What follows are the main
points. A more detailed explanation can be found in
the brochure.

Role of the scoring system

Whilst the discovery of strengths and areas
for improvement and the linked improvement
actions are the most important outputs of the self-
assessment, the scoring system developed in CAF
has a specific function but should not be the main
focus.
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10 KROKOV, AKO ZLEPSOVAT ORGANIZACIE VEREJNEJ SPRAVY PROSTREDNICTVOM MODELU CAF

TEN STEPS TO IMPROVE ORGANISATIONS WITH CAF

FAZA 1 - ZACIATOK CESTY S MODELOM CAF PHASE 1: THE START OF THE CAF JOURNEY

Krok 1: Krok 2: Step 1 Step 2
Rozhodnite sa, ako budete planovat Komunikujte Decide how to organise and Communicate the

a organizovat samohodnotenie o samohodnoteni plan the self-assessment self-assessment project

FAZA 2 - PROCES SAMOHODNOTENIA PHASE 2: SELF-ASSESSMENT PROCESS

Krok 3: Krok 4: Krok 5: Krok 6: Step 3 Step 4 Step 5 Step 6
Vytvorte jeden alebo viaceré Zorganizujte Vykonajte

NapisSte samohodnotiacu Compose one or more Organise Undertake the Draw up a report describing

the results of self-assessment

samohodnotiace timy — CAF timy Skolenie

samohodnotenie spravu

self-assessment groups

training self-assessment

FAZA 3 - PLAN ZLEPSOVANIA (AKCNY PLAN ZLEPSOVANIA CAF) / URCENIE PRIORIT

Krok 7: Krok 8:
Zostavte plan Komunikujte

zlepsovania o plane zlepsovania

Krok 9: Krok 10:
Realizujte/implementujte Naplanujte dalsie
plan zlepsovania samohodnotenie

PHASE 3: IMPROVEMENT PLAN/PRIORITISATION

Step 7 Draft an improvement Step 8
plan, based on the accepted
self-assessment report

Communicate the
improvement plan

Step 9 Step 10
Implement the Plan next

improvement plan self-assessment

Pridelenie bodového hodnotenia kazdému subkritériu

a kritériu modelu CAF ma tieto Styri ciele:

1. poskytnut namet pre nasmerovanie zlepsovacich
aktivit;

2. merat vlastny pokrok;

3. urcit najlepsiu prax identifikovanu vysokym bodo-
vym hodnotenim predpokladov a vysledkov;

4. napomoct pri hladani relevantnych partnerov,
od ktorych sa bude organizacia ucit.

Ponuknuté su dva systémy bodového hodnotenia.
+Klasické bodové hodnotenie” a ,bodové hodnotenie
pre pokrocilych!” BlizSie informacie su uvedené
v kapitole Bodové hodnotenie a panely hodnotenia.

Ako ziskat podporu pri pouzivanie modelu CAF 2013

Informacie a technicka pomoc

Na zdklade rozhodnutia generdlnych riaditelov
zodpovednych za verejnu spravu bola v roku 2001
vytvorena siet narodnych koreSpondentov modelu
CAF, rovnako ako Informacné centrum modelu
CAF. V skutoc¢nosti je prave tato siet zodpovedna
za vytvorena a nasledny rozvoj modelu na eurdpskej
urovni. Pravidelne sa diskutuju nové nastroje a straté-
gie rozsirovania modelu CAF. Organizuje eurépske
podujatia pouzivatelov modelu CAF takmer kazdé dva

roky, pocas ktorych sa diskutuje dobrd prax a vymienaju
napady.

V ¢lenskych krajinach rozvijaju narodni koreSpondenti
vhodné iniciativy pre motivaciu a podporu pouzivania
modelu CAF vo svojich krajinach. Aktivity sa odlisuju
vytvorenim od ndarodnych informacnych centier az
po webové stranky — od narodnych k regiondlnych
projektov alebo programov, k ndrodnym cenam alebo
konferencidm kvality zalozenym na modeli.

Informac¢né centrum modelu CAF (CAF RC) pri
Eurépskom institute pre verejnu spravu (EIPA)
v Maastrichte koordinuje siet a spravuje webovu
stranku CAF www.eipa.eu/caf.

Webova stranka CAF je odrazovym bodom na ziskanie
vsetkych dostupnych informacii o modeli CAF,
na registraciu pouzivatelov modelu CAF a ziskanie
informacii o pouzivateloch modelu CAF, alebo na pou-
zZitie e-nastroja modelu CAF - elektronického nastroja,
ktory podporuje proces samohodnotenia. Napriklad
tu mozete najst 22 jazykovych verzii modelu CAF,
informacie o narodnych kore$pondentov modelu
CAF, v3etky relevantné publikacie o modeli, podujatia,
ktoré sa organizuju na narodnej a eurdpskej urovni,
oznamenia o Skoleniach organizovanych EIPA o mo-
deli CAF a suvisiace zalezitosti TQM.

Allocating a score to each sub-criterion and criterion

of the CAF model has four main aims:

1. to give an indication of the direction to follow for
improvement activities;

2. to measure your own progress;

3. to identify good practices as indicated by high
scoring for Enablers and Results;

4. to help the organisation to find valid partners to
learn from.

Two ways of scoring are proposed. The ‘classical
CAF scoring’ and the ‘fine-tuned CAF scoring’. More
information is given in the chapter on scoring.

How to get support in using CAF 2013

Information and technical assistance

In 2001, a network of national CAF correspondents, as
well as a CAF Resource Centre (CAF RC) were created
following the decision of the Directors-General
in charge of public service. In fact, this network is
responsible at European level for the development
and follow up of the model. It periodically discusses
new tools and strategies for the dissemination of
the CAF. It organises a European CAF Users Event
almost every two years, in which users discuss good
practices and exchange ideas.

In the Member States, the national correspondents
develop appropriate initiatives to stimulate and
support the use of the model in their countries.
Activities vary from the creation of national resource
centres to dedicated websites — from national or
regional projects or programmes, to national awards
or quality conferences based on the model.

The CAF Resource Centre (CAF RC), at the European
Institute of Public Administration (EIPA) in Maastricht
(NL) is in charge of the coordination of the network
and manages the CAF website www.eipa.eu/caf.

The CAF website is the starting and access point for
finding all relevant information about the CAF, for
registering as a CAF user and finding information on
CAF users, or for using the CAF e-Tool — an electronic
instrument that supports the self-assessment
process. For example, you can also find: the 22
language versions of the CAF Model, information
on the national CAF correspondents, all relevant
publications on the model, events that are organised
at national and European level, announcements of
training delivered by EIPA on CAF, and the related
TQM issues.



Externa spatna vazba modelu CAF

Aby sa umoznilo organizacidam implementujicim
model CAF vidiet vysledky svojho Usilia a ziskavat
spatnu vazbu, poskytuje model CAF Externu spatnu
vazbu, ktora poskytuje spatnu vazbu o zavadzani
komplexného manazérstva kvality s modelom CAF.
Proces spatnej vazby — aplikovatelny na dobrovolnej
baze s cielom dalej podporit pouzivatelov modelu
CAF na ich ceste ku kvalite, zviditelnit ich Uusilie
interne aj externe. Suvisi to nielen s procesom
samohodnotenia, ale tieZ s cestou potom, ktoru si
organizacia vybrala, aby ziskala vynimo¢nost na dlhé
obdobie a bola zaloZena na principoch vynimoc¢nosti.

Cielom Externej spatnej vazby modelu CAF je dosiah-

nut nasledovné ciele:

1. Podporit kvalitu implementacie modelu CAF
a jeho dopadu na organizaciu.

2. Zistit, ¢i organizacia zavddza hodnoty TQM ako
vysledok implementécie modelu CAF.

3. Podporit a ozivit entuziazmus pre trvalé zlep-
Sovanie v organizacii.

4. Propagovat hodnotenie kolegami a bench
learning.

5. Ocenenie organizdcii, ktoré zacali svoju cestu
trvalého zlep3ovania, aby dosiahli vynimoc¢nost
efektivnym sp6sobom bez posudzovania toho,
aku uroven vynimocnosti dosiahli.

6. Podporovat zapdjanie pouzivatelov modelu
CAF do urovni vynimocnosti Eurépskej nadacie
pre manazérstvo kvality

Vseobecny uvod

Je zalozena na troch pilieroch
Pilier 1: Proces samohodnotenia
Pilier 2: Proces zlepSovania

Pilier 3: Zrelost TQM v organizacii

Organizacie, ktoré implementovali model CAF
efektivne, moézu ziskat eurdpsky titul ‘Efektivny
pouzivatel modelu CAF, ktory je platny dva roky.
Externd spatna vazba modelu CAF udelovanie titulu
Efektivny pouzivatel modelu CAF je zodpoved-
nostou kazdého ¢lenského $tatu. Vytvaraju praktické
postupy zaloZzené na spolo¢nom ramci, ale svojim
vlastnym tempom. Organizacie, ktoré chcu poziadat
o udelenie titulu, by sa mali vopred informovat
o existujucich moznostiach v danej krajine.

Viac informacii najdete na webovej stranke CAF:

www.eipa.eu/CAF

The CAF External Feedback Procedure

To enable public sector organisations applying
CAF to see the results of their efforts and to obtain
feedback, the CAF offers an External Feedback
Procedure which provides external feedback on
the introduction of total quality management with
CAF. This feedback procedure - to be applied on a
voluntary basis — aims to further support CAF users
in their journey towards quality, making their efforts
visible, both internally and externally. It relates not
only to the self-assessment process, but also to the
way forward chosen by organisations in order to
attain excellence in the long run, and is based upon
the principles of excellence.

The CAF External Feedback aims to achieve the

following objectives:

1. Support the quality of the CAF implementation
and its impact on the organisation.

2. Find out if the organisation is installing TQM
values as the result of the CAF application.

3. Support and renew enthusiasm in the
organisation for continuous improvement.

4. Promote peer review and bench learning.

5. Reward organisations that have started the
journey towards continuous improvement to
achieve excellence in an effective way, without
judging their obtained level of excellence.

6. Facilitate the participation of CAF users in the
EFQM Levels of Excellence.

General Introduction

It is built upon the following three pillars:
Pillar 1: The process of self-assessment.

Pillar 2: The process of improvement actions.
Pillar 3: The TQM maturity of the organisation.

Organisations that have used CAF in an effective way
can be awarded the European ‘Effective CAF User’
label, which is valid for two years. The CAF External
Feedback Procedure and the CAF Effective User
Label are under the responsibility of the Member
States. They create the practical modalities based
on a commonly agreed framework, but at their own
rhythm. Organisations who wish to apply for the CAF
label should inform themselves beforehand about
the existing possibilities in their country.

More information is available on the CAF website:

www.eipa.eu/CAF



Kritéria predpokladov

Kritérié 1 - 5 sa zaoberaju manazérskymi praktikami a nazyvaju
LPredpoklady”. Urcuju, ¢o organiz£ robi a ako pristupuje
k vlastnym uloham, ktoré vedu k dosiahnutiu Zelanych vysledkov.

/ Hodnotenie cinnosti tykajucich sa predpokladov by malo byt

zalozené na paneli hodnotenia predpokladov (pozri Bodové
hodnotenie a panely hodnotenia).

|
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Enablers Criteria

Criteria 1-5 deal with the managerial practices of an organisation,
the so-called ‘Enablers. These determine what the organisation
doe& d how it approaches its tasks to acﬁleve the desired results.
The assessment of actions relating to the Enablers should be based
on the Enablers Panel (see CAF Scoring and Assessment Panels).







Kritérium 1:Vodcovstvo Criterion 1: Leadership
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V réznych oblastiach politik v typickom demokratickom systéme
robia voleni politici strategické rozhodnutia a stanovuju ciele, ktoré
chcu dosiahnut. Vodcovstvo organizacii verejnej spravy pomaha
politickym predstavitelom pri formulovani verejnych politik tym,
Zze im poskytuju radu zalozenu na zdaklade vlastnej skusenosti
v prislusnej oblasti. Tiez je zodpovedné za implementaciu a realizaciu
verejnych politik. Model CAF jasne rozliSuje medzi ulohou politického
vodcovstva a vodcami/manazérmi organizacii verejnej spravy, zatial
¢o zdoraznuje dobru spolupracu medzi oboma stranami s cieflom
dosiahnut vysledky politik.

Kritérium 1 sa zameriava na spravanie ludi vo vedeni organizacie:
vodcovstvo. Ich praca je komplexna. Ako dobri vodcovia maju
vytvarat jasny a jednotny ciel organizacie. Ako manazéri vytvaraju
prostredie, v ktorom organizacia a jej zamestnanci mézu vyniknut
a zabezpecuju fungovanie vhodnych riadiacich mechanizmov.
Ako sprostredkovatelia podporuju zamestnancov v ich organizacii
a zabezpeluju efektivne vztahy so vsetkymi zainteresovanymi
stranami, zvlast s politickou hierarchiou.

_..-‘

In a representative democratic system, elected politicians make
the strategic choices and define the goals they want to achieve in
different policy areas. The leadership of public sector organisations
assists political authorities in formulating public policies by giving
advice based on its expertise in the field. It is responsible for the
implementation and realisation of the public policies. CAF makes
a clear distinction between the role of the political leadership and
that of the leaders/managers of the public organisations, whilst
emphasising the importance of good collaboration between both
actors in order to achieve the policy results.

Criterion 1 focuses on the behaviour of the people in charge of
the organisation: the leadership. Their job is complex. As good
leaders, they should create clarity and unity of purpose for the
organisation. As managers, they establish an environment in which
the organisation and its people can excel, and they ensure the
functioning of an appropriate steering mechanism. As facilitators
they support the people in their organisation and assure effective
relationships with all stakeholders, in particular with the political
hierarchy.
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Assessment

Consider what the organisation’s leadership is doing to...

Hodnotenie

Posudte, o robi vodcovstvo organizacie, aby:

Subkritérium 1.1

Poskytlo organizacii smer rozvojom poslania, vizie a hodnot

Vodcovstvo zabezpecuje, Ze organizacia je ria-
denad jasnym poslanim, viziou a zikladnymi
hodnotami. To znamend, Ze rozvijaju poslanie
(preco sme tu/na ¢o sme splnomocneni), vizia
(kam chceme ist/ aké st nase ambicie) a hodnoty
(ako riadia vlastné spravanie), ktoré sa pozaduju
pre dlhodoby Uspech organizacie. Komunikuju
ich azabezpecujuich realizaciu. Kazda organizacia
verejnej spravy potrebuje hodnoty, ktoré
vytvaraju ramec pre vsetky cinnosti organizacie
- hodnoty v sulade s vlastnym poslanim a viziou.
Ale naviac je potrebné venovat zvlastnu pozor-
nost hodnotam, ktoré maju Specificky vyznam
Vv organizaciach verejnej spravy. ESte viac nez
sukromné spoloc¢nosti, ktoré zavisia od pravidiel
trhovej ekonomiky, organizacie verejnej spravy
musia aktivne zastavat hodnoty ako su demo-
kracia, zakonné pravidld, zameranie na obcana,
roznost a rodova rovnost, spravodlivé pracovné
prostredie, prevencia voci zakorenenej korupcii,
spolocenska zodpovednost a antidiskriminacia:
hodnoty, ktoré su v rovnakom case vzorom pre
celu spoloc¢nost. Vodcovstvo vytvéra podmienky
na spojenie vsetkych tychto hodnot.

Priklady:
1. Formulacia a rozvijanie poslania a vizie

organizacie so vsetkymi zainteresovanymi
stranami a zamestnancami.
2. Zavedenie hodnotového systému v sulade

Subkritérium 1.2

s poslanim a viziou organizicie a pritom
reSpektujuc vseobecné hodnotové ramce
verejnej spravy.

3. Zabezpecenie Sirsej komunikacie o poslani,
vizii, strategickych a operativnych cieloch
so vsetkymi zamestnancami v organizacii
a inymi zainteresovanymi stranami.

4. Pravidelné preskimavanie poslania, vizii
a hodnot zohladnujuc zmeny vonkajsieho
prostredia (napr. politické, ekonomické,
spolocensko-kulturne, technologické, ana-
lyza PEST a demografické prostredie).

5. Rozvijanie manazérskeho systému, ktory
predchadza neetickému spravaniu sa, ale
tiez podporuje pracovnikov/zamestnancov
v rieSeni etickych dilem, ktoré sa objavuju,
ked' sa r6zne hodnoty organizacie dostavaju
do konfliktu.

6. Manazérstvo prevencie korupcie identifi-
kaciou potencidlnych oblasti konfliktov
zaujmov a poskytnutim ndvodu pre zamest-
nancov, ako v takychto situaciach konat.

7. Posilnovanie vzajomnej dovery, lojalnosti
a reSpektu medzi vodcami/ manazérmi/
zamestnancami  (napr.  monitorovanim
trvalosti poslania, vizie a hodnét a prehod-
nocovanim a odporu¢anim noriem dobrého
vodcovstva).

Pridelte bodové hodnotenie podla Panelu

predpokladov

Manazovalo organizaciu, jej vykonnost a trvalé zlepSovanie

Vodcovia vytvaraju, implementuji a monitoruju
systém manazérstva organizacie. Vhodna organi-
zacna Struktdra s jasnymi zodpovednostami
zamestnancov na vietkych urovniach; rovnako
ako definované manazérstvo, podporné a hlavné
procesy mali by garantovat efektivnu realizaciu
stratégie organizécie s ohladom na vystupy
a dosledky. Manazérstvo vykonnosti sa zaklada

na definovani meratelnych cielov zohladnujic
vystupy a doésledky cinnosti organizacie.
Vykonnost integrovanych systémov manazér-
stva kombinuje vystupy a désledky so zdrojmi,
aby sa predpokladalo riadenie na ziklade
racionalnych doékazov. To zahfha pravidelné
preskiimavanie vykonnosti a désledkov.

Sub-criterion 1.1

Provide direction for the organisation by developing its mission, vision and values

The leadership ensures that the organisation is
driven by a clear mission, vision and core values.
This means that they develop the mission (why
do we exist/what is our mandate?), the vision
(where do we want to go/what is our ambition?)
and the values (what steers our behaviour?)
required for the organisation’s long-term
success. They communicate them and ensure
their realisation. Every public organisation needs
values that build the framework for all activities of
the organisation — values in line with its mission
and vision. But in addition, particular attention
has to be paid to the values which are of special
importance in a public sector organisation. Even
more so than private companies which depend
on the rules of the market economy, public
sector organisations actively have to uphold
values such as democracy, rule of law, citizen
focus, diversity and gender equity, fair working
environment, embedded corruption prevention,
social responsibility and anti-discrimination:
values that at the same time provide a role model
for the whole of society. Leadership creates the
conditions to embody these values.

Examples
1. Formulating and developing the mission and

the vision of the organisation, involving
relevant stakeholders and employees.

Sub-criterion 1.2

2. Establishing a value framework aligned with
the mission and vision of the organisation,
respecting the general public sector value
framework.

3. Ensuring the wider communication of the
mission, vision, values, strategic and
operational objectives to all employees in
the organisation and to other stakeholders.

4. Periodically reviewing the mission, vision
and values, reflecting changes in the external
environment (e.g. political, economical,
socio-cultural, technological (PEST analysis)
and demographic environment).

5. Developing a management system that
prevents unethical behaviour, but also
supports staff in dealing with ethical
dilemmas that appear when different values
of the organisation are in conflict.

6. Managing prevention of corruption by
identifying potential areas of conflict of
interest and providing guidelines for
employees on how to deal with them.

7. Strengthening mutual trust, loyalty and
respect between leaders/managers/
employees (e.g. by monitoring the continuity
of the mission, vision and values and by
re-evaluating and recommending norms of
good leadership).

[Award a score using the Enablers Panel]

Manage the organisation, its performance and its continuous improvement

Leaders develop, implement, and monitor
the organisation’s management system. An
appropriate  organisational structure with
clear responsibilities for all levels of staff, as
well as defined management, support and
core processes, should guarantee the efficient
realisation of the organisation’s strategy for
outputs and outcomes.

The performance management is based on
defined measurable targets reflecting outputs
and outcomes of the organisation’s activities.
Integrated performance management systems
combine outputs and outcomes with resources
to enable guidance based on rational evidence.
It allows regular reviewing of performance and
results.



Kritérid predpokladov >> Kritérium 1: Vodcovstvo

Vodcovia zodpovedaju za zlepSovanie vykon-
nosti. Pripravuju organizaciu na budicnost
organizovanim zmien nevyhnutnych pre plnenie
ich poslania. Inicializdcia procesu trvalého
zlepsovania je klucovym cielom manazérstva
kvality. Vodcovia zakladaju podstatu trvalého
zlepsovania zabezpecenim otvorenej kultury

pre inovacie a ucenie sa.

Priklady:
1. Definovanie vhodnych  manazérskych

struktur (Urovne, funkcie, zodpovednosti
a kompetencie/pravomoci) a zabezpecenie
systému na manazérstvo procesov a part-
nerstiev v sulade so stratégiou, planovanim,
potrebami a o¢akavaniami zainteresovanych
stran.

2. ldentifikovanie a stanovovanie priorit pre
potrebné zmeny tykajuce sa Struktury,
vykonnosti a manazérstva organizacie.

3. Definovanie meratelnych cielov vystupov
a vysledkov pre vsetky urovne a oblasti
organizacie, hladajuc rovnovdhu medzi
potrebami a ocakavaniami réznych zainte-
resovanych stran v sulade s rozlicnymi
potrebami zakaznikov (napr. tradi¢nost
pohlavi, réznost).

4. Rozvoj manazérskeho informacného systé-
mu na zaklade vstupov z manazérstva rizik

Subkritérium 1.3

a internych riadiacich systémov a stéleho
monitorovania dosahovania strategickych
a operativnych cielov organizacie (napr.
Ballanced Scorecard).

5. Aplikacia principov komplexného manazér-
stva kvality (TQM) a zavedenie systémov
manazérstva kvality/certifikacie, ako s model
CAF alebo model vynimocnosti EFQM alebo
ISO 9001.

6. Formuldcia a prispésobovanie stratégie
e-governmentu strategickym a operativnym
cielom organizacie.

7. Vytvorenie vhodnych podmienok pre pro-
jektové a procesné manazérstvo a timovu
pracu.

8. Vytvaranie podmienok pre efektivnu internu
a externu spolupracu, chapajuc komunikaciu
ako jeden 2z najdolezitejsich kritickych
faktorov Uspechu organizacie.

9. Preukdzanie zavazku vodcov k trvalému
organizacnému zlepsovaniu a inovacii tym,
ze propaguju kultdru inovdcii, rovnako,
ako trvalé zlepSovanie a tak povzbudzuju
zamestnancov k spdtnej vazbe.

10. Komunikovanie dévodov iniciativ. zmeny
a ich ocakavanych efektov so zamestnancami
a relevantnymi zainteresovanymi stranami.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Motivovalo a podporovalo zamestnancov v organizacii a posobilo ako vzor spravania sa

Svojim osobnym spravanim a manazérstvom
[udskych zdrojov, motivuju a podporuju vodcovia
svojich zamestnancov. Posobenim v Ulohe
vzorov, odzrkadluji vodcovia uréené ciele
a hodnoty, povzbudzujic zamestnancov, aby
konali rovnakym spésobom. Vodcovia podporuju
svojich zamestnancov v tom, aby dosiahli
svoje ciele splnenim vlastnych povinnosti.
Transparentny Styl vodcovstva zalozeny na vzé-
jomnej spatnej vazbe, doévera a otvorend
komunikacia motivuje zamestnancov, aby pris-
pievali k uspechu organizacie. Okrem tychto
prikladov osobného sprévania sa mozeme vo
vodcovstve asystéme manazérstva ndjst ustredné
faktory motivacie a podpory zamestnancov.
Delegovanie pravomociazodpovednosti, vratane
zodpovedania sa, je hlavny manazérsky zaklad
pre motivovanych zamestnancov. Prilezitosti pre
osobny rozvoj a ucenie sa a tiez systémy uznania
a ocenovania su rovnako motivacné faktory.

Priklady:
1. Vedenie pomocou prikladov, a tym osobné

posobenie v sulade so stanovenymi cielmi
a hodnotami.

2. Podporovanie vzajomnej dovery a redpektu
medzi vodcami a zamestnancami prostred-
nictvom proaktivnych opatreni na zvladanie
akejkolvek diskriminacie.

3. Pravidelné informovanie zamestnancov
a konzultacie o klucovych otdzkach tyka-
jucich sa organizacie.

4. Podporovanie zamestnancov pri vykonavani
ich povinnosti, planov a plneni cielov na
podporu dosiahnutia celkovych cielov
organizacie.

5. Poskytovanie spdtnej vazby vsetkym
zamestnancom, aby sa zlepsila vykonnost
timov a jednotlivcov.

6. Stimulovanie, povzbudzovanie a splnomoc-
novanie zamestnancov prostrednictvom

Enablers Criteria >> Criterion 1: Leadership

Leaders are responsible for improving
performance. They prepare for the future by
organising the changes necessary to deliver
its mission. The initiation of a continuous
improvement process is a core target of quality
management. Leaders set the ground for
continuous improvement by ensuring an open
culture for innovation and learning.

Examples
1. Defining appropriate managerial structures

(levels, functions, responsibilities and
competencies) and ensuring a system
for managing processes and partnerships in
accordance with strategy, planning and
needs and expectations of stakeholders.

2. Identifying and setting priorities for
necessary changes regarding the structure,
the performance and the management of
the organisation.

3. Defining measurable output and outcome
targets for all levels and areas of the
organisation, balancing the needs and
expectations of different stakeholders in
accordance with customers’ differentiated
needs (e.g. gender mainstreaming, diversity).

Sub-criterion 1.3

4. Developing a management information
system with input from the risk management
and internal control system and the
permanent monitoring of the organisation’s
achievement of strategic and operational
goals (e.g. Balanced Scorecard).

5. Applying the principles of TQM and installing
systems of quality management/certification
such as CAF or EFQM or ISO 9001.

6. Formulating and aligning the e-Government
strategy with the strategic and operational
objectives of the organisation.

7. Creating appropriate conditions for process
and project management and teamwork.

8. Creating conditions for effective internal and
external communication, with communication
being one of the most important critical
success factors of an organisation.

9. Demonstrating leaders’ commitment to con-
tinuous organisational improvement and
innovation through the promotion of a cul-
ture of innovation, as well as continuous
improvement thereby encouraging feed-
back from employees.

10. Communicating the reasons for change
initiatives and their expected effects to
employees and relevant stakeholders.

[Award a score using the Enablers Panel]

Motivate and support people in the organisation and act as a role model

Through their personal behaviour and their
human resource management, leaders motivate
and support the employees. Acting as role
models, the leaders reflect the established
objectives and values, encouraging employees
to act in the same way. Employees are supported
by the leaders to reach their targets by carrying
out their duties. A transparent style of leadership
based on mutual feedback, trust and open
communication motivates people to contribute
to the organisation’s success. Besides these
issues of personal behaviour, central factors for
motivation and support of employees can also
be found in the organisation’s leadership and
management system. Delegation of competences
and responsibilities, including accountability, is
the main managerial basis for motivated people.
Opportunities for personal development and
learning as well as recognition and rewarding
systems are also motivating factors.

Examples
1. Leading by example, thus personally acting

in accordance with established objectives
and values.

2. Promoting a culture of mutual trust and
respect between leaders and employees
with proactive measures to counter any kind
of discrimination.

3. Informing and consulting employees
regularly on key issues related to the
organisation.

4. Supporting employees in carrying out their
duties, plans and objectives to enhance
the achievement of overall organisational
objectives.

5. Providing feedback to all employees
to improve the performance of teams and
individuals.

6. Stimulating, encouraging and empowering
the employees through the delegation of



Subkritérium 1.3

Kritérid predpokladov >> Kritérium 1: Vodcovstvo

Motivovalo a podporovalo zamestnancov v organizacii a posobilo ako vzor spravania sa (pokracovanie)

poverovania, zodpovednosti a pravomoci
vratane zodpovedania sa.

7. Propagovanie kultury ucenia sa a stimulo-
vania zamestnancov, aby rozvijali svoje
kompetentnosti.

8. Preukdzanie osobnej ochoty vodcov/
manazérov zaoberat sa odporucaniami/
navrhmi zamestnancov tym, Ze reaguju na

Subkritérium 1.4

o.

10.

konstruktivnu spatnu vazbu.

Uzndvanie a odmenovanie Usilia timov
a jednotlivcov.

ReSpektovanie a venovanie sa individualnym
potrebam a osobnym zélezitostiam zamest-
nancov.

Pridelte bodové hodnotenie podla Panelu
predpokladov

Manazovalo efektivne vztahy s politickymi predstavitelmi a ostatnymi zainteresovanymi stranami

Vodcovia zodpovedaju za manazérstvo vztahov
so vsetkymi relevantnymi zainteresovanymi
stranami, ktoré maju zaujem na organizicii
alebo jej cinnostiach. Potom veduci manazéri
verejnej spravy zameriavaju dialég s politickymi
predstavitelmi a ostatnymi zainteresovanymi
stranami. Vo verejnej sprave vodcovstvo
je prepojené medzi organizaciou a politickymi
predstavitelmi. Toto subkritérium opisuje jeden
z hlavnych rozdielov medzi verejnou spravou
a sukromnymi organizaciami. Organizacie verej-
ného sektora sa maju zamerat na vztahy
s politickymi predstavitelmi z roznych perspektiv.
Na jednej strane jednotlivi politici mézu mat
vodcovsku funkciu a ako taki - spolo¢ne
s vodcami organizécie - formuluju ciele.V tomto
pripade organizacie verejnej spravy funguju ako
manazérske organy politickych predstavitelov.
Na druhej strane politicki predstavitelia sa m6zu
objavit ako $pecificka skupina zainteresovanych
stran, aby s nimi posobila.

Priklady:
1. Vytvorenie analyzy zainteresovanych stran,

definovanim ich hlavnych aktudlnych/
sucasnych a buducich potrieb, a zdielanim
tychto zisteni s organizaciou.

2. Podpora verejnym autoritdm pri definovani
verejnych politik tykajucich sa organizécie.

10.

Identifikacia a zaclenenie relevantnych verej-
nych politik.

Zabezpecenie, aby ciele a Ulohy pre vystupy
avysledkyorganizécie bolivsuladesverejnymi
politikami a politickymi rozhodnutiami
a uzatvaranie dohdd s politickymi autoritami
o suvisiacich potrebnych zdrojoch.

Zapojenie politickych a inych zainteresova-
nych strdn do rozvoja systému manazérstva
organizacie.

Udrziavanie proaktivnych a pravidelnych
vztahov s politickymi zastupcami prislusnych
vykonnych a legislativnych oblasti.
Rozvijanie a udrZovanie partnerstiev a kon-
taktov s d6lezitymi zainteresovanymi stranami
(obcania, mimovladne organizacie (NGO),
zaujmové skupiny a profesijné zdruzenia,
priemysel a ini verejni zastupcovia).
Zucastnovanie sa na cinnosti profesijnych
zdruzeni, zastupitelskych organizacii a zauj-
movych skupin.

Budovanie a zvysSovanie verejného pove-
domia, reputacie a uznania organizacie a jej
sluzieb.

Rozvijanie produktovo a na sluzbu orien-
tovanej koncepcie marketingu zameranej
na zainteresované strany.

Pridelte bodové hodnotenie podla Panelu
predpokladov

Sub-criterion 1.3

Enablers Criteria >> Criterion 1: Leadership

Motivate and support people in the organisation and act as a role model [continued]

authority, responsibilities and competencies,
including accountability.

7. Promoting alearning culture and stimulating
employees to develop their competences.

8. Demonstrating personal willingness of lead-
ers/managers to welcome recommenda-
tions/proposals from employees by reacting
to constructive feedback.

Sub-criterion 1.4

9. Recognising and rewarding the efforts of
teams and individuals.

10. Respecting and addressing individual needs
and personal circumstances of employees.

[Award a score using the Enablers Panel]

Manage effective relations with political authorities and other stakeholders

Leaders are responsible for managing
relationships with all relevant stakeholders
who have an interest in the organisation or its
activities. Therefore, the public managers lead
a focused dialogue with political authorities
and the other stakeholders. In the public
sector, leadership is the interface between
the organisation and the political authorities.
This sub-criterion describes one of the main
differences between public sector and private
organisations. Public sector organisations have
to focus on relations with political authorities
from different perspectives. On the one hand,
individual politicians can have a leadership
function as they - together with the public
sector organisation leaders - formulate targets.
In this way, public sector organisations act as
managing bodies of the political authorities. On
the other hand, political authorities can occur as
a specific group of stakeholders to be dealt with.

Examples

1. Developing a stakeholders’analysis, defining
their major actual and future needs, and
sharing these findings with the organisation.

2. Assisting the political authorities in defining
the public policies related to the organisation.

3. Identifying and incorporating the public
policies relevant to the organisation.

4. Ensuring that objectives and goals on output
and outcome of the organisation are aligned
with the public policies and political
decisions, and concluding agreements with
the political authorities on the related
resources required.

5. Involving political and other stakeholders
in the development of the organisation’s
management system.

6. Maintaining proactive and regular rela-
tions with the political authorities from the
appropriate executive and legislative areas.

7. Developing and maintaining partnerships
and networks with important stakeholders
(citizens, Non-Government Organisations
(NGOs), interest groups and professional
associations, industry, other public authorities,
etc.).

8. Taking part in the activities of professional
associations, representative organisations
and interest groups.

9. Building and raising the public awareness,
reputation and recognition of the
organisation and its services.

10. Developing a product and service targeted
concept of marketing that focuses on the
stakeholders.

[Award a score using the Enablers Panel]



Kritérium 2: Stratégia a planovanie

Subkritérium 2.1

Zhromazdovanie informacii
tykajucich sa sucasnych a buducich
potrieb zainteresovanych strén,
rovnako ako relevantnych
manazérskych informacii.

Subkritérium 2.2

Rozvoj stratégie a planovania,
bertc do uvahy zhromazdené
informacie.

Subkritérium 2.3

Komunikdcia a zavadzanie stratégie
a planovania v celej organizacii

a pravidelné preskimavanie.

Subkritérium 2.4
Planovanie, zavadzanie
a preskiimavanie inovécie a zmeny.

Implementacia poslania a vizie organizacie verejnej spravy vyzaduje
definiciu ,sp6sobu napredovania”, ktory chce organizacia dodrziavat,
stanovenie cielov, ktoré potrebuje dosiahnut a spdsob, ktorym chce
merat pokrok. To si vyzaduje jasnu stratégiu. UrCenie strategickych
cielov zahiffia vyber, urcenie priorit zalozenych na verejnych
politikach a cieloch a potrebach inych zainteresovanych stran, beruc
do uvahy dostupné zdroje. Stratégia definuje vystupy (produkty
a sluzby) a vysledky (dopad), ktoré chce dosiahnut, naproti tomu
zvazuje kritické faktory uspechu.

Stratégia potrebuje, aby bola prevedena do planov, programoy,
operativnych cielova meratelnych zamerov tak, ze m6ze byt Uspesne
realizovana. Monitorovanie a nasmerovanie ma byt sucastou
planovania, rovnako, ako byt pozorné k potrebe po modernizacii
a zlepSovani, ktoré podporuju organizaciu v zlepsovani vlastného
fungovania. Kritické monitorovanie implementacie stratégie
a planovania ma viest k aktualizacii a modifikacii kedykolvek je
to potrebné.

Criterion 2:

Sub-criterion 2.1

Gather information on the present
and future needs of stakeholders
as well as relevant management
information

Sub-criterion 2.2

Develop strategy and planning,
taking into account the gathered
information

Sub-criterion 2.3

Communicate and implement
strategy and planning in the whole
organisation and review it on a
regular basis

Sub-criterion2.4
Plan, implement and review
innovation and change

Strategy and Planning

Implementing the mission and vision of a public organisation
requires the definition of the ‘way forward’ which the organisation
wants to follow, the setting of the goals it needs to achieve and
the way it wants to measure progress. It demands a clear strategy.
Setting strategic objectives includes making choices, setting
priorities based on the public policies and objectives and the other
stakeholders’ needs, taking into account the available resources.
The strategy defines the outputs (products and services) and
outcomes (impact) it wants to obtain, whilst taking into account
relevant critical success factors.

The strategy needs to be translated into plans, programmes,
operational objectives and measurable targets so that it can be
successfully executed. Monitoring and steering should be part of the
planning, as well as being attentive to the need for modernisation
and innovation, which supports the organisation in improving
its functioning. Critically monitoring the implementation of the
strategy and planning should lead to updating and adapting them
whenever necessary.



Kritérid predpokladov >> Kritérium 2: Stratégia a pldnovanie Enablers Criteria >> Criterion 2: Strategy and Planning

Assessment

Consider what the organisation is doing to...

Hodnotenie

Zvazte, o organizacia robi, aby:

Subkritérium 2.1 Zhromazdovala informdcie tykajuce sa sti¢asnych a budtcich potrieb
zainteresovanych stran, rovnako ako relevantné manazérske informacie

Cyklus PDCA (planuj, realizuj, kontroluj, konaj) hra
dolezitu ulohu v rozvoji a implementdcii stratégie
a planovania v organizaciach verejnej spravy.
Zacina sazhromazdovanim spolahlivych informacii
0 sucasnych a buducich potrebach vietkych
relevantnych zainteresovanych stran, o vystupoch,
vysledkoch a rozvoji externého prostredia. Tieto
informacie su nevyhnutné na podporu procesu
strategického a operativneho planovania. Su
tiez zdkladom na nasmerovanie planovaného
zlepSovania organizacnej vykonnosti.

Podla pristupu PDCA pravidelné preskimavania
by mali byt vykonavané spolu so zainteresovanymi
stranami, aby sa monitorovali ich meniace
sa potreby a spokojnost. Kvalita tychto informacii
a systematickd analyza spatnej vazby od zainte-
resovanych stran je nevyhnutnym predpokladom
pre kvalitu planovanych vysledkov.

Priklady:
1. Identifikacia vsetkych relevantnych zaintere-

Subkritérium 2.2

sovanych stran komunikacia vysledkov v celej
organizacii.

2. Systematické zhromazdovanie, analyzovanie
a preskimavanie informacii o zaintereso-
vanych stranach, ich potrebach, ocakavaniach
a spokojnosti.

3. Pravidelné zhromazdovanie, analyzovanie
a preskimavanie relevantnych informacii
o dolezitych zmenach, ako su politicko-
pravne, socialno-kulturne, ekologické, ekono-
mické, technologické a demograficky vyvoj.

4. Systematické zhromazdovanie relevantnych
manazérskych informacii (informacii pre
manazérstvo), ako su informacie o vykonnosti
organizacie.

5. Systematické analyzovanie internych silnych
stranok a oblasti na zlepSenie (napr. TQM -
vysledky voc¢i modelom CAF alebo modelom
vynimocnosti EFQM) vratane hrozieb a prile-
Zitosti (napr. SWOT analyza, manaZzérstvo rizika).

Pridelte bodové hodnotenie podla Panelu

predpokladov

Rozvijala stratégiu a planovanie, beruc do tvahy zhromazdené informacie

Rozvoj  stratégie = znamena  definovanie
strategickych cielov pre organizaciu verejnej
spravy v sulade s verejnymi politikami, potrebami
relevantnych zainteresovanych strdn a vizie
vodcov vratane dostupnych manazérskych
informacii, rovnako ako informacii o vyvoji
externého prostredia. Strategické priority a roz-
hodnutia prijaté vrcholovym manaZzmentom
maju zabezpecit jasné ciele vystupov a désledkov
a prostriedky na ich dosiahnutie. Spolocen-
ska zodpovednost organizicii verejnej spravy
by sa mala odrdzat v ich stratégii.

Planovanie zahfha vedomy a metodicky
pristup, ktory ma viest organizaciu na vietkych
urovniach k dosiahnutiu strategickych cielov.

Urcenie cielov a identifikdcia podmienok,
ktoré musia byt splnené na dosiahnutie
strategickych cielov - zaloZenych na odozve
analyzy rizika a manazérstva - hra rozhodujucu
Cast v zabezpeceni efektivnej implementacie
a sledovania. Indikatory a systémy monitorovania
vysledkov, ktoré sa pouzivaju v jednotlivych
fazach vykonavania, by mali byt definované
uz v priebehu planovania.

V priebehu prac na stratégii a akénych planoch,
tietovytvdrajurdmec pre meranievysledkov, ktoré
sa hodnotia v kritéridch tykajucich sa ob¢anov/
zakaznikov (kritérium 6), zamestnancov (kri-
térium 7), spolocenskej zodpovednosti (kritérium
8) a klu¢ovej vykonnosti (kritérium 9).

Sub-criterion 2.1 Gather information on the present and future needs of stakeholders

as well as relevant management information

The PDCA (PLAN, DO, CHECK, ACT) cycle plays
an important role in developing and
implementing strategy and planning in a public
organisation. It starts by gathering reliable
information on the present and future needs
of all relevant stakeholders, on outputs and
outcomes and developments in the external
environment. This information is indispensable
to support the strategic and operational
planning process. It is also fundamental to
steer planned improvements in organisational
performance.

According to the PDCA approach, regular
reviews should be conducted jointly with
the stakeholders to monitor their changing
needs and their satisfaction. The quality of
this information and systematic analysis of
feedback from stakeholders is a prerequisite for
the quality of the intended results.

Sub-criterion 2.2

Examples
1. ldentifying all relevant stakeholders and

communicating the results to the whole
organisation.

2. Systematically gathering, analysing and
reviewing information about stakeholders,
their needs, expectations and satisfaction.

3. Regularly gathering, analysing and review-
ing relevant information about important
variables such as political-legal, socio-cul-
tural, environmental, economic, technological
and demographic developments.

4. Systematically gathering relevant manage-
ment information such as information on the
performance of the organisation.

5. Systematically analysing internal strengths
and weaknesses (e.g. TQM-diagnosis with CAF
or EFQM) including threats and opportunities
(e.g. SWOT analysis, risk management).

[Award a score using the Enablers Panel]

Develop strategy and planning, taking into account the gathered information

Developing the strategy means defining
strategic objectives for the public organisation
in line with the public policies, the needs of
the relevant stakeholders and the vision of the
leaders, including the available management
information as well as information on
developments in the external environment.
Strategic priorities and decisions taken by the
top management should ensure clear objectives
on outputs and outcomes and the means to
achieve them. The social responsibility of public
sector organisations should be reflected in their
strategy.

Planning involves a conscious and methodical
approach that will guide the organisation at all

levels to achieve the strategic goals. The setting
of goals and identifying of conditions that must
be fulfilled to achieve strategic goals — based
on a sound risk analysis and management -
plays a crucial part in ensuring an effective
implementation and follow up. Indicators
and result-monitoring systems used in the
subsequent execution phase should be defined
during the planning.

It is the work-through on strategies and
action plans that creates a framework for the
measurement of the results to be assessed in the
criteria on citizen/customers (criterion 6), people
(criterion 7), eight social responsibility (criterion
8) and key performance (criterion 9).
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Priklady:
1. Prenesenie vizie a poslania do strategickych

(dlhodobych a strednodobych) a operativ-
nych (prevadzkovych) (konkrétnych a krat-
kodobych) cielov a cinnosti zaloZzenych
na (odozve) analyzy rizika.

2. Zapdjanie zainteresovanych stran do rozvi-
jania stratégie a planovania, vyvazovanim
a stanovovanim priorit ich ocakavani a potrieb.

3. Hodnotenie existujucich uloh z hladiska
vystupov (produktov a poskytovanych
sluzieb) a désledkov (dosiahnutych désled-
kov v spoloc¢nosti) a kvality strategickych
a operativnych (prevadzkovych) planov.

4. Zabezpecenie dostupnosti zdrojov na vytvo-
renie a aktualizaciu stratégie organizacie.

5. Vyvazenie uloh a zdrojov, dlhodobych
a kratkodobych tlakov a poziadaviek zain-
teresovanych stran.

6. Vytvorenie politiky spolo¢enskej zodpoved-
nostia jejintegracia do stratégie a planovania
organizacie.

Pridelte bodové hodnotenie podla Panelu
predpokladov

Subkritérium 2.3 Komunikovala a zavadzala stratégiu a planovanie v celej organizacii a pravidelne

ju preskiimavala

Schopnost ~ organizacie rozvinut vlastnu
stratégiu zavisi na kvalite planov a programov
detailne rozpracovanych do cielov a vysledkov
ocakavanych z kazdej organiza¢nej urovne a aj
od zamestnancov. Relevantné zainteresované
strany a zamestnanci na réznych organiza¢nych
urovniach maju byt spravne informovani
o cieloch a ulohach, ktoré sa ich tykaju, aby
garantovali efektivnu a jednotnd implementaciu
stratégie.

Organizacia ma rozpracovat stratégiu na kazdej
Urovni organizacie. Manazment ma zabezpecit,
7Ze spravne procesy, manazérstvo projektu
aprogramu aorganizacné Struktury su doplnené,
aby zaistili efektivnu a véasnu implementaciu.

Organizacie maju sustavne akriticky monitorovat
implementdciu vlastnej stratégie a planovania,
ak treba, upravit praktiky a procesy a ak je to
potrebné, aktualizovat ich a prispdsobit.

Priklady:
1. Implementdcia stratégie a planovania stano-

venim priorit, uréenim c¢asovych ohraniceni,
vhodnych procesov a projektov a vhodnych
organizac¢nych Struktur.

2. Prenesenie strategickych a operativnych

(prevadzkovych) cielov organizéacie do rele-
vantnych planov a uloh organiza¢nym
utvarom a jednotlivcom v ramci organizacie.

3. Rozvijanie planov a programov so stanove-
nymi cielmi a vysledkami pre kazdy organi-
zacny Utvar a s indikatormi stanovujucimi
urovenn zmeny, ktori chce organizacia
dosiahnut (o¢akavané vysledky).

4. Efektivne komunikovanie s cielom rozsirovat
ciele, plany a ulohy v organizacii.

5. Rozvijanie a implementacia  metdd
na sledovanie, meranie a/alebo pravidelné
hodnotenie vykonnosti organizacie na vset-
kych drovniach (odboroch, poziciach
a organizacnej Strukture) tak, aby bolo
zabezpecené monitorovanie implementacie
stratégie.

6. Rozvijanie a implementacia metéd na mera-
nie vykonnosti organizdcie na vsetkych
urovniach z hladiska vztahu medzi vstupom
a vystupom (Ucinnost) a medzi vystupom
a dosledkom (efektivnost).

7. Hodnotenie potreby reorganizicie a zlepso-
vania stratégii a metod planovania zapajanim
zainteresovanych stran.

Pridelfte bodové hodnotenie podla Panelu
predpokladov

Enablers Criteria >> Criterion 2: Strategy and Planning

Examples
1. Translating the mission and vision into

strategic (long and medium-term) and
operational (concrete and short-term)
objectives and actions based on a sound risk
analysis.

2. Involving stakeholders in developing
strategy and planning, balancing and
prioritising their expectations and needs.

3. Evaluating existing tasks in terms of outputs
(the products and services provided) and
outcomes (the achieved effects in society)
and the quality of the strategic and
operational plans.

4. Ensuring the availability of resources
to develop and update the strategy of the
organisation.

5 Balancing tasks and resources, long-
and short-term pressures and stakeholder
requirements.

6. Develop a policy on social responsibility and
integrate it into the strategy and planning of
the organisation.

[Award a score using the Enablers Panel]

Sub-criterion 2.3 Communicate and implement strategy and planning in the whole organisation

and review it on a regular basis

The capacity of the organisation to deploy its
strategy depends on the quality of the plans and
programmes detailing the targets and results
expected from each organisational level as well as
from the employees. Relevant stakeholders and
employees at the different organisational levels
should thus be well informed of the goals and
targets related to them to guarantee an effective
and uniform implementation of the strategy.

The organisation has to deploy the strategy at
each level of the organisation. The management
should ensure that the right processes, project
and programme management, and organisa-
tional structures are put into place to ensure an
effective and timely implementation.

Organisations should consistently and critically
monitor the implementation of their strategy
and planning, adjust practices and processes
when necessary, or update and customise them
if needed.

Examples
1. Implementing strategy and planning by

setting priorities, establishing time frames,
appropriate processes and projects and the
organisational structure.

2. Translating strategic and operational
objectives of the organisation into relevant
plans and tasks for departmental units and
individuals within the organisation.

3. Developing plans and programmes with
targets and results for each organisational
unit with indicators establishing the level of
change to be achieved (expected results).

4. Communicating effectivelyin order to spread
goals, plans and tasks in the organisation.

5. Developing and applying methods to
monitor, measure and/or evaluate at regular
intervals the performance of the
organisation at all levels (departments,
functions, organisational chart) ensuring the
strategy implementation.

6. Developing and applying methods to
measure the performance of the organisation
at all levels in terms of the relation between
input and output (efficiency) and between
output and outcome (effectiveness).

7. Assessing the need to reorganise and
improve strategies and methods of planning
involving stakeholders.

[Award a score using the Enablers Panel]
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Planovala, zavadzala a preskimavala inovacie a zmenu

Efektivny verejny sektor potrebuje inovovat
azmenit praktiky, aby sa zaoberal novymi ocaka-
vaniami obcanov/zakaznikov, zvysSoval kvalitu
sluzieb a znizoval naklady.

Inovacie sa mézu objavit roznymi sposobmi:

« Implementovanim inovativnych  metdd
a procesov pre poskytovanie sluzieb alebo
tovarov, napr.zapojenim ob¢anov/zakaznikov
do procesu navrhu a doddvania;

+ novymi metédami programov manazérstva
prace;

« zavedenim inovovanych sluzieb alebo tova-
rov, ktoré maju vyssiu pridanu hodnotu pre
obcanov a zdkaznikov.

Faza navrhu je rozhodujlica: pre neskorsie
rozhodnutia, pre prevadzkové dodavanie sluzieb
a pre samotné hodnotenie inovacii. Z tohto
doévodu je primarna zodpovednost manaz-
mentu vytvorit a otvorene komunikovat pod-
poru stanoviskdm odporucani na zlepSovanie
odkialkolvek pridu.

Priklady:
1. Vytvorenie a rozvijanie novej kultury/

pripravenosti na inovacie prostrednictvom
vzdeldvania, bench learningu, vytvérania
uciacich sa laboratdrii.

2. Systematické sledovanie internych indikatorov
zmeny a externych poziadaviek na inovaciu
azmenu.

3. Diskutovanie o planovanej modernizacii
a inovdcii a jej implementacii s relevantnymi
zainteresovanymi stranami.

4. Zabezpecenie rozsirenia ucelného systému
manazérstva zmeny (napr. projektové mana-
zérstvo, benchmarking a bench learning,
pilotné projekty, monitorovanie, spravy
o naslednych cinnostiach, implementacia
PDCA cyklu a iné).

5. Zabezpecenie dostupnych zdrojov potreb-
nych na implementaciu planovanych zmien.

6. Vyvazovanie pristupov ku zmene zhora — dolu
a zdola - hore.

7. Podporovanie vyuZzivania nastrojov e-gov
s cielom zvysit efektivnost poskytovanych
sluzieb azvysovattransparentnostainterakciu
medzi organizaciou a ob¢anmi/zakaznikmi.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Sub-criterion 2.4

Plan, implement and review innovation and change

An effective public sector needs to innovate and
change practices to deal with new expectations
from citizens/customers, to enhance the quality
of the service and to reduce costs.

Innovation can occur in several ways:

« by implementing innovative methods and
processes for providing services or goods e.g.
by involving citizens/customers in the design
and delivery process;

« with new methods of managing work
programmes;

+ by introducing innovative services or goods
that have a higher added value for citizens and
customers.

The design phase is crucial: for later decisions,
for the operational ‘delivery’ of services and for
the evaluation of the innovations themselves.
A prime responsibility of the management is
therefore to create and communicate an open,
supportive attitude towards suggestions for
improvement wherever they come from.

Enablers Criteria >> Criterion 2: Strategy and Planning

Examples
1. Creating and developing a new culture/

readiness for innovation by training, bench
learning and establishment of learning labs.

2. Systematic monitoring of internal indicators/
drivers for change and external demands for
innovation and change.

3. Discussing the planned modernisation and
innovation and theirimplementation with the
relevant stakeholders.

4. Ensuring the deployment of an efficient
change management system (e.g. project
management, benchmarking and bench
learning, pilot projects, monitoring, reporting
on the follow-up, implementing PDCA, etc.).

5. Ensuring the availability of necessary
resources to implement the planned changes.

6. Balancing between a top-down and bottom-
up approach to change.

7. Promoting the use of e-Government tools
in order to increase effectiveness of delivered
services and to raise transparency and
interaction between the organisation and
the citizens/customers.

[Award a score using the Enablers Panel]



Kritérium 3: Zamestnanci

—3 ritérium 3.1

— Eubkrité m 3.2
Identifikacia, rozvoj!a
kompetentnosti zamestnancov
v sulade s individualnymi
a organiza¢nymi cielmi.

— Subkritérium 3.3
Zapéjanie zamestnancov
rozvijanim otvoreného
dialégu, splnomocrovanim
a podporovanim ich osobného
prospechu.

Zamestnanci su najdolezitejSim aktivom organizacie. Organizacia
riadi, rozvija a prenasa kompetentnosti a cely potencial svojich
zamestnancov od individudlnej urovne po uroven celej organizacie
za Ucelom podpory vlastnej stratégie, planovania a efektivneho
fungovania procesov. ReSpekt a nestrannost, otvoreny dialdg,
splnomocnovanie, ocenovanie a uznavanie, starostlivost a tiez
zabezpecovanie bezpelného a zdravého prostredia su zakladom
pre budovanie zavazku a spolulcasti zamestnancov na ceste
organizacie k vynimocnosti. Manazérstvo organizacie a manazérstvo
zamestnancov je v Coraz vacsej miere doélezité v Case zmeny.
Zlep3ovanie rozvoja vodcovstva, manazérstvo talentu a strategické
planovanie pracovnej sily su kritické odkedy su ¢asto zamestnanci
najvacsou investiciou v organizacii. U¢elné manazérstvo ludskych
zdrojov a vodcovstvo zamestnancov dovoluje organizacii, aby
dosiahla vlastné strategické ciele a vytazZila zo silnych stranok
zamestnancov a ich schopnosti prispievat k naplneniu strategickych
cielov. Uspe3né manazérstvo ludskych zdrojov a vodcovstvo
podporuju zapojenie zamestnancov, motivaciu, rozvoj a spolutcast.
V kontexte komplexného manaZérstva kvality je délezité pochopit,
Ze iba spokojni zamestnanci mozu priviest organizaciu k spokojnym
zdkaznikom.

Criterion 3:

— Sub-criterion 3.1
rlan, manage and i
esources transpare|

i
t? strategy and plan

— Sub-criterion 3.2
Identify, develop and use
competencies of people aligning
individual and organisational goals

— Sub-criterion 3.3
Involve employees by developing
open dialogue and empowerment,
supporting their well-being

A

People

People are the organisation’s most important asset. The organisation
manages, develops and releases the competences and full potential
of its people at individual and organisation-wide levels in order to
support its strategy and planning and the effective operation of its
processes. Respect and fairness, open dialogue, empowerment,
reward and recognition, care and also providing a safe and healthy
environment are fundamental to building the commitment and
participation of people on the organisational journey to excellence.
Managing the organisation and managing people is increasingly
important in times of change. Improving leadership development,
talent management and strategic workforce planning are critical
since people are often the organisation’s biggest investment. Effective
human resource management and leadership of people allow the
organisation to accomplish its strategic objectives, and to take
advantage of the strengths of people and their ability to contribute
to the accomplishment of strategic objectives. Successful human
resource managementand leadership promote people’sengagement,
motivation, development, and retention. In the context of total quality
management, it is important to realise that only satisfied people can
bring the organisation towards satisfied customers.
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Assessment

Consider what the organisation is doing to...

Hodnotenie

Zvazte, Co robi organizacia, aby:

Subkritérium 3.1 Sub-criterion 3.1
Planovala, riadila a zlepSovala [udskeé zdroje transparentne vzhladom na stratégiu a planovanie Plan, manage and improve human resources transparently with regard to strategy and planning

Strategicky a komplexny pristup k manazérstvu
zamestnancov a kultura pracoviska a prostredia
su kltucovou castou strategického planovania
organizacie. Ucelné manazérstvo ludskych
zdrojov umoznuje zamestnancom, aby efektivne
a produktivne prispievali k celkovému poslaniu
a vizii organizacie a k splneniu cielov organizacie.
Subkritérium hodnoti, ¢ organizacia reguluje
svoje strategické ciele s vlastnymi ludskymi
zdrojmi tak, Ze sa identifikuju, rozvijaju, rozmiest-
NuUju a transparentne zlepsuju berdc do uUvahy
dosiahnutie optimédlneho Uspechu. Otézky,
ako organizicia dokaze pritiahnut a udrzat
schopnost zamestnancov vytvdrat a dodavat
sluzby a produkty v sulade s cielmi stanovenymi
v stratégiach a akcnych planoch, bertc do uvahy
potreby a ocakdvania zdkaznikov. To zahffa
pravidelnu analyzu sucasnych a buducich potrieb
[udskych zdrojov arozvojaimplementaciu politiky
manazérstva ludskych zdrojov s objektivnymi
kritériami tykajucimi sa naboru, kariérneho
rozvoja, podpory, odmerovania, ocenovania
a hodnotenia manazérskych funkcii.

Priklady:
1. Pravidelnéanalyzovaniestcasnychabuducich

potrieb [udskych zdrojov, beric do uvahy
potreby a ocakavania zainteresovanych stran
a stratégiu organizacie.

2. \lypracovanie aimplementécia politiky mana-
zérstva [udskych zdrojov, zalozenej na stratégii
a planovani organizacie beric do uvahy
potrebnu kompetentnost pre buducnost,

rovnako, ako spolocenské hladisko (napr.
pruzny pracovny cas, otcovskd a materska
dovolenka, sviatky, rovnaké prilezitosti,
rodova a kultirna rozmanitost, zamestnanie
postihnutych osob).

3. Zabezpecenie sposobilosti ludskych zdrojov
(ndbor, umiestiiovanie a rozvoj), aby sa
splnilo poslanie a tiez vyvazenie uloh
a zodpovednosti.

4. Rozvijanie a implementacia jasnej politiky,
obsahujucej objektivne kritéria ohladom
vyberu, podpory, odmernovania, ocenovania
a hodnotenia manazérskych funkcii.

5. Podporovanie kultiry vykonnosti (napr.
implementaciou transparentnych schém
odmenovania zalozenych na dosiahnutych
individudlnych a timovych vysledkoch).

6. Pouzivanie profilov kompetentnosti, pracov-
nych miest a popisov pozicii pri (a) vybere
a (b) planoch osobného rozvoja, rovnako ako
pre zamestnancoy, tak aj pre manazérov.

7. Venovanie zvldstnej pozornosti ludskym
zdrojom potrebnym pre vytvorenie a pre-
vadzku e-gov a internetovych sluzieb (napr.
poskytnutim nevyhnutného vzdeldvania
aramcov).

8. Riadenie prijimania a kariérneho rastu
vzhladom na dostupnost zamestnania, rov-
nakych prilezitosti a aspektov réznosti (napr.
pohlavie, sexudlna orientdcia, postihnutie,
vek, rasa a ndbozenstvo).

Pridelte bodové hodnotenie podla Panelu

predpokladov

A strategic and comprehensive approach to
managing people and the workplace culture and
environment is a key part of strategic planning
in an organisation. Effective human resources
management enables people to contribute
effectively and productively to the organisation’s
overall mission, vision and to the accomplishment
of the organisation’s objectives. The sub-criterion
assesses whether the organisation aligns its
strategic objectives with its human resources so
that they are identified, developed, deployed and
improved transparently and taken into account to
achieve optimum success. It questions how the
organisation succeeds in attracting and retaining
people capable of producing and delivering
services and products in accordance with the
objectives established in strategies and action
plans taking into account customers’ needs
and expectations. It involves regular analyses
of current and future human resource needs
and the development and implementation of
a human resources management policy with
objective criteria regarding recruitment, career
development, promotion, remuneration, rewards
and the assignment of managerial functions.

Examples
1. Regularly analysing current and future

human resource needs, taking into account
the needs and expectations of stakeholders
and the strategy of the organisation.

2. Developing and implementing a human
resources management policy based on
the strategy and planning of the orga-
nisation, taking into account the necessary

competencies for the future, as well as
social considerations (e.g. flexible work time,
paternity and maternity leave, sabbaticals,
equal opportunities, gender and cultural
diversity, employment of disabled people).

3. Ensuring that HR capability (recruitment,
allocation, development) is available to
achieve the mission, as well as balancing
tasks and responsibilities.

4. Developing and implementing a clear policy
containing objective criteria with regard to
recruitment, promotion, remuneration,
rewards and the assignment of managerial
functions.

5. Supporting a performance culture (e.g.
by implementing transparent remuneration/
recognition schemes on the basis of the
individual and team results achieved).

6. Using competence profiles and job and
function descriptions for (a) recruiting
and (b) personal development plans, for
both employees and managers.

7. Showing particular attention to the human
resources needed for the development and
operation of e-Government and net services
(e.g. by providing the necessary training and
framework).

8. Managing recruitment and  career
development with regard to fairness of
employment, equal opportunities and
diversity aspects (e.g. gender, sexual
orientation, disability, age, race and religion).

[Award a score using the Enablers Panel]
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Subkritérium 3.2 Identifikovala, rozvijala a vyuzivala kompetentnosti zamestnancov v sulade

s individualnymi a organiza¢nymi cielmi

Doélezitou sucastou subkritéria 3.2 je hodnotenie,
ako organizécia identifikuje, rozvija a udrziava
kompetentnosti zamestnancov. Ak organizicia
vytvdra Struktury tak, aby umoznovala svojim
zamestnancom trvalo rozvijat ich vlastné
kompetentnosti, prevziat vacsiu zodpovednost
a preukazovat viac iniciativy, potom zamestnanci
prispievaju k rozvoju pracoviska. Toto je mozné
dosiahnut tak, Ze si spajaju vlastné vykonnostné
ciele so strategickymi cielmi organizacie a tiez
ich zapojenim do vytvdrania politik tykajucich
sa vzdelavania, motivacie a ocenovania zamest-
nancov. V praxi moze byt tento predpoklad
koncentrovany do stratégie kompetentnosti,
ktora opisuje potrebu rozvijat kompetentnosti
zamestnancov a metdédy aplikacie (napr. ucenie
sa od kolegov, pracovny presun/mobilita, dalsie
vzdeldvanie).

Priklady:
1. ldentifikdcia sucasnych kompetentnosti

zamestnancov na individudlnej a organi-
zacnej Urovni z pohladu poznatkov, zru¢nosti
a postojov a ich systematické porovnavanie
s potrebami organizécie.

2. Diskusia, stanovenie a komunikacia o stra-
tégii pre rozvoj kompetentnosti. To zahffa
plan vzdeldvania zalozeny na sucasnych
a buducich organiza¢nych a individualnych
potrebach kompetentnosti.

3. V sulade so stratégiou, vypracovanie,
odsuhlasenie a preskimavanie planov
osobnej pripravy a rozvoja pre vsetkych
zamestnancov a/alebo pre timy, beric
do uvahy dostupnost pre zamestnancov

na Ciastocny uvazok, rovnako, ako zamest-
nancov na materskej alebo rodicovskej
dovolenke. Plany rozvoja osobnej kompe-
tentnosti mozu tvorit sucast hodnotenia
zamestnancov, ktoré dava priestor
na vzajomnu spatnu vazbu a zosuladenie
ocakavani.

4. Rozvijanie manazérskych a vodcovskych
zru¢nosti, rovnako, s manazérstvom kompe-
tentnosti tykajucich sa zamestnancov
organizacie, obcanov/zdkaznikov a part-
nerov.

5. Vedenie a podporovanie novych zamest-
nancov (napr. prostrednictvom mentoringu,
kaucovania, individualnych konzultacii).

6. Podporovanie vnutorneja vonkajsej mobility
zamestnancov.

7. Rozvijanie a podpora modernych metéd
vzdelavania (napr. vyuzivanie multimédii,
vzdeldvanie pri vykone zamestnania,
e — learning, vyuzivanie spolo¢nych médii).

8. Planovanie aktivit vzdeldvania a rozvoja
komunika¢nych technik v oblasti rizika,
konfliktu zdujmov, manazérstva rbéznosti,
pohlavnej orientacie a integracie alebo etiky.

9. Hodnotenie vplyvu vzdeldvania a roz-
vojovych programov na pracovisku a prene-
senie obsahu kolegom vo vztahu k nakladom
aktivit pomocou monitorovania a analyz
nakladov a vynosov.

10. Preskimavanie nevyhnutnosti podporovat
kariéru Zien a v sulade s tym rozvijat kariérne
plany.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Enablers Criteria >> Criterion 3: People

Sub-criterion 3.2
Identify, develop and use competencies of people aligning individual and organisational goals

An important component of criterion 2 is
assessing how the organisation identifies,
develops and maintains people’s competencies.
When the organisation creates frameworks to
allow people to continually develop their own
competencies, to assume greater responsibility
and to take more initiative, people contribute to
the development of the workplace. This can be
achieved by making sure they associate their own
performance goals with the strategic objectives
of the organisation and also by involving them
in the establishment of policies related to the
training, motivation and rewarding of people.
In practice this enabler can be condensed into
a competency strategy describing the need to
develop people’s competencies and the methods
to be applied (e.g. learning from the colleague,
job swapping/mobility, further training).

Examples
1. ldentifying current competencies of people

at the individual and organisational levels
in terms of knowledge, skills and attitudes,
and systematically comparing them with
the needs of the organisation.

2. Discussing, establishing and communicating
a strategy for developing competencies.
This includes a training plan based on
current and future organisational and
individual competency needs.

3. In line with the strategy, developing,
agreeing on and reviewing personal training
and development plans for all employees
and/or teams, taking into account the
accessibility for part-time workers as well

as people on maternity and paternity leave.
The individual competency development
plans may form part of an employee
development interview, which can provide
a forum for mutual feedback and matching
expectations.

4. Developing managerial and leadership
skills as well as relational competences
of management regarding the people of the
organisation, the citizens/customers and the
partners.

5. Leading (guiding) and supporting new
people (e.g. by means of mentoring,
coaching, individual counselling).

6. Promoting internal and external mobility of
people.

7. Developing and promoting modern training
methods (e.g. multimedia approach, on the
job training, e-Learning, using social media).

8. Planning of training activities and developing
communication techniques in the areas of
risk, conflict of interest, diversity manage-
ment, gender mainstreaming and integrity
or ethics.

9. Assessing the impacts of training and
development programmes on the workplace
and transfer of content to colleagues in
relation to the costs of the activities through
monitoring and cost/benefit analyses.

10. Reviewing the necessity for promoting
women’s careers and develop plans
accordingly.

[Award a score using the Enablers Panel]



Kritéria predpokladov >> Kritérium 3: Zamestnanci

Subkritérium 3.3 Zapajala zamestnancov rozvijanim otvoreného dialégu, splnomocnovanim

a podporovanim ich osobného prospechu

Zapojenie zamestnancov je vytvaranie prostredia,
v ktorom maju zamestnanci vplyv na rozhodnutia
a Cinnosti, ktoré vplyvaju na ich pracu. To zahfna
vytvorenie kultury, ktora podporuje poslanie,
viziu a hodnoty organizacie v praxi, napr. uznanie
a ocenenie kreativity, dobrej myslienky/napadu,
zvlastneho usilia.

Subkritérium sa zameriava na schopnost
manazérov/vodcov a zamestnancov aktivne
spolupracovat pri rozvoji organizacie, burat
struktury vytvaranim dialégu, priestoru pre krea-
tivitu, inovaciu a odporucania na zlepSovanie
vykonnosti. Zamestnancom treba pomdahat
za uUcelom plného vyuzitia ich potencidlu.
Vhodna realizacia politiky ludskych zdrojov zavisi
od vsetkych vodcov a manazérov organizacie
preukazanim, Ze sa staraju o otazky spojené so
zamestnancami a ich osobnym prospechom a ze
aktivne podporuju kultdru otvorenej komunikacie
a transparentnosti. Zavazok zamestnancov
sa moze dosiahnut pomocou oficialnych fér, ako
su konzultacné komisie a kazdodenny dialog
(napr. ndvrhy na zlepSovanie). Tiez je dobra
prax implementovat prieskumy spokojnosti
a hodnotenia vodcov na ziskanie SpecifickejsSich
hodnoteni pracovnej klimy a pouzitie vysledkov
na vykonanie zlepsovani.

Priklady:
1. Podpora kultury otvorenej komunikacie,

dialégu a povzbudzovania timovej prace.

2. Aktivne vytvarat prostredie na ziskavanie
napadov a navrhov od zamestnancov a roz-
vijanie vhodnych mechanizmov (napr.
schémy navrhov, pracovné skupiny, brain-
storming).

3. Zapajanie zamestnancov a ich zastupcov
(napr. odborov) do tvorby planov, stra-
tégii, a cielov, navrhovania procesov
a do identifikdcie a implementécie zlep-
Sovacich aktivit/cinnosti.

4. Hladanie konsenzu medzi manazérmi/
predstavenymi a zamestnancami pri urco-
vani cielov a sposoboch merania dosiah-
nutia ciela.

5. Pravidelné vykonavanie prieskumov spokoj-
nosti zamestnancov, publikovanie/zverej-
novanie ich vyhodnoteni a poskytovanie
spadtnej vazby k ich vysledkom/zhrnutiam/
interpretacidam/ zlepsovacim ¢innostiam.

6. Zabezpecenie moznosti pre zamestnancov
poskytnut spatnu vazbu svojim priamym
manazérom/riaditelom o kvalite ich
riadenia.

7. Zabezpecenie vhodnych pracovnych pod-
mienok v rdmci celej organizicie, vratane
starostlivosti o zdravie a poziadaviek
na bezpecnost.

8. Zabezpecenie primeranych podmienok
na dosiahnutie vhodného vyvéazenia prace
a osobného zivota zamestnancov (napr.
moznost prispdsobenia pracovného casu),
rovnako, ako venovanie pozornosti potre-
be zamestnancov na ciastocny uvazok,
zamestnancom na materskej a rodic¢ovskej
dovolenke mat pristup k relevantnym
informaciam a zapojit sa do vhodnych
organizacnych zalezitosti a vzdelavania.

9. Starostlivost hlavne o potreby spolocensky
znevyhodnenych ludi a fudi so zdravotnym
postihnutim.

10. Poskytovanie adaptacnych schém a metéd
ocenovania zamestnancov nefinan¢nym
spésobom (napr. planovanim a presku-
mavanim benefitov pre zamestnancov
a podporovanim ich spolo¢enskych a Spor-
tovych aktivit zameranych na zdravie
a osobny prospech zamestnancov).

Pridelte bodové hodnotenie podla Panelu

predpokladov

Sub-criterion 3.3

Enablers Criteria >> Criterion 3: People

Involve employees by developing open dialogue and empowerment, supporting their well-being

People involvement is creating an environment
in which people have an impact on decisions
and actions that affect their jobs. It involves the
creation of a culture that supports the mission,
vision and values of the organisation in practice,
e.g. by acknowledging and rewarding creativity,
good ideas and special efforts.

The sub-criterion focuses on the ability of
managers/ leaders and employees to actively
cooperate in developing the organisation,
breaking down organisational silos by creating
dialogue, making room for creativity, innovation
and suggestions for improving performance.
People should be assisted in order to achieve their
full potential. The proper execution of people
policies depends upon all leaders and managers
throughout the organisation demonstrating
that they care about people issues and well-
being and that they actively promote a culture
of open communication and transparency.
People commitment can be attained through
formal forums such as consultative committees
and through daily dialogue (e.g. about ideas
for improvements). It is also a good practice
to implement satisfaction surveys and leader
assessments to obtain more specific assessments
of the climate at work and to use the results to
make improvements.

Examples
1. Promoting a culture of open communication

and dialogue and the encouragement of
team work.

2. Proactively creating an environment for
gaining ideas and suggestions from
employees and developing appropriate
mechanisms (e.g. suggestion schemes, work
groups, brainstorming).

3. Involving employees and their
representatives (e.g. Trade Unions) in the
development of plans, strategies, goals, the
design of processes and in the identification
and implementation of improvement
activities.

4. Seeking agreement/consensus between
managers and employees on goals and on
ways of measuring goal achievement.

5. Regularly  conducting staff  surveys,
publishing and giving feedback on results/
summaries/interpretations/improvement
actions.

6. Ensuring that employees have an
opportunity to give feedback on the quality
of the management they receive from their
line managers/directors.

7. Ensuring good environmental working
conditions throughout the organisation
including taking care of health and safety
requirements.

8. Ensuring that conditions are conducive to
achieving a reasonable work-life balance for
employees (e.g. the possibility to adapt
working hours) as well as paying attention
to the need for part-time workers or
people on maternity or paternity leave to
have access to relevant information and be
involved in appropriate organisational
matters and education.

9. Paying particular attention to the needs of
socially disadvantaged employees and
people with disabilities.

10. Providing adapted schemes and methods
for rewarding people in a non-financial
way, (e.g. by planning and reviewing
people’s benefits and supporting social,
cultural and sport activities focused on
people’s health and well-being).

[Award a score using the Enablers Panel]



Kritérium 4: Partnerstva a zdroje

LD S

Subkritérium 4.1
Vytvaranie a riadenie partnerstiev —
s relevantnymi organizaciami = =i

Subkritérium 4.2
Vytvéranie a implementécia
partnerstiev s ob¢anmi/zakaznikmi

Subkritérium 4.3
Riadenie finan¢nych zdrojov

Subkritérium 4.4
Riadenie informacii a poznatkov

Subkritérium 4.5
Riadenie technolégie

Subkritérium 4.6
Riadenie zariadeni

Organizacie verejnej spravy potrebuju rézne druhy zdrojov na
dosiahnutie vlastnych strategickych a operativnych cielov v sulade

< s vlastnym poslanim a viziou, okrem toho so zamestnancami
pracujucimi v organizacii. M6zu byt materidlnej a nemateridlnej
povahy, ale vietky sa maju starostlivo manazovat.

Partneri podporuju externé zameranie organizacie a prinasaju
nevyhnutné odborné znalosti. Tymto spdsobom klti¢ové partnerstva,
napr. sukromni poskytovatelia sluzieb alebo iné organizacie verejnej
spravy, ale tiez obc¢ania/zékaznici, su dolezitymi zdrojmi pre dobré
fungovanie organizécie a potrebuju, aby sa starostlivo budovali.
Podporuju implementaciu stratégie a planovania a efektivnu
prevadzku jej procesov. Organizacie verejného sektora sa stdle
viac chapu ako ¢lanok retaze organizacii, ktoré spolupracuju na
Specifickych désledkoch pre obcanov (napr. v oblasti bezpecnosti
alebo ochrany zdravia). Kvalita kazdého z tychto partnerstiev ma
priamy vplyv na désledky tejto retaze.

Criterion 4: Partnerships and Resources

Sub-criterion 4.1
Develop and manage partnerships
with relevant organisations

Sub-criterion 4.2

Develop and implement
partnerships with the citizens/
customers

Sub-criterion 4.3
Manage finances

Sub-criterion 4.4
Manage information
and knowledge

Sub-criterion 4.5
Manage technology

Sub-criterion 4.6
Manage facilities

! Public sector organisations need resources of different kinds to
achieve their strategic and operational goals in line with their

< mission and vision, in addition to the people that are working in the
organisation. They can be of a material and immaterial nature, but
they all have to be managed carefully.

Partners stimulate the external focus of the organisation and bring
in necessary expertise. In this way, key partnerships, e.g. private
providers of services or other public organisations, but also citizen/
customers, are important resources for the good functioning of
the organisation and need to be built up carefully. They support
the implementation of strategy and planning and the effective
operation of its processes. Public organisations are increasingly
seen as part of a chain of organisations that all together are working
towards a specific outcome on citizens (e.g. in the area of security
or health). The quality of each of these partnerships has a direct
impact on the outcome of the chain.



Kritérid predpokladov >> Kritérium 4: Partnerstva a zdroje

Okrem partnerstiev potrebuju organizacie uUcelne manazovat
tradi¢nejsie zdroje - ako su financie, technolégiu, zariadenia - aby
zabezpedili ich efektivne fungovanie a poznatky, ktoré potrebuju
na dosiahnutie vlastnych strategickych cielov. Zdroje poznatkov
pokryvaju vedomosti a skisenost zamestnancov organizacie, jej
strategickych partnerov, zakaznikov a ob¢anov.

Spravne vytvorené manazérstvo zdrojov, ktoré sa transparentne
prezentuje, je zakladom pre organizacie verejnej spravy, aby zabez-
pecili zodpovedanie sa voci réznym zainteresovanym strandm
legitimnym sp6sobom o dostupnych zdrojoch.

Hodnotenie

Enablers Criteria >> Criterion 4: Partnerships and Resources

Besides partnerships, organisations need to manage in an efficient
way the more traditional resources — such as finances, technology,
facilities — to assure their effective functioning and the knowledge
they need to achieve their strategic goals. Knowledge resources
cover the knowledge and experience of organisation employees,
its strategic partners, customers and citizens.

Well developed resource management, presented in a transparent
way, is essential for public organisations to ensure accountability
towards the different stakeholders on the legitimate use of the
available resources.

Assessment

Zvazte, €o robi organizacia, aby: W Consider what the organisation is doing to... W

Subkritérium 4.1

Vytvarala a riadila partnerstva s relevantnymi organizaciami

Narastom komplexnosti v nasej neustale
sa meniacej spolo¢nosti, sa od organizacii
verejnej spravy vyzaduje, aby manazovali vztahy
s inymi organizaciami za Ucelom realizacie ich
strategickych cielov. Nimi mézu byt sukromné,
mimovladne a partnerské organizacie verejnej

Priklady:

1.

Identifikdcia sukromnych, obcianskych kld-
covych partnerov a kluc¢ovych partnerov
z verejného sektora a definovanie vzajom-
ného vztahu (napr. odberatel — poskytovatel,
dodavatel, spolutvorca, doplnkovy/nahradny

Sub-criterion 4.1

Develop and manage partnerships with relevant organisations

In our constantly changing society of growing
complexity, public organisations are required
to manage relations with other organisations
in order to realise their strategic objectives.
These can be private, non-governmental and
public partners. Organisations should thus

Examples

1.

Identifying private, civil society and public
key partners, and the nature of the relation-
ship (e.g. purchaser - provider, supplier,
co-production, complementary/substitution
product provider, owner, founder, etc.)

spravy. Organizacie maju definovat, kto su ich poskytovatel produktu, vlastnik, zakladatel, define who their relevant partners are. These 2. Developing and managing appropriate
relevantni partneri. Tieto partnerstvd mozu atd.). partnerships can be of a different nature: partnership agreements taking into account
byt réznej povahy: dodévatelia sluzieb alebo 2. Uzatvorenie a manazérstvo vhodnych part- suppliers of services and products, outsourced the different aspects of social responsibility,
produktov, externe obstaravané sluzby, blizke nerskych zmludv beric do uvahy rozlicné services, close partnerships on common goals, such as the socio-economic and environ-
partnerstva na spolocné ciele a pod. aspekty spolocenskej zodpovednosti, ako etc. mental impact of the delivered products and
su spolocensko-ekonomické a environ- services.

Pre Uspech verejnych politik v Specifickom mentdlne vplyvy poskytovanych sluzieb For the success of public policies in a specific 3. Stimulating and organising task-specific
odbore alebo sektore, spolupraca medzi a produktov. domain or sector, the collaboration between partnerships and  developing and
uradmi verejnej spravy rovnakej institucionalnej 3. Stimulovanie a organizovanie partnerstiev public administrations of the same institutional implementing joint projects with other
urovne (napr. federalna Uroven), ale tiez medzi so Specifickymi Ulohami, rozvoj a zavadzanie level (e.g. federal level) but also between public sector organisations belonging to
organizaciami réznych institucionalnych drovni spolo¢nych projektov s inymi organizéciami organisations of different institutional levels the same policy sector/chain and to different
(federalna, regionalna a miestna) by mohla byt verejného sektora patriacimi do rovnakej (federal, regional and local) could be crucial. institutional levels.

rozhodujuca. Organizéacie maju definovat sektor oblasti/retaze politickej linie a rozli¢cnych Organisations should define the sector 4. Regularly monitoring and evaluating the
sieti alebo politicku retaz, ku ktorej patria a aku institucionalnych drovni. networks or policy chain they belong to and implementation and results of partnerships.
Ulohu hraju v zabezpeceni Uspechu celej siete. 4. Pravidelné monitorovanie a vyhodnocovanie the role they play to assure the success of the 5. Identifying the need for long-term public-

implementacie a vysledkov partnerstiev.

whole network.

private partnerships (PPP) and develop them
where appropriate.



Kritéria predpokladov >> Kritérium 4: Partnerstva a zdroje

5. ldentifikovanie potreby uzatvarania dlho-
dobych verejnych a sukromnych spolu
partnerstiev (PPP) a ich primerané rozvijanie.

6. Definovanie zodpovednosti kazdej strany
vV manazérstve partnerstiev, vratane riadenia,
rovnako ako hodnotenia a preskimavania.

7. ZvySovanie organizac¢nej kapacity rozvijanim
moznosti pracovnych umiestneni.

Subkritérium 4.2

8. Vymenadobre praxes partnermiavyuzivanie
bench learningu a benchmarkingu.

9. Vyber poskytovatelov so spolo¢ensky zodpo-
vednym profilom vo verejnom obstaravani.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Vytvarala a implementovala partnerstva s ob¢anmi/ zakaznikmi

Obcania/zakaznici zohravaju narastajucu aktiv-
nu Ulohu vo verejnej sprave ako kltucovi partneri.
Termin obc¢ania/zékaznici odkazuje na premennu
obciansku ulohu medzi zainteresovanou stranou
a pouzivatelom sluzby. Zapojenie obc¢anov/zékaz-
nikov viditelne narasta ako potrebny nastroj zlep-
Sovania Ucinnosti a efektivnosti organizacii verej-
nej spravy. Ich spatna vazba prostrednictvom staz-
nosti, ndvrhov a odporucani sa povazuje za dolezi-
ty vstup do zlepSovanie sluzieb a produktov.

K ulohe obcanov/zakaznikov je mozné vo vse-
obecnosti pristupit zo Styroch uhlov: ako spolu-
tvorcovia, spolurozhodovatelia, spoluvyrobcovia
a spoluhodnotitelia. Ako spolutvorcovia maju
vplyv na to, ¢o a ako chcu organizécie verejnej
spravy dodavat sluzbu, ktorad zodpoveda Specific-
kej potrebe. Ako spolurozhodovatelia, budu ob-
Cania pozadovat vacsie zapojenie do rozhodnuti
a vlastnictva rozhodnuti, ktoré ich ovplyviuju.
Ako spoluvyrobcovia, budu obc¢ania sami zapo-
jeni do vyroby a/alebo dodavacieho cyklu sluzieb
a ich kvality. A posledny, ale nie nezanedbatelny,
ako spoluhodnotitelia, budu sa obcania sami vy-
jadrovat o kvalite verejnych politik a prijimanych
sluzbach.

V tomto subkritériu sa model CAF zameriava na
zapojenie obcanov do veci verejnych a do tvorby
verejnych politik, rovnako ako otvorenosti voci
ich potrebam a ocakdvaniam. Organizacie verej-
nej spravy maju podporovat obc¢anov/zékaznikov
v ich rolach, ak chcu, aby boli plnené efektivnym
sposobom.

Priklady:
1. Zabezpecovanie proaktivnej informacnej

politiky (napr. o tom, ako organizacia funguje,
0 pravomoci verejnych organov, o Strukture
a procesoch organizacie, atd.).

2. Aktivnhe povzbudzovanie obcanov/zékazni-
kov k organizovaniu sa, vyjadreniu svojich

potrieb a poziadaviek a podpore partnerstiev
s obcanmi, zastupcami obcianskych skupin
a spolocenskymi organizaciami.

3. Podpora zapojenia ob¢anov/zékaznikov a ich
zastupcov do veci verejnych a ich aktivnej
Ucasti na procesoch rozhodovania organi-
zacie (spolutvorenie a spolurozhodovanie),
napr. prostrednictvom konzultacnych skupin,
zoznamoyv, prieskumov verejnej mienky,
krazkov kvality.

4. Zabezpeclenie ramcov pre aktivne
vyhladavanie myslienok, ndvrhov a staznosti
obcanov/zakaznikov a ich zhromazdovania
primeranym spésobom (napr. zoznamy,
konzultacné skupiny, dotazniky, schranky
staznosti, prieskumy verejnej mienky a pod.).
Analyzovanie a preskimavanie tychto
informdcii a rozSirovanie vysledkov.

5. Zabezpecenie transparentnosti fungovania
organizacie, ako aj jej procesov rozhodo-
vania (napr. uverejhovanim vyro¢nych
sprav, organizovanim tla¢ovych konferencii
a aktualizovanim informacii na internete).

6. Definovanie a odsuhlasenie spdsobov
ako rozvijat ulohu obcana/zakaznika ako
spolutvorcu sluzieb (napr. v kontexte mana-
Zérstva odpadov) ako spoluhodnotitela (napr.
prostrednictvom systematického merania
spokojnosti).

7. Vytvaranie efektivneho manazérstva ocaka-
vani vysvetlovanim zdkaznikom, aké sluzby
moéze ocakdvat, vratane poctu indikatorov
kvality — prostrednictvom charty ob&anov.

8. S cielom zaistit s obcanom/zdkaznikom
efektivne partnerstvo, zabezpecit aktuali-
zovanu informaciu o tom, ako sa vyvija
individudlne a spolocenské spravanie
obcanov/zakaznikov tak, aby bolo mozné
zaviest procesy konzultécii a iné sluzby.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Enablers Criteria >> Criterion 4: Partnerships and Resources

6. Defining each partner’s responsibilities in
managing partnerships including controls
as well as evaluation and review.

7. Increasing organisational capacity by
exploiting the possibilities of work placement.

8. Exchanging ‘good practices’ with partners

Sub-criterion 4.2

andusing bench learningand benchmarking.

9. Selecting providers with a socially respon-
sible profile in the context of the public
procurement.

[Award a score using the Enablers Panel]

Develop and implement partnerships with the citizens/customers

Citizens/customers play an increasingly active
role as key partners in the public sector. The term
citizens/customers refers to the citizens’ varying
role between stakeholder and service user. The
involvement of citizens/customers is increasingly
seen as a necessary lever for improving the effi-
ciency and effectiveness of public organisations.
Their feedback by the way of complaints, ideas
and suggestions is regarded as important input
towards improving services and products.

The role of the citizens/customers in general can
be approached from four angles: as co-designers,
co-decision makers, co-producers and co-evalu-
ators. As co-designers they have an impact on
what and how the public organisations want to
deliver as a service in response to a specific need.
As co-decision makers the citizens will acquire
greater involvement in and ownership of the
decisions that affect them. As co-producers, citi-
zens themselves will be involved in the produc-
tion and/or delivery cycle of services and their
quality. And last but not least, as co-evaluators
citizens will express themselves on the quality of
public policies and the services they received.

In this criterion, CAF focuses on the involvement of
citizens in public matters and in the development
of public policies, as well as the openness to their
needs and expectations. Public organisations
should support citizens/customers in these roles
if they want them to be played in an effective way.

Examples
1. Ensuring a proactive information policy (e.g.

about how the organisation works, about
the competences of the different public
authorities, about the structure and
processes of the organisation, etc.).

2. Actively encouraging citizens/customers to
organise themselves, express their needs
and requirements and supporting partner-

ships with citizens, representative citizen
groups and civil society organisations.

3. Encouraging the involvement of citizens/
customers and their representatives in the
consultation and active participation in the
decision-making processes of the orga-
nisation (co-design and co-decision) e.g. via
consultation groups, surveys, opinion polls
and quality circles.

4. Defining the framework to actively seek
ideas, suggestions and complaints of
citizens/customers, collecting them by
appropriate means (e.g. surveys, consultation
groups, questionnaires, complaints boxes,
opinion polls, etc.). Analysing and exploiting
this information, and disseminating the
results.

5. Ensuring transparency concerning the
organisation’s functioning as well as its
decision-making  processes (eg. by
publishing annual reports, holding press
conferences and posting information on the
internet).

6. Defining and agreeing on ways to develop
the role of citizen/customers as co-producers
of services (e.g. in the context of waste
management) and co-evaluators (e.g.
through systematic satisfaction measure-
ments).

7. Developing effective expectation manage-
ment by explaining to customers what
services they can expect, including a number
of quality indicators e.g. through Citizens
Charters.

8. Assuring updated information on how
citizens'’/customers’ individual and social
behaviour evolves, to avoid installing
outdated processes of consultation or
producing outdated services.

[Award a score using the Enablers Panel]



Subkritérium 4.3
Riadila finan¢né zdroje

Schopnost organizacii verejnej spravy generovat
dodatocné financné zdroje moéze byt limitovana,
rovnako ako ich sloboda v alokovani alebo opako-
vanom alokovani vlastnych fondov sluzbam, ktoré
si zela dodavat. Hoci maju organizacie verejnej
spravy casto malé slovo pri rozmiesthovani
zdrojov, dokladna priprava rozpoctov, pokial
mozno spolu s financnymi autoritami, je prvym
krokom v nakladovo efektivnom, udrzatelnom
a zodpovednom manazérstve financného Uctov-
nictva. Detailné uctovné systémy a interné kontroly
suU nevyhnutné na trvalé monitorovanie vydajov.
To je zaklad pre normalne uctovanie nékladov,
preukazanie schopnosti organizacie dodavat, ak
je to potrebné ,viac a zlepsené sluzby za menej
nakladov” a vytvaranie prilezitosti pre inovované
sluzby alebo produkty a ich rychle uvedenie.

Priklady:
1. Zosuladenie finanéného manazérstva so stra

tegickymi cielmi ucinnym, efektivnym
a ekonomickym sposobom.

2. Analyzovanie rizik a prilezitosti financnych
rozhodnuti.
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3. Zabezpecenie financnej a rozpoctovej
transparentnosti.

4. Zabezpecenie nakladovo Ucinného, efektiv-
neho a ekonomického manazérstva finan-
¢nych zdrojov vyuzivanim efektivnych
finan¢no-nakladovych uGctovnych a kontro-
lingovych systémov.

5. Zavedenie inovacnych systémov rozpoc-
tového a nékladového planovania (napr.
viacrocné rozpocty, programové/projek-
tové rozpoctovanie, rozpoCty na energie,
rozpocty na zabezpecovanie rodovej/
sexualnej rovnosti).

6. Delegovanie a decentralizdcia finan¢nych
zodpovednosti a ich vyvazenie s centrdlnym
kontrolingom.

7. Financné riadenie zalozené na analyze
nakladov/vynosov, udrzatelnosti a etiky.

8. Zaclenenie udajov nefinan¢nej vykonnosti
do rozpoctovych dokumentov, ako su
informacie o cieloch vystupov a dosledkov.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Subkritérium 4.4
Riadila svoje informacie a poznatky

Je dolezité, aby sa v organizacii identifikovali
poziadavky na informacie a poznatky na
dosiahnutie strategickych cielov a pripravu
pre buducnost. Tieto nevyhnutné poznatky
a informacie maju prichadzat do organizacie
systematickym spOosobom, maju ich zdielat
vsetci zamestnanci, ktori ich potrebuju a zostat
v organizacii v pripade odchodu zamestnancov.
Zamestnanci maju mat okamzity pristup k vhod-
nym informaciam a poznatkom, ktoré potrebuju
na efektivny vykon svojej prace. Organizacia
ma tiez zabezpecit, aby kritické informacie
a poznatky zdielali kltucovi partneri a ostatné
zainteresované strany podla vlastnych potrieb.

Priklady:
1. Tvorba systémov pre manazérstvo, uchova-

vanie a vyhodnocovanie informacii a poz-
natkov v organizacii v sulade so strategickymi
a operativnymi/ prevadzkovymi ciefmi.

2. Zabezpeclenie, aby sa externe dostupné
informacie ziskavali, spracovavali a efektivne
vyuzivali a uchovavali.

3. Trvalé monitorovanie poznatkov a informacii
dostupnych v organizacii, zabezpecenie
ich relevantnosti, spravnosti, spolahlivosti
a bezpecnosti. Zaroven aj ich zosuladenie
so strategickym planovanim a sucasnymi
i budticimi potrebami zainteresovanych stran.

Sub-criterion 4.3
Manage finances

The ability of public organisations to generate
additional financial resources may be limited
as may be its freedom to allocate, or reallocate
its funds to the services it wishes to deliver.
Although public organisations often have little
say in resource allocation, carefully preparing
the budgets, preferably together with the
financial authorities, is the first step in cost-
effective, sustainable and accountable financial
management. Detailed accountancy systems and
internal control are necessary to continuously
monitor the expenses. It is the basis for sound cost
accounting, demonstrating the organisation’s
ability to deliver ‘more and improved services for
less cost’if needed, and creating the opportunity
for more innovative services or products to be
introduced more quickly.

Examples
1. Aligning financial management with

strategic objectives in an efficient, effective
and economic way.

4

Sub-criterion 4.4
Manage information and knowledge

It is important to identify the organisation’s
information and knowledge requirements for
reaching the strategic goals and preparing
for the future. This necessary knowledge and
information should enter the organisation in a
systematic way, be shared with all the staff who
need it and remain in the organisation when
people leave. Employees should have prompt
access to the appropriate information and
knowledge they need to do their job effectively.
The organisation should also ensure that it
shares critical information and knowledge with
key partners and other stakeholders according
to their needs.

Enablers Criteria >> Criterion 4: Partnerships and Resources

Analysing risks and opportunities of financial
decisions.

Ensuring budgetary  and financial
transparency.

Ensuring the cost-efficient, effective and
economic  management of financial
resources by using effective financial cost
accounting and controlling systems.
Introducing systems of budgetary and cost
planning and monitoring (e.g. multi-annual
budgets, programme of project budgets,
energy budgets, gender/diversity budgets).
Delegating and decentralising financial
responsibilities and balancing them with
central controlling.

Basing investment decisions and financial
control on cost/benefit-analysis, sustainability
and ethics.

Including performance data in budget
documents, such as information on output
and outcome goals.

[Award a score using the Enablers Panel]

Examples

1.

Developing systems for managing, storing
and assessing information and knowledge
in the organisation in accordance with
strategic and operational objectives.
Ensuring that externally available relevant
information is acquired, processed, used
effectively and stored.

Constantly monitoring the organisation’s
information and knowledge, ensuring its
relevance, correctness, reliability and
security. Also aligning it with strategic
planning and the current and future needs of
stakeholders.
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4. Vytvaranie vnutornych kanalov na postupné
rozsirovanie informacii po celej organizacii,
aby sa zabezpecilo, Ze vietci zamestnanci
maju pristup k informaciam a poznatkom,
relevantnym pre ich ulohy a ciele (internet,
informacny bulletin, vlastny casopis, atd’).

5. Zabezpecenie stalej vymeny poznatkov
medzi zamestnancami (mentoring, kouco-
vanie, dokumentované prirucky).

6. Zabezpecenie pristupu a vzajomnej vymeny
relevantnych informacii a dat so vsetkymi

Subkritérium 4.5
Riadila technolégie

IKT a ostatné technologické politiky organizacie
musia byt manazované tak, aby podporovali
strategické a operativne ciele organizacie
udrzatelnym spésobom. Ak sa manazuju
strategicky, potom mézu byt silou pre zlep3o-
vanie vykonnosti organizacii verejnej spravy
a pre rozvoj e — governmentu. Klicové procesy
moézu byt zvlast zlepSované zapojenim
vhodnych technoldgii primeranym sp6sobom.
Pri poskytovani sluzby, mozu e - sluzby pos-
kytnut sluzby dostupnejsie pre zdkaznikov
a vyznamne znizovat ich administrativnu zataz.
S administrativne pohotovym rieSenim IKT

> sove

mozu poskytnut ucinnejsie vyuzitie zdrojov.

Priklady:
1. Navrhovanie manazérstva technolégii v su-

lade so strategickymi a operativnymi/pre-
vadzkovymi cielmi.

2. Implementacia, monitorovanie a vyhodno-
covanie nakladovej efektivnosti pouzivanej
technolégie. Cas navratnosti investicii by mal
byt dostatocne kratky a mala by sa vyuzivat
vhodnd metrika.

3. Zabezpecenie bezpecného, efektivneho
a uc¢inného vyuzivania technoldgie, s dora-
zom na zru¢nosti zamestnancov.

zainteresovanymi stranami systematickym
a pouzivatelsky prijatelnym spdsobom,
beruc do Uvahy Specifické potreby vietkych
¢lenov spolocnosti ako su stari a postihnuti
[udia).

7. Zabezpecenie, ze klucové informacie a poz-
natky tych zamestnancov, ktori opustaju
organizaciu, sa zachovaju pre organizaciu.

Pridelte bodové hodnotenie podla Panelu

predpokladov

4. U¢inné aplikovanie vhodnej technoldgie do:

« manazérstva projektov a uloh,

- manazérstva vedomosti/znalosti,

« podpory ucenia sa a zlepsovacich aktivit,

- podpory interakcie so zainteresovanymi
stranami a partnermi,

« podpory rozvoja a udrziavania internych
a externych sluzieb.

5. Zadefinovanie, ako méze byt IKT vyuzitd na
zlepsovanie poskytovanych sluzieb, napr.
vyuzivanim metéd podnikovej architektury
na manazérstvo informacii verejnej spravy.

6. Zavedenie ramcov IKT a potrebnych zdrojov
na poskytnutie inteligentnych a efektivnych
on-line sluzieb, aby sa zlepsilo poskytovanie
sluzieb zékaznikom.

7. Starostlivé sledovanie technologickych
inovacii a preskimavanie politiky v danej
oblasti, ak je to potrebné.

8. Vziat do uUvahy spolocensko - ekonomické
a environmentdlne vplyvy IKT, napr.
manazérstvo odpadov tonerov, redukovanie
dostupnosti pre tych, ktori nepouzivaju
elektronické sluzby.

Pridelte bodové hodnotenie podla Panelu

predpokladov
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4. Developing internal channels to cascade
information throughout the organisation
to ensure that all employees have access to
the information and knowledge relevant to
their tasks and objectives (intranet, news-
letter, house magazine, etc.).

5. Ensuring a permanent transfer of knowledge
between staff in the organisation (e.g.
mentorship, coaching, written manuals).

6. Ensuring access to and exchange of relevant
information and data with all stakeholders in

Sub-criterion 4.5
Manage technology

ICT and other technological policies of the
organisation need to be managed so that they
support the strategic and operational goals of
the organisation in a sustainable way. When
managed strategically they can be important
levers for the improvement of the performance
of public sector organisations and develop
e-Government. Key processes can be remarkably
improved by introducing the appropriate
technologies in an appropriate manner. In service
provision, e-Services can render services more
accessible for the customers and considerably
lessen their administrative burden. Within the
administration smart ICT solutions may allow for
more efficient use of resources.

Examples
1. Designing technology management in

accordance with the strategic and
operational objectives.

2. Implementing, monitoring and evaluating
the cost-effectiveness of the used technology.
Time for return on investment should be
short enough and there should be reliable
metrics for it.

3. Ensuring a safe, effective and efficient use
of the technology, with special attention to
the skills of people.

a systematic and user-friendly way, taking
into account the specific needs of all
members of society such as elderly people,
disabled people, etc.

7. Ensuring that key information and
knowledge of employees is retained within
the organisation in the event of their leaving
the organisation.

[Award a score using the Enablers Panel]

4. Efficiently applying appropriate technology
toeg.

manage projects and tasks;

manage knowledge;

support learning and improvement

activities;

support interaction with stakeholders and

partners;

support the development and maintenance

of internal and external services.

5. Defining how ICT can be used to improve
service delivery, e.g. using the enterprise
architecture method for information
management in public administration.

6. Adopting the ICT framework and resources
needed to deliver intelligent and effective
services online, so as to improve service
delivery to the customers.

7. Being permanently attentive to technologi-
cal innovations and review the policy if
needed.

8. Taking into account the social-economic
and environmental impact of ICT, e.g. waste
management of cartridges, reduced
accessibility of non electronic users.

[Award a score using the Enablers Panel]
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na strategickych a operativnych/prevadz-
kovych cieloch, bertic do uvahy osobné
potreby zamestnancov, miestnu kultdru
a fyzické obmedzenia.

Zabezpecenie Ucelnej, nakladovo efektivnej
a vhodnej udrzby pouzivanych budov, kance-
l&rii, zariadeni a materialov.

Zabezpecenie ucinného, nakladovo efektiv-
neho a udrzatelného pouzitia dopravnych
a energetickych zdrojov a ich optimalizacie.
Zabezpecenie primeranejfyzickejdostupnosti
budov v sulade s potrebami a o¢akdvaniami
zamestnancov a obcanov/zakaznikov (napr.
pristup k parkovaniu alebo k hromadnej
doprave).

Vybudovanie integrovanej politiky pre
riadenie fyzickych aktiv, vratane bezpecnej
recyklacie/umiestnenia, napr. priame mana-
zérstvo alebo zmluvne.

Poskytovanie vlastnych priestorov miestnej
komunite.

Pridelte bodové hodnotenie podla Panelu
predpokladov

Enablers Criteria >> Criterion 4: Partnerships and Resources

regular
y have
ailable
, Cost-

serves
rts the
ability
n and
critical
Il as for

on strategic and operational objectives,
taking into account the needs of employees,
local culture and physical constraints.
Ensuring an efficient, cost effective and
sustainable maintenance of buildings,
offices, equipment and materials used.
Ensuring an efficient, cost effective and
sustainable use of transport and energy
resources and their optimisation.

Ensuring appropriate physical accessibility of
buildings in line with the needs and
expectations of employees and citizens/
customers (e.g. disabled access, parking or
public transport, etc.).

Developing an integrated policy for
managing physical assets, including their safe
recycling/disposal, e.g. by direct manage-
ment or subcontracting.

Putting facilities at the disposal of the local
community.

[Award a score using the Enablers Panel]



Kritérium 5: Procesy

— Subkritérium 5.1
Urcenie, navrh, manazérstvo
a priebezne inovovanie procesov
zapajanim zainteresovanych stran

— Subkritérium 5.2
Rozvoj a dodévanie sluzieb
a produktov orientované
na obcana/zékaznika

— Subkritérium 5.3
Koordinacia procesov v celej
organizacii a s inymi relevantnymi
organizaciami

\J
\/

! Kazda organizacia sa riadi mnohymi procesmi, kazdy proces

I je organizovanym suborom vzajomnych ¢innosti, ktoré transformuju

< zdroje alebo vstupy ucelnym spésobom do sluzieb (vystupov)
a vplyvov na spolo¢nost (dosledkov).

RozliSuju sa tri typy procesov, ktoré pdsobia, aby organizacia

fungovala efektivne v zdvislosti od ich kvality a kvantity ich

vzajomného posobenia:

+ hlavné procesy, ktoré realizuju poslanie a stratégiu organizacie
a tak su rozhodujuce v dodavani produktov alebo sluzieb;

« manazérske procesy, ktoré riadia organizaciu; a

« podporné procesy dodavajuce nevyhnutné zdroje.

Spolo¢ny systém hodnotenia kvality hodnoti iba kluc¢ové procesy
spomedzi tychto troch typov procesov, menovite tie, ktoré efektivne
prispievaju k dosahovaniu poslania a stratégie organizacie.

Criterion 5: Processes

— Sub-criterion 5.1
Identify, design, manage and

innovate processes on an ongoing

basis, involving the stakeholders

— Sub-criterion 5.2
Develop and deliver citizen/
customer-oriented services and
products

— Sub-criterion 5.3
Coordinate processes across
the organisation and with other
relevant organisations

\/

\

Each organisation is run by many processes, each process being
an organised set of inter-related activities that transform resources
or inputs in an efficient way into services (outputs) and impact on
society (outcomes).

A distinction can be made between three types of processes that

make an organisation function effectively depending on their

quality and the quality of their interactivity:

. core processes, realising the mission and strategy of the institution
and thus critical to the delivery of products or services;

+ management processes, steering the organisation; and

+ support processes, delivering the necessary resources.

The Common Assessment Framework assesses only the key
processes amongst these three types of processes, namely those
that contribute effectively to achieving the mission and strategy of
the organisation.
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Kritérium 5 sa zaoberd predovsetkym hlavnymi procesmi, kym
kritérid 1 a 2 sa zaoberaju manazérskymi procesmi a kritéria 3 a 4
podpornymi procesmi. Pre horizontalne organizacné jednotky ako
strategické utvary, oddelenie ludskych zdrojov a finan¢né oddelenie,
su ich manaZérske alebo podporné Cinnosti samozrejme sucastou
ich hlavnych procesov.

Efektivna a ucinnd organizacia identifikuje vlastné hlavné procesy,
ktoré vykonava za ucelom poskytovania vlastnych sluzieb (vystupov)
avplyvov (d6sledkov), pricom zvazuje ocakavania ob¢anov/zakaznikov
a ostatnych zainteresovanych stran v sulade s vlastnym poslanim
a stratégiou. Povaha tychto hlavnych procesov v organizaciach
verejnej spravy sa moze velmi menit z pomerne abstraktnych ¢innosti,
napr. podpora rozvoja politiky alebo regulacia ekonomickych aktivit,
na velmi konkrétne ¢innosti poskytovania sluzby.

Potreba generovania zvy3Sujucej sa hodnoty pre vlastnych ob¢anov/
zdkaznikov a ostatné zainteresované strany a zvySovanie uc¢innosti
su dva hlavné riadiace programy v procese rozvoja a inovacie. Narast
zapojenia obcana/zakaznika vo verejnej sprave, ako uvadza uvod
do subkritéria 4.2 (obcania ako spolutvorcovia, spolurozhodovatelia,
spoluvyrobcovia a spoluhodnotitelia), povzbudzuje organizacie
k trvalému zlepSovaniu vlastnych procesov, beric do ivahy meniace
sa prostredie v mnohych oblastiach ako su technologia, ekonomika
a obyvatelstvo.

Enablers Criteria >> Criterion 5: Processes

Criterion 5 deals in particular with the core processes of the
organisation, while criteria 1 and 2 handle the management
processes, and criteria 3 and 4 the support processes. For horizontal
units such as the strategic unit, the HR and financial departments,
their management or support activities are of course part of their
core processes.

An effective and efficient organisation identifies its core processes,
whichit performsin order to deliverits services (outputs) and impact
(outcomes), considering the expectations of the citizens/customers
and other stakeholders, in line with its mission and strategy. The
nature of these core processes in public service organisations may
vary greatly, from relatively abstract activities, such as support for
policy development, or regulation of economic activities, to very
concrete activities of service provision.

The need to generate increasing value for its citizens/customers
and other stakeholders and to raise efficiency are two of the main
drivers in process development and innovation. The increasing
involvement of the citizen/customer in the public administration
as described in the introduction of sub-criteria 4.2 (the citizens as
co-designers, co-decision makers, co-producers and co-evaluators)
stimulates organisations to continuously improve their processes,
taking advantage of the changing environment in many areas such
as technology, economy and population.
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Assessment

Consider what the organisation is doing to...

Hodnotenie

Zvazte, Co robi organizacia, aby:

Subkritérium 5.1 Sub-criterion 5.1
Urcovala, navrhovala, manazovala a priebeZne inovovala procesy zapajanim zainteresovanych stran Identify, design, manage and innovate processes on an ongoing basis, involving the stakeholders

Toto subkritérium skima, ako procesy podporuju
strategické a operativne ciele organizécie a ako
sa identifikuju, navrhuju, manazuju a inovuju.
Ako sa manazéri a zamestnanci organizécie, ako
aj rbzne externé zainteresované strany zapajaju
do procesov ndavrhu, manazérstva a inovacie,
o je relevantné pre kvalitu procesov a potrieb,
ktoré sa starostlivo analyzuju.

Priklady:
1. Trvalé identifikovanie, mapovanie, opis

a zdokumentovanie procesov.

2. ldentifikacia vlastnikov procesov (os6b, ktoré
riadia vSetky kroky v procese) a pridelovanie
zodpovednosti a pravomoci vlastnikom
procesu

3. Analyzovanie a hodnotenie procesov, rizik
a kritickych faktorov Uspechu, beric do uva-
hy ciele organizacie a meniace sa prostredie.

4. Zabezpecenie, aby procesy podporujice
strategické ciele, sa planovali a manazovali
s ciefom dosiahnut stanovené ulohy.

5. Zapojenie zamestnancov a relevantnych
externych zainteresovanych stran do navr-

Subkritérium 5.2.

hovania a zlepSovania procesov na zaklade
merania ich Ucinnosti, efektivnosti a vysled-
kov (vystupov a vysledkov).

6. Pridelovanie zdrojov k procesom na zaklade
miery ich prinosu k napifianiu strategickych
cielov organizacie.

7. Pravidelné zjednodusovanie procesov tym,
ze budu v pripade potreby navrhované
zmeny v pravnych poziadavkach.

8. Stanovovanie cielov vykonnosti orien-
tovanych na zainteresované strany
a implementacia ukazovatelov vykonnosti
na onitorovanie efektivnosti procesov (napr.
charty obcanov, kontraktov vykonnosti/
sluzobnych zmluav na jednotlivych poziciach).

9. Monitorovanie a hodnotenie vplyvu IKT
a e-sluzieb na procesy organizacie (napr.
v rozsahu ucinnosti, kvality a efektivnosti).

10. Inovacia procesov zalozena na pravidelnom
narodnom a medzindrodnom bench
learningu, venujuc starostlivo pozornost
prekazkam inovécie a potrebnym zdrojom.

Pridelte bodové hodnotenie podla Panelu

predpokladov

Rozvijala a dodavala sluzby a produkty orientované na obc¢ana/zakaznika

Subkritérium 5.2 hodnoti, ako organizacie
vytvaraju a doddvaju vlastné sluzby/produkty,
aby uspokojovali potreby obcanov/zakaznikov
ich zapajanim. Riadenie pomocou skusenosti
a kreativity ob¢anov a obcianskej spolo¢nosti
bude posilhovat Ucelny, efektivny a inovativny
verejny sektor, ktory doddva adekvétne verejné
sluzby za primerané naklady.

ZaUcelom zvysovania kvality sluzieb a produktov
moze byt uloha obcanov/zakaznikov na troch
urovniach velmi prospesna:

« zapojenim zastupcov obcanov/zakaznikov,
zdruzeni alebo ad hoc skupin ob¢anov do na-
vrhovania a hodnotenia sluzieb a produktov
organizécii (spolutvorcovia, spoluhodnotitelia);

« splnomocriovanim obcana/zédkaznika rozho-
dovat o druhu sluzieb a produktov, ktoré
sa maju dodavat (spolurozhodovatelia);

+ spolupracou s obcanmi/zakaznikmi pri imple-
mentacii sluzieb a produktov alebo splnomoc-
novanim obcanov/zdkaznikov pri samotnej
realizacii sluzieb a produktov (spoluvyrobcovia).

This sub-criterion examines how the processes 5. Involving employees and relevant external

support the strategic and operational goals of
the organisation and how they are identified,
designed, managed and innovated. How
managers and people of the organisation as
well as the different external stakeholders
are involved in the processes of design,
management and innovation is very relevant
for the quality of the processes and needs to be
analysed carefully.

Examples

1. ldentifying, mapping, describing and
documenting processes on an ongoing
basis.

2. Identifying process owners (the persons who
control all the steps in the process) and
assigning responsibilities and competences
to them.

3. Analysing and evaluating processes,
risks and critical success factors, taking into
consideration the objectives of the
organisation and its changing environment.

4. Ensuring that the processes support the
strategic goals, are planned and managed to
achieve the targets established.

Sub-criterion 5.2

stakeholders in the design and improvement
of processes on the basis of their measured
efficiency, effectiveness and results (outputs
and outcomes).

6. Allocating resources to processes based on
the relative importance of their contribution
tothe strategic objectives of the organisation.

7. Simplify the processes on a regular basis,
proposing changes in the legal requirements
if necessary.

8. Setting stakeholder-oriented performance
goals and implementing performance indi-
cators to monitor the effectiveness of the
processes (e.g. citizen charters, performance
contracts/service level agreements).

9. Monitoring and evaluating the impact of ICT
and e-Services on the organisation’s processes
(e.g. in terms of efficiency, quality, effective-
ness).

10. Innovating processes based on regular
national and international bench learning,
paying careful attention to the obstacles to
innovation and the necessary resources.

[Award a score using the Enablers Panel]

Develop and deliver citizen/customer-oriented services and products

Sub-criterion 5.2 assesses how organisations
develop and deliver their services/products in
order to satisfy the needs of the citizens/customers
by involving them. Drawing on the expertise and
creativity of citizens and civil society will foster an
efficient, effective and innovative public sector,
delivering adequate public services at a fair cost.

In order to enhance the quality of services and
products, the role of citizens/customers at three
levels can be very beneficial:

« by involving representative citizens/
customers, associations or ad hoc panels
of citizens in the design and evaluation of the
organisations services and products (co-
design, co-evaluation);

« by empowering the citizen/customer in the
decision on the type of services and products
to be delivered (co-decision);

« by collaborating with citizens/customers in
the implementation of services and products
or by empowering citizens/ customers in the
realisation of services and products them-
selves (co-production).



Subkritérium 5.2.

Kritéria predpokladov >> Kritérium 5: Procesy

Rozvijala a dodavala sluzby a produkty orientované na obc¢ana/zakaznika (pokracovanie)

Spoluvytvaranim sluzieb sa zvySuje udrzatel-
nost kvality, pretoze vyroba sa stava spoluvlast-
nictvom a sposob vyroby sa stava viditelnejsim,
zrozumitelnejsim a tak legitimnejSim a uspoko-
jovanejsim.

Priklady:
1. Definovanie vystupov (sluzieb a produktov)

hlavnych procesov.

2. Zapojenie obcanov/zakaznikov do navrho-
vania a zlepsovania sluzieb a produktov (napr.
prostrednictvom prieskumov/spatnych vazieb/
zaujmovych skupin/poziadaviek, tykajucich
sa vhodnosti sluzieb a produktov a ich efektivity,
beruc do Uvahy pohlavie a aspekty réznosti).

3. Zapajanie obcanov/zakaznikov a inych zain-
teresovanych stran do rozvoja noriem kvality
sluzieb, produktov (vystupov procesov) reagujuc
na ich ocakdvania, ktoré su organizaciou
zvladnutelné.

4. Zapadjanie obcanov/zakaznikov do rozvijania
sluZieb a priprava ob¢anov/zakaznikov, rovnako,

Subkritérium 5.3

ako zamestnancov verejnej spravy na ich
meniacu sa ulohu.

5. Zapojenie obcanov/zdkaznikov do navrhu
a rozvoja novych druhov interaktivnych sluzieb
a poskytovania informacii a efektivnejsich
komunikacnych kandlov.

6. Zabezpecenie dostupnosti vhodnych a spo-
lahlivych informacii s cielom poméct a pod-
porit obcanov/zakaznikov, rovnako, ako ich
informovat o implementovanych zmenéch.

7. Podpora spristupnenia organizacie (napr.
pruzné otvaracie hodiny a dokumenty v r6znej
forme, napr. papierovej aj elektronickej forme,
vhodnymi jazykmi, plagatmi, brozdrami,
Braillovym pismom a audiovizudlnymi tabulami).
8. Rozvijanie vhodnej reakcie na urgenciu
doddvania, systémov manazérstva staznosti
a postupov.

Pridelte bodové hodnotenie podla Panelu
predpokladov

Koordinovala procesy v celej organizacii a s inymi relevantnymi organizaciami

Toto subkritérium hodnoti, ako sa spravne koor-
dinuju procesy v organizécii s procesmi inych
organizacii poésobiacich v ramci rovnakej siete
sluzieb. Efektivnost organizacii verejnej spravy
Casto zavisi v Sirokej miere na spdsobe, ako
spolupracuju s ostatnymi organizaciami verejnej
spravy, s ktorymi tvoria druh siete dodavania
sluzby orientovanej na spolo¢né dosledky.
Medzifunkéné procesy su vo verejnej sprave
bezné. Je to potrebné pre Uspesnu integraciu
manazérstva takychto procesov, odkedy efek-
tivnost a ucinnost procesov do znacnej miery
Zavisi na integracii.

Priklady:
1. ldentifikacia poskytovatelskej/dodévatelskej

siete sluzieb, ku ktorej organizicia a jej
partneri patria.

2. Koordindacia a prepojenie procesov na klu-
covych partnerov v sukromnom, mimovlad-
nom a verejnom sektore.

3. Vytvaranie spolo¢nych systémov s partnermi
v poskytovatelskej/ dodavatelskej sieti
sluzieb tak, aby sa ulah¢ila vymena dat.

4. Previazanie trasy zadkaznika/ob¢ana napriec¢
rozlicnymi organizaciami s cielom naucit
sa lepsej koordinacii procesov a predist
organiza¢nym prekazkam.

5. Vytvdranie riesitelskych timov naprie¢ orga-
nizaciou/poskytovatelmi sluzieb na rieSenie
problémov.

6. Vytvaranie podnetov (@ podmienok) pre
manazment a zamestnancov na rozvijanie
procesov medzi organizaciami (napr. zdie-
[ané sluzby a spolo¢ny rozvoj procesov
medzi rozli¢nymi ttvarmi).

7. Vytvdranie pracovnej kultury za hranice
procesného manazérstva na vymanenie
sa zo Strukturovaného pristupu ku koordi-
novaniu procesov naprie¢ organizaciou,
alebo rozvijanie procesov medzi organiza-
ciami (napr. uprednostnenie realizacie
samohodnotenia v celej organizacie pred
samohodnotenim jednotlivych utvarov).

Pridelte bodové hodnotenie podla Panelu

predpokladov

Sub-criterion 5.2

Enablers Criteria >> Criterion 5: Processes

Develop and deliver citizen/customer-oriented services and products [continued]

Co-producing services increases the sustainability
of quality because the production becomes
co-owned and because the way of producing
becomes more visible, more understandable and
therefore more legitimate and satisfying.

Examples
1. ldentifying the outputs (services and

products) of the core processes.

2. Involving citizens/customers in the design
and improvement of services and products
(e.g. by means of surveys/feedback/focus
groups/inquiries concerning the suitability
of services or products and whether they
are effective in taking into account gender
and diversity aspects.

3. Involving citizens/customers and other
stakeholders in the development of quality
standards for services and products (the
process output), responding to their
expectations and manageable by the
organisation.

Sub-criterion 5.3

4. Involve citizens/customers in the delivery of
services and prepare the citizens/customer as
well as the civil servants for the new relation
and changing roles.

5. Involving citizens/customers in the design
and development of new kinds of interactive
services and information delivery and
effective communication channels.

6. Ensuring the availability of appropriate and
reliable information, with an aim to assist and
support citizens/customers as well as to
inform them about implemented changes.

7. Promoting accessibility of the organisation
(e.g. flexible opening hours and documents
in a variety of formats e.g. on paper as well
as an electronic version, appropriate
languages, posters, brochures, Braille and
audio notice boards).

8. Developing sound response query handling
and complaint management systems and
procedures.

[Award a score using the Enablers Panel]

Coordinate processes across the organisation and with other relevant organisations

This sub-criterion assesses how well the processes
are coordinated within the organisation and with
the processes of other organisations functioning
within the same service chain. The effectiveness
of public organisations often largely depends
on the way they collaborate with the other
public organisations, with whom they form a
kind of a service delivery chain, oriented to a
common outcome. Cross-functional processes
are common in public administration. It is vital to
successfully integrate the management of such
processes, since the effectiveness and efficiency
of processes greatly depend on that integration.

Examples
1. Define the service delivery chain to which

the organisation belongs and its partners.
2. Coordinating and linking processes to key
partners in the private, NGO and public sector.
3. Develop a common system with partners
in the service delivery chain to facilitate data
exchange.

4. Undertake citizen/customer  journeys
across different organisations to learn about
better coordination of processes and
overcome organisational boundaries.

5. Creating task forces across organisations/
service providers to tackle problems

6. Build in incentives (and conditions) for
management and employees to create cross-
organisational processes (e.g. shared services
and common process development between
different units).

7. Create a culture for working across borders
in the process management, getting out
of the silos thinking, coordinating processes
across the organisation or developing cross
organisational processes (e.g. undertake self-
assessment for the whole organisation rather
than different units).

[Award a score using the Enablers Panel]



Kritéria Vysledky

Od kritéria 6 dalej, sa zameranie hodnotenia posuva od predpo-
kladov k vysledkom. V prvych troch kritéridch vysledkov meriame ¥

vnimania: ¢o si nasi zamestnanci, obc¢ania/zakaznici a spolocnost e
o nas mysli. Zaroven disponujeme internymi indikdtormi vykonnosti, |
ktoré ukazuju, do akej miery napliiame ciele, ktoré si pre seba
mobzeme stanovit — vysledky. Hodnotenie vysledkov vyzaduje subor
roznych odpovedi, takze odpovede od tohto kritéria sa zakladaju
na Paneli hodnotenia vysledkov (pozri Bodové hodnotenie a Panely
hodnotenia).
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Results Criteria

From Criterion 6 onwards, the focus of the assessment shifts from
Enablers to Results. In the first three Results Criteria we measure
perceptions: what our people, citizens/customers and society think
of us. We also have internal performance indicators which show how
well we are doing against the targets we may have set for ourselves
- the outcomes. The assessment of results requires a different set of
responses, so the responses from this point onwards are based on the
Results Assessment Panel (see CAF Scoring and Assessment Panels).
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Kritérium 6;:

Vysledky orientované na obcana/zakaznikov

nie vnimania

— Subkritérium 6.2
Meranie vykonnosti

A

Vyraz obc¢an/zakaznik predstavuje komplexny vztah medzi orga-
nizaciou verejnej spravy a jeho verejnostou. Osoba, ktorej je sluzba
urend, sa povazuje za obcana, ¢lena demokratickej spolo¢nosti
s pravami a povinnostami (napr. platitel dane, politicky aktivny
Ucastnik, atd.). Osoba sa ma tiez povazovat za zdkaznika nielen
v kontexte doddvania sluzby, ked zastava poziciu prijimatela sluzby,
ale aj v kontexte, ked'plni povinnosti (danovnik alebo platba pokuty),
kde ma pravo, aby sa s nim zaobchadzalo nestranne a zdvorilo bez
zanedbania zdujmov organizacie. KedZe sa tieto dva pripady nie
vzdy daju jasne oddelit, tento komplexny vztah sa bude opisovat
ako vztah obcan/zakaznik.

Obcania/zakaznici su prijimatelia alebo vlastnici pozitkov Cinnosti,
produktov alebo sluzieb organizacii verejnej spravy. Obcania/
zdkaznici musia byt definovani, ale nie nevyhnutne iba ako priami
pouzivatelia poskytovanych sluzieb.

Criterion 6:

Citizen/Customers-oriented Results

— Sub-criterion 6.2

Performance measurements

=

A

The term citizen/customer reflects the complex relationship
between the administration and its public. The person to whom
the services are addressed has to be considered as a citizen, a
member of a democratic society with rights and duties (e.g. tax
payer, political actor, etc.). The person should also be considered
as a customer, not only in the context of service delivery where
he adopts the position of a beneficiary of services, but also in a
context where he has to fulfil duties (taxpayer or payment of fines),
where he has the right to be treated with fairness and courtesy
without neglecting the interests of the organisation. Since the two
cases are not always clearly separable, this complex relationship
will be described as a citizen/customer relationship.

Citizens/customers are the recipients or beneficiaries of the activity,
products or services of the public sector organisations. Citizens/
customers need to be defined, but not necessarily restricted to only
the primary users of the services provided.



Kritéria predpokladov >> Kritérium 6: Vysledky orientované na obc¢ana/zakaznikov

Kritérium 6 opisuje vysledky, ktoré organizacie dosahuje vo vztahu
k spokojnosti svojich obcanov/zakaznikov a nou poskytovanych
produktov alebo sluzieb. Model CAF rozliSuje medzi vysledkami
vnimania a vykonnosti. Pre vSetky typy organizacii verejnej spravy
je dblezité, aby priamo merali spokojnost svojich obcanov/
zakaznikov (vysledky vnimania). Okrem toho sa maju merat
vysledky vykonnosti. Tieto dalSie informacie o spokojnosti obanov
a zakaznikov sa ziskavaju meranim internych parametrov. Usilie
zvysit vysledky internych ukazovatelov ma viest k vyssej spokojnosti
zdkaznikov/obcanov.

Hodnotenie

Results Criteria >> Criterion 6: Citizen/Customer-oriented Results

Criterion 6 describes the results the organisation is achieving
in relation to the satisfaction of its citizens/customers with
the organisation and the products or services it provides. CAF
distinguishes between perception and performance results. It is
important for all kinds of public sector organisations to directly
measure the satisfaction of their citizens/customers (perception
results). Furthermore performance results have to be measured.
Here, additional information about the citizens’ and customers’
satisfaction is collected by measuring internal indicators. Working
on increasing the results of internal indicators should lead to higher
satisfaction of the customers/citizens.

Assessment

Zvazte, o dosiahla organizacia v Usili splnit potreby a o¢akavania
zakaznikov a obcanov prostrednictvom vysledkov...

Consider what the organisation has achieved to meet the
needs and expectations of customers and citizens through
the results of...

Subkritérium 6.1
Merani vnimania

Priame meranie spokojnosti alebo vnimania
obcanov a zadkaznikov md podstatny vyznam.
Meranie vnimania obc¢anov a zakaznikov zna-
mend dotazovanie sa a ziskavanie priamej
spatnej vazby a informacii o priamych aspektoch
vykonnosti organizacie. Nasledujuc zésadu
manazérstva zaloZzeného na dokaze, to nie
je organizacia, ktord predpoklada uroven

Priklady:
Vysledky merania vnimania tykajuce sa:

1.

celkovéhoimidzu organizacieaverejnejrepu-
tacie (napr. priatelskost, cestnost konania,
otvorenost, zrozumitelnost poskytovanych
informacii, ochota zamestnancov pocuvat,
flexibilita a schopnost riesenia konkrétnych
situacii).

Sub-criterion 6.1
Perception measurements

The direct measurement of the satisfaction
or perception of the citizens and customers
is of essential importance. Measuring the
perception of citizens and customers means
directly asking them and getting direct
feedback and information on different aspects
of the organisation’s performance. Following the
principle of evidence-based management, it is

Examples
Result of perception measurement regarding:

1. The overall image of the organisation and
the public reputation (e.g. friendliness,
fairness of treatment, openness, clarity
of the provided information, the employees’
willingness to listen, the reception, flexibility
and ability to address individual solutions,

spokojnosti; namiesto toho poskytuju priame 2. zapojenia a Ucasti obc¢ana/zdkaznika do pra- not the organisation making assumptions on the etc.).

informacie od samotného zdakaznika/obc¢ana covnych procesov a procesov rozhodovania satisfaction level; instead, direct information from 2. Involvement and participation of the citizen/
objektivne informacie. Vo vacsine pripadov organizacie. the customer/citizen themselves provides the customer in the working and decision-
sa robi prieskum zdkaznika alebo obcana. 3. dostupnosti (napr. dostupnost verejnou objective information. In most cases this is done making process of the organisation.

Doplnkové nastroje, ako su zdujmové skupiny
alebo féra pouzivatelov sa pouzivaju tiez. Toto
subkritérium hodnoti, ¢i organizédcia vykondva
tieto merania a ukazuje vysledky tychto merani.

dopravou, bezbariérovy pristup, strankové/
uradné hodiny a cakacie doby, jednokrokové
sluzby, naklady na sluzby, atd.).

by customer or citizen surveys. Complementary
tools such as focus groups or users panels are
also used. This sub-criterion assesses whether the
organisation performs these measurements and
shows the results of these measurements.

3. Accessibility (e.g. accessibility with public
transport, disabled access, opening and
waiting times, one-stop-shops, cost of the
services, etc.).



4. transparentnosti (napr. o fungovani organi-
zacie, vysvetleniimplementovanejlegislativy
a o procesoch rozhodovania).

5. produktov a sluZieb (napr. kvalita, spolah-
livost, zhoda s normami kvality, doba spraco-
vania/poskytnutia, kvalita poradenstva zadkaz-
nikovi/obcanovi, environmentalny pristup).

6. organizacného rozliSovania sluzieb tykaju-
cich sa rozlicnych potrieb zakaznicka (napr.
pohlavie, vek).

7. dostupnych informacii: kvantity, kvality,

Subkritérium 6.2
Merani vykonnosti

Okrem priameho merania vnimania obcana
a zakaznika, sa moéze kvalita poskytovanych
sluzieb obcanom alebo zdkaznikom merat
pomocou internych ukazovatelov. Tu sa vyuzivaju
meratelné vysledky manazérstva internych
ukazovatelov (napr. doba spracovania, doba
Cakania, pocet staznosti). Na zdklade tychto
merani o kvalite poskytovanych sluZieb je mozné
sa ucit. Model CAF dava prehlad prikladov
internych ukazovatelov, ktoré meraju vykonnost,
aby splnili potreby a ocakavania zakaznikov
a obcanov.

Priklady:

Vysledky tykajuce sa zapojenia:

1. rozsahu zapojenia zainteresovanych stran
do procesu navrhovania a poskytovania
sluzieb a produktov a/alebo navrhovania
procesov rozhodovania.

2. poctu prijatych a implementovanych odpo-
racani.

3. rozsahu pouzivania novych a inovativnych
spésobov zaobchadzania s obc¢anmi/zakaz-
nikmi.

4. ukazovatele/indikdtory vyhovenia aspektom
roznosti, kultirnej a rodovej rovnosti
obcanov/zakaznikov.

5. rozsahu pravidelnych preskiumani realizova-
nych spolo¢ne so zainteresovanymi stranami
s cielom monitorovat ich meniace sa potreby
a mieru, do akej su spokojni.

Kritéria predpokladov >> Kritérium 6: Vysledky orientované na obc¢ana/zakaznikov

spolahlivosti, transparentnosti, zrozumi-
telnosti, vhodnosti pre cielovu skupinu, atd.
8. dobrého prijatia informacii ob¢anom/zakaz-
nikom.
9. frekvencie dotaznikovych prieskumov
nazorov ob¢anov/zakaznikov na organizaciu.
10. Urovne dovery verejnosti vo vztahu k organi-
zacii a jej produktom/sluzbam.
Pridelte bodové hodnotenie podla Panelu
vysledkov

Vysledky tykajuce sa dostupnosti organizacie:

1. strankové/uradné hodiny niektorych sluzieb
(odborov/oddeleni)

2. cakacia doba, doba vybavenia/poskytnutia
sluzby

3. nakladova cena na sluzbu

4. dostupnost informdcii tykajucich sa mana-
zérskych zodpovednosti rozlicnych sluzieb

Vysledky tykajuce sa transparentnosti posky-

tovania sluzieb a produktov:

1. pocetinformacnych kanalov a ich Ucinnosti

2. dostupnost a presnost informacii

3. dostupnost cielov vykonnosti a vysledkov
organizacie

4, pocetintervenciiombudsmanom

5. rozsah usilia zlepsit dostupnost, presnost
a transparentnost informacii

Vysledky ukazovatelov tykajucich sa kvality

produktov a poskytovania sluzby:

1. pocet a ¢as vybavenia staznosti

2. mnozstvo materidlov/dokumentov vrate-
nych spat s chybami a/alebo pripadov
vyzadujucich kompenzaciu

3. dodrziavanie platnych noriem kvality sluzieb
(napr. legislativne poziadavky)

Pridelte bodové hodnotenie podla Panelu

vysledkov

Results Criteria >> Criterion 6: Citizen/Customer-oriented Results

4. Transparency (e.g. on functioning of the
organisation, of the explanation of the
applicable legislation, and decision-making
processes).

5. Products and services (e.g. quality, reliability,
compliance with quality standards, process-
ing/providing time, quality of advice given
to the customers/citizens, environmental
approach).

6. The organisation’s differentiation of services
related to different needs of customers (e.g.
gender, age, etc.).

Sub-criterion 6.2
Performance measurements

Besides the direct measurement of citizen
and customer perception, the quality of
services delivered to citizens and customers
can be measured by internal indicators. Here,
measurable results of internal management
indicators (e.g. processing time, waiting time,
number of complaints) are used. Based on
these measurements lessons about the quality
of the service delivery can be learnt. CAF gives
an overview of examples for internal indicators
which measure the performance in order to fulfil
the needs and expectations of customers and
citizens.

Examples
Results regarding the involvement

1. Extent of involvement of stakeholders in the
design and the delivery of services and
products and/or the design of decision-
making processes.

2. Number of suggestions received and
implemented.

3. Extent of use of new and innovative ways in
dealing with citizens/customers.

4. Indicators of complying with gender aspects
and cultural and social diversity regarding
citizens/customers.

5. Extent of regular reviews jointly with the
stakeholders to monitor their changing
needs and the degree to which they are
satisfied.

7. The available information: quantity,
quality, reliability, transparency, readability,
appropriateness for the target group, etc.

8. The good receipt of the information by the
citizen/customer.

9. The frequency of citizens/customers opinion
survey on the organisation.

10. Level of public trust towards the organisation
and its products/services.

[Award a score using the Results Panel]

Results of accessibility of the organisation

1. Opening hours of the different services
(departments).

2. Waiting time
Handling/processing time of service delivery.

3. Cost price of the services.

4. Availability of information concerning
management responsibilities of the different
services.

Results regarding the transparency of the

delivery of services and products

1. Number of information channels and their
efficiency.

2. Availability and accuracy of the information.

3. Availability of performance goals and results
of the organisation.

4. Number of interventions by the ombudsman.

5. Extent of efforts to improve availability,
accuracy and transparency of information.

Results of indicators regarding the quality of

products and service delivery

1. Number and processing time of complaints.

2. Number of files returned back with errors
and/or cases requiring repeated processing/
compensation.

3. Adherence to published service standards
(e.g. legislative requirements).

[Award a score using the Results Panel]



Kritérium 7: Vysledky vo vztahu
k zamestnancom

— Subkritérium 7.1
Merania vnimania

— Subkritérium 7.2
Merania vykonnosti
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Vysledky vo vztahu k zamestnancom su dosiahnuté vysledky
organizacie vo vztahu ku kompetentnosti, motivacii, spokojnosti,
vhimaniu a vykonnosti svojich zamestnancov. Kritérium rozlisuje
dva typy vysledkov vo vztahu k zamestnancom: na jednej strane
meranie vnimania, ked s zamestnanci priamo dotazovani (cez
dotazniky, prieskumy, cielové skupiny, hodnotenia, rozhovory,
konzultacie, konzultacie so zadstupcami zamestnancov) a na druhej
strane merania vykonnosti, ktoré pouziva sama organizacia
na monitorovanie a zlepSovanie spokojnosti zamestnancov
a vysledkov vykonnosti.

Criterion 7: People Results

— Sub-criterion 7.1
Perception measurements

— Sub-criterion 7.2
Performance measurements

_—
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People results are the results the organisation is achieving in
relation to the competence, motivation, satisfaction, perception
and performance of its people. The criterion distinguishes
two kinds of people results: on the one hand perception
measurements where the people are asked directly (e.g. via
questionnaires, surveys, focus group, appraisals, interviews,
consultation of staff representatives), and on the other hand
performance measurements used by the organisation itself
to monitor and improve people satisfaction and performance
results.
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Hodnotenie Assessment

Zvazte, Co dosiahla organizacia v Usili splnit potreby a oakavania
svojich zamestnancov prostrednictvom vysledkowv...

Consider what the organisation has achieved to meet the needs
and expectations of its people through the results of...

Subkritérium 7.1
Merani vnimania

Subkritérium hodnoti, ¢i zamestnanci vnimaju
organizaciu ako atraktivne pracovisko a ¢i
su motivovani pri ich kazdodennej praci, aby
pracovali vo vlastnej organizacii najlepsie ako
vedia. Pre vsetky organizacie verejnej spravy
je dolezité, aby systematicky merali vnimanie
zamestnancov o organizacii, jej produktoch
a sluzbach, ktoré organizécia poskytuje.

Priklady:
Vysledky tykajuice sa celkového vnimania

zamestnancami:

1. imidz a celkovd vykonnost organizacie
(pre spoloc¢nost, obcanov/zakaznikov, iné
zainteresované strany),

2. zapojenie zamestnancov Vv organizacii,
do rozhodovacich procesov a ich povedomie
0 poslani, vizii a hodnotéch,

3. zapojenie zamestnancov do zlepSovacich
aktivit,

4., povedomie zamestnancov o0 moznom

konflikte zaujmov a vyzname etického

spravania sa,

mechanizmy konzultacii a dialégu,

6. zapojenie organizacie do spolocenskej zod-
povednosti.

e

Vysledky tykajice sa vnimania manazmentu

a systémov manazérstva:

1. schopnost vrcholového a stredného
manazmentu riadit organizaciu a komuni-
kaciu (napr. stanovovanie cieloy, pridelovanie
zdrojov, hodnotenie celkovej vykonnosti
organizacie, stratégia HRM, atd.)

2. navrhovania a manazérstvo rozli¢nych pro-
cesov organizacie

3. rozdelovanie uUloh a systém hodnotenia
zamestnancov

4. rozsah a kvalita ocerfiovania usilia jednot-
livcov a timov

5. pristup organizacie ku zmendm a inovaciam

Vysledky tykajuce sa vnimania pracovnych

podmienok:

1. pracovna atmosféra v organizacii (napr. ako
sa zaoberat konfliktom zaujmov, staznostami
alebo osobnymi problémami, mobbing
na pracovisku) a kultdra organizacie (napr.
podpora prepojenia odboroyv, Utvaroy, atd.)

2. pristup k socialnym otazkam (napr. pruznost
pracovného casu, zosuladenie prace
s rodinnym zivotom, osobnymi zaleZitostami
a zdravim)

3. zabezpecenie rovnakych prileZitosti, Cest-
ného jednania a spravania sa v organizacii

4. usporiadanie pracovného priestoru a Zivot-
nych pracovnych podmienok

Vysledky tykajuce sa vnimania kariérneho

rozvoja a rozvoja zru¢nosti:

1. systematicky kariérny rozvoj a rozvoj
zru¢nosti

2. povzbudzovanie a splnomocriovanie

3. dostupnost a kvalita vzdeldvania v suvislosti
so strategickymi cielmi organizacie

Pridelte bodové hodnotenie podla Panelu

vysledkov

Sub-criterion 7.1
Perception measurements

The sub-criterion assesses whether people
perceive the organisation as an attractive
workplace and whether they are motivated in
their everyday work to do their best for the
organisation. It is important for all public
sector organisations to systematically measure
people’s perception of the organisation and
the products and services the organisation
provides.

Examples
Results regarding the overall perception of

people of:

1. The image and the overall performance of
the organisation (for society, citizens/
customers, other stakeholders).

2. People’sinvolvement in the organisation, the
decision-making process and theirawareness
of its mission, vision and values.

3. People’s involvement in improvement
activities.

4. People’s awareness of possible conflicts of
interest and importance of ethical behaviour.

5. Mechanisms of consultation and dialogue.

6. The organisation’s social responsibility.

Results regarding the perception of the

management and management systems:

1. The organisation’s top and middle
management’s ability to steer the
organisation (e.g. setting goals, allocating
resources, evaluating the global performance
of the organisation, HRM strategy, etc.) and
to communicate about it.

2. The design and management of the different
processes of the organisation.

3. The division of tasks and the evaluation
system regarding people.

4. The extent and the quality to which
individual and team efforts are recognised.

5. The organisation’s approach to changes and
innovations.

Results regarding the perception of the

working conditions:

1. The working atmosphere (e.g. how to
deal with conflicts, grievances or personnel
problems, mobbing in the workplace) and
the organisation’s culture (e.g. the promotion
of transversality between departments,
units, etc.).

2. The approach to social issues (e.g. flexibility
of working hours, work-life balance, health
protection).

3. The handling of equal opportunities and
fairness of treatment and behaviour in the
organisation.

4. The layout of the workplace and
environmental working conditions.

Results regarding the perception of the career

and skills development:

1. Systematic career and competency develop-
ment.

2. Encouragement and empowerment.

3. Theaccess to and quality of training in relation
to the strategic objectives of the organisation.

[Award a score using the Results Panel]
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Subkritérium 7.2
Merani vykonnosti

Merania vykonnosti obsahujuinterné ukazovatele
vykonnosti tykajuce sa zamestnancov, ktoré
umoznuju organizacii merat dosiahnuté vysledky
tykajuce sa celkového spravania zamestnancov,
ich vykonnosti, rozvoja zru¢nosti, ich motivacie
a ich urovne zapojenia v organizacii. Takéto
vysledky zvycajne zahffaju interné merania
sprdvania zamestnancov, ktoré sa prejavia
v praxi (napr. praceneschopnost, fluktuacia
zamestnancov, pocet staznosti zo strany zamest-
nancoy, pocet odporutcani na inovaciu, atd’).

Priklady:

1. indikdtory tykajuce sa spravania (napr.
uroven absencii a chorobnosti, Uroven
fluktuacie pracovného personélu, mnozstvo
staznosti, pocet dni Strajku).

2. indikatory tykajuce sa zapojenia a motivacie
(napr. odozva na prieskumy spokojnosti
zamestnancoy, pocet navrhov ohladom
inovacii, ucast v internych diskusnych
skupinach).

3. indikatory tykajuce sa (osobnej) vykonnosti
(napr. vysledky sluzobnych hodnoteni).

4. uroven/miera zapojenia do zlep3ovacich
aktivit.

5. Udroven vyuzivania informacnych a komuni-
kacnych technoldgii zamestnancami.

6. indikatory tykajuce sa rozvoja zrucnosti
(napr. ucast a uspesnost vo vzdeldvani
zamestnancoy, efektivnost vynakladania
rozpoctu na vzdeldvanie).

7. indikdtory tykajuce a schopnosti zamest-
nancov zaoberat sa obcanmi/zdkaznikmi
a reagovat na ich potreby (napr. pocet hodin
pripravy zamestnanca tykajucej sa vztahov
s obcanmi/zakaznikmi, pocet staznosti
zo strany obcanov/zakaznikov na spravanie
zamestnancov, meranie pristupu zamest-
nancov k ob¢anom/zakaznikom, atd’).

8. frekvencia odmenovania jednotlivcov
a timov.

9. pocet nahlasenych etickych konfliktov (napr.
moznych konfliktov zaujmov).

10. frekvencia dobrovolnej Ucasti v kontexte
aktivit tykajucich sa spolocenskej zodpo-
vednosti podporovanej organizaciou.

Pridelte bodové hodnotenie podla Panelu

vysledkov

Sub-criterion 7.2
Performance measurements

Performance measurements are comprised of
internal people-related performance indicators
that enable the organisation to measure the
results achieved regarding people’s overall
behaviour, their performance, the development
of skills, their motivation and their level of
involvement in the organisation. Such results
typically include internal measurements of the
behaviour people display in practice (e.g. sick
leave, staff turnover, number of staff complaints,
number of proposals for innovation, etc.)

Examples
Results of:

1. Indicators regarding people’s behaviour (e.g.
levels of absenteeism or sickness, rates of
staff turnover, number of complaints,
number of days on strike).

2. Indicators regarding motivation and
involvement (e.g. response rates for staff
surveys, number of proposals for innovation,
participation in internal discussion groups).

3. Indicators regarding (personal) performance
(e.g. results of the evaluation of people).

4. The level of involvement in improvement
activities.

Results Criteria >> Criterion 7: People Results

5. Level of use of information and communi-
cation technologies.

6. Indicators regarding skills development
(e.g. participation and success rates in
training activities, effectiveness of training
budgets).

7. Indicators regarding people’s ability to deal
with citizens/customers and to respond to
their needs (e.g. number of employee training
hours concerning citizen/customer
relationship management, number of
complaints of citizens/customers concerning
the behaviour of staff, measurement of
people’s attitude towards citizens/customers,
etc.).

8. Frequency of recognising individuals and

teams.

9. Number of ethical dilemmas (e.g. possible

conflicts of interest) reported.

10. The frequency of voluntary participation
in the context of activities related to social
responsibility, promoted by the organisation.

[Award a score using the Results Panel]



Kritérium 8: Vysledky vo vztahu
k spolocenskej zodpovednosti

— Subkritérium 8.1
Merania vnimania

— Subkritérium 8.2
Merania vykonnosti
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Hlavné poslanie organizacie verejnej spravy je venovat sa vzdy
uspokojovaniu kategorie potrieb a oCakavani spolo¢nosti. Okrem
svojho hlavného poslania ma organizacia verejnej spravy zaviest
zodpovedné spravanie, aby prispievala k udrzatelnému rozvoju
vo vlastnych ekonomickych, spoloc¢enskych a environmentélnych
faktoroch, ktoré sa tykaju miestnej, narodnej a medzinarodnej
spolo¢nosti. To modze zahfiiat pristup a zapojenie organizacie
do kvality Zivota, ochrany zivotného prostredia, ochrany globalnych
zdrojov, rovnakych prilezitosti zamestnania, etického spravania,
zapojenia do rozvoja spolocnosti a miestneho rozvoja.

Hlavna funkcia spolocenskej zodpovednosti vysvetluje volu organi-
zacie na jednej strane integrovat spolocenské a environmentélne
aspekty do zvazovania vlastnych rozhodnuti (kritérium 2) a na strane
druhej schopnost reagovat na vplyvy vlastnych rozhodnuti a ¢innosti
na spolo¢nost a zivotné prostredie. Spoloc¢enska zodpovednost
ma byt integrdlnou sucastou stratégie organizacie. Strategické
ciele sa maju overovat z pohladu spolocenskej zodpovednosti, aby
sa zabranilo neiumyselnym nasledkom.

Criterion 8: Social Responsibility Results

— Sub-criterion 8.1 L

Perception measurements

— Sub-criterion 8.2
Performance measurements

The main mission of a public organisation is always dedicated to
satisfying a category of needs and expectations of the society. Beyond
its main mission, a public organisation should adopt responsible
behaviour in order to contribute to sustainable development in
its economic, social and environmental components, related to
the local, national and international community. This may include
the organisation’s approach and contribution to quality of life,
protection of the environment, preservation of global resources,
equal employment opportunities, ethical behaviour, involvement
with communities and the contribution to local development.

The main feature of social responsibility translates the will of the
organisation, on the one hand, to integrate social and environmental
aspects in its decision-making considerations (criterion 2), and
on the other hand, to be able to respond to the impact of its
decisions and activities on society and the environment. Social
responsibility should be an integral part of the strategy of the
organisation. Strategic objectives should be checked in terms of
social responsibility in order to avoid unintended consequences.



Kritérid predpokladov >> Kritérium 8: Vysledky vo vztahu k spolo¢enskej zodpovednosti

Vykonnost organizacie vo vztahu k spolo¢nosti, v ktorej pésobi
(miestna, narodnd alebo medzinarodnad) a jej vplyvy na zivotné
prostredie sa stala kritickym komponentom merania jej celkovej
vykonnosti. Organizacia, ktora pracuje na vlastnej spolocenskej
zodpovednosti bude:

1. zlep3ovat vlastnu povest a imidz voci vietkym obcanom ako celku;

2. zlepSovat vlastni schopnost pritiahnut a udrzat vlastnych
zamestnancov a udrziavat motivaciu a zavazok svojich
zamestnancov;

3. zlepSovat vlastné vztahy so spolo¢nostami, ostatnymi organi-
zaciami verejnej spravy, médiami, dodavatelmi, obcanmi/
zakaznikmi a spolo¢nostou, v ktorej pdsobi.

Merania pokryvaju tak kvalitativne/kvantitativne ukazovatele
vnimania (8.1) ako aj kvantitativne indikatory (8.2). M6Zu sa tykat:

+ etického, demokratického a podielového spravania organizacie;
« udrzatelnosti prostredia;

« kvality Zivota;

« ekonomického vplyvu ako efektu spravania sa organizacie.

Hodnotenie

Zvazte, o organizacia dosahuje vo vztahu k vlastnej spolocenske;j

zodpovednosti prostrednictvom vysledkowv...

Subkritérium 8.1
Merani vnimania

Merania vnimania sa sustreduju na vnimanie spravanie voci ob¢anom, pristup a vysledky

Results Criteria >> Criterion 8: Social Responsibility Results

The performance of an organisation towards the community in

which it operates (local, national or international) and its impact

on the environment have become a critical component of the

measurement of its overall performance. An organisation working

on its social responsibility will:

1. improve its reputation and image to the citizens as a whole;

2. improve its ability to attract and retain staff members and
maintain motivation and commitment of its staff;

3. improve its relations with companies, other public organisations,
the media, suppliers, citizens/customers and the community in
which it exists.

The measures cover both qualitative/quantitative measures of
perception (8.1) and quantitative indicators (8.2). They can be
related to:
« ethical, democratic and participative behaviour of
the organisation;
« environmental sustainability;
+ quality of life;
« economic impact as effects of organisational behaviours.

Assessment

Consider what the organisation is achieving regarding its social

responsibility, through the results of...

Sub-criterion 8.1
Perception measurements

Perception measurements focus on the democracy, the view about ethical behaviour to

vykonnosti organizécie verejnostou na miestnej,
narodnej a medzinarodnej Urovni. Toto vnima-
nie je mozné ziskat z réznych zdrojov, vratane
prieskumov, sprdv, verejnych tlacovych konfe-
rencii, z mimovladnych organizacii, organizacii
verejnych sluzieb, z priamej spatnej vazby od
zainteresovanych stran a susedstva, atd.

Vnimanie identifikuje efektivnost spolocenskej
a environmentdlnej stratégie. To zahfna
pohlad na transparentnost, vplyv na kvalitu
zivota, kvalitu demokracie, pohlad na etické

environmentdlnych otézok, atd.

Priklady:
1. povedomie verejnosti o vplyve; ako vykon-

nost organizacie ovplyvnuje kvalitu Zivota
obcanov/zakaznikov (napr. vzdeldvanie
o zdravi, podpora Sportovych a kultdrnych
podujati, Ucast na charitativnych podu-
jatiach, Specifické aktivity pre postihnutych
[udi, kultdrne aktivity otvorené pre verej-
nost, atd.).

perception of the community of the performance
of the organisation on a local, national or
international level. This perception can be
obtained through different sources, including
surveys, reports, public press meetings, NGOs,
CSOs (civic service organisations), direct feedback
from stakeholders and the neighbourhood, etc.

The perception gives an indication of the
effectiveness of the social and environmental
strategies. It includes the view on transparency,
the impact on the quality of life and quality of

support the citizens, the approach and results
on environmental issues, etc.

Examples
1. Public awareness of the impact of the

organisation’s performance on the quality
of citizens'/customers’ life (e.g. health
education, support of sport and cultural
activities, participation in humanitarian
operations, specific actions towards
disadvantaged people, cultural activities
open to the public, etc.).



2. reputdcia organizacie (napr. ako zamestna-
vatel/prispievatel miestnej/globalnej spolo¢-
nosti).

3. vnimanie ekonomického vplyvu na spoloc¢-
nost na miestnej, regiondlnej, ndrodnej
a medzindrodnej Urovni (napr. vytvorenie/
atraktivita ¢innosti SME v okoli, budovanie
verejnych ciest alebo verejnej dopravy, ktora
tiez sluzi existujucim ekonomickym aktérom).

4. vnimanie pristupu k environmentalnym
otazkam (napr. vnimanie ekologickych stop,
manazérstvo energie, zniZzovanie spotreby
elektriny a vody, ochrana proti hluku
a znecisteniu ovzdusia, stimulovanie volby
verejnej dopravy, manazérstvo odpadov
potencialne toxického odpadu a pod.).

5. vnimanie vplyvu na spolo¢nost s ohladom
na udrzatelnost na lokalnej, regiondlnej,
narodnej alebo medzindrodnej Urovni (napr.
nakupovanie vyrobkov fair trade, recyklo-
vatelné produkty, vyroba obnovitelnej
energie a pod.).

Subkritérium 8.2
Merani vykonnosti

Merania vykonnosti sa zameriavaju na merania
pouzivané v organizacii na monitorovanie,
pochopenie, predpovedanie a zlepSovanie
vykonnosti tykajlcej sa vlastnej spolocenskej
zodpovednosti. To ma jasne identifikovat
efektivnost pristupov organizacie na spolo-
censkych otazkach. MoOzu zahfnat etické
spravanie, iniciativy a vysledky prevencie
zdravotnychrizik, iniciativy zamerané na vymenu
poznatkov, iniciativy na zachovanie zdrojov
a znizovanie environmentélnych vplyvov, atd.

Priklady:
1. aktivity organizacie na ochranu a udrzatel-

nost zdrojov (napr. Ucast dodavatelov so
spolocensky zodpovednym profilom, miera
plnenia ekologickych noriem, pouzivanie
recyklovatelnych  materidlov, vyuzivanie
ekologickej dopravy, redukcia poruseni,
ohrozeni a hluku, znizovanie v pouzivani
verejnoprospesnych sluzieb ako napr. voda,
elektrina, plyn).

2. kvalitavztahovsrelevantnymipredstavitelmi,
skupinami a predstavitelmi verejnosti

3. mnozstvo a vyznamnost pozitivnej aj
negativnej pozornosti, ktord venuju média
organizacii (pocet ¢lankov, obsah).

4. podpora venovana spolo¢ensky znevyhod-
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6. vnimanie vplyvu na spolo¢nost, beruc
do uvahy kvalitu demokratickej spolutcasti
obcana na lokalnej, regiondlnej, narodnej
alebo medzinarodnej uUrovni (napr. otvo-
rené konferencie, konzulticie a procesy
rozhodovania o moznych vplyvoch organi-
zacie na bezpecnost, mobilitu).

7. pohlad verejnosti na otvorenost a transpa-
rentnost organizacie, jej etické spravanie
sa (striktny reSpekt k principom/hodnotam
verejnej spravy (sluzieb verejnosti) ako
su rovnocennost, kontinuita).

8. vnimanie zapojenia do okolia, v ktorom
organizacia posobi prostrednictvom finan-
¢nej podpory, organizovanim kultirnych
a spolocenskych podujati, atd.).

9. vnimanie organizaciezpohladu spolocenskej
zodpovednosti médiami.

Pridelte bodové hodnotenie podla Panelu

vysledkov

nenym obcanom (odhad nakladovej ceny
pomoci, pocet podporovatelov).

5. podpora zo strany zamestnavatela venovana
politike réznosti, a integracii a akceptacii
etnickych skupin a postihnutym ludom (napr.
organizovanim Specifickych etnickych prog-
ramov/projektov, Specifickych programov
na amestnanie etnickych mensin).

6. podpora  medzindrodnym  rozvojovym
projektom a Ucast zamestnancov na filan-
tropickych aktivitach.

7. podpora obcianskopravneho zavazku obca-
nov/zakaznikov, inych zainteresovanych
strdn a zamestnancov.

8. produktivna vymena poznatkov a informacii
s ostatnymi (pocet zorganizovanych otvo-
renych konferencii, pocet intervencii
v narodnych a medzinarodnych kolokviach).

9. programy na prevenciu obcanov/zakaznikov
a zamestnancov pred zdravotnymi rizikami
a Urazmi (pocet a typ preventivnych progra-
mov, pomoc V boji proti faj¢eniu, vzdelavanie
o zdravom stravovani, pocet podporovatelov
a pomer nakladov a kvality tychto programov).

10. vysledky meranispolo¢enskejzodpovednosti
(napr. zvlastne finan¢né ohodnotenie).

Pridelte bodové hodnotenie podla Panelu

vysledkov

Results Criteria >> Criterion 8: Social Responsibility Results

2. Reputation of the organisation (e.g. as an
employer/contributor to local/global society).

3. Perception of the economic impact on
society at the local, regional, national or
international level (e.g. the creation/
attraction of small business activities in
the neighbourhood, creation of public roads
or public transport that also serve existing
economic actors).

4. Perception of the approach to environmental
issues (e.g. perception of the ecological
footprint, energy management, reduced
electricity and water consumption,
protection against noise and air pollution,
stimulating mobility by public transport,
waste management of potentially toxic
waste).

5. Perception of the social impact regarding
sustainability at the local, regional, national
or international level (buying fair trade
products, reusable products, renewable
energy production, etc.).

Sub-criterion 8.2
Performance measurements

Performance measurements focus on the
measures used by the organisation to
monitor, understand, predict and improve the
performance regarding its social responsibility. It
should give a clear indication of the effectiveness
of the approaches of the organisation on societal
issues. They can consider the ethical behaviour,
the initiatives and results of prevention of health
risks, the initiatives to exchange knowledge, the
initiatives to preserve the resources and reduce
the environmental impact, etc.

Examples
Indicators on social responsibility

1. Organisation’s activities to preserve and sus-
tain resources (e.g. the presence of providers
with socially responsible profile, degree of
compliance with environmental standards,
use of recycled materials, use of environmen-
tally friendly modes of transport, reduction of
nuisance, threats and noise, reduction in use
of utilities e.g. water. electricity, gas).

2. Quality of the relationship with relevant
authorities, groups and community
representatives.

3. Amount and importance of positive and
negative media coverage (number of articles,
content).

6. Perception of the social impact, taking into
account the quality of democratic
participation of citizens at the local, regional,
national or international level (e.g. open
conferences, consultation and decision-
making processes about the possible impact
of the organisation on safety, mobility).

7. Public's view about the organisation’s
openness and transparency, ethical
behaviour (strict respect for the principles/
values of public services such as equality,
continuity, etc.).

8. Perception of the involvement in the
community in which the organisation is
imbedded, through financial or other
support, by organising cultural or social
events, etc.

9. The perception of the institution in the
media coverage received regarding its social
responsibility.

[Award a score using the Results Panel]

4. Support dedicated to socially disadvantaged
citizens (e.g. estimation of the cost price of
this help, the number of beneficiaries).

5. Support as an employer for a policy on
diversity and on integration and acceptance
of ethnic minorities and disadvantaged
people (e.g. organising specific programmes/
projects to employ ethnic minorities).

6. Support for international development
projects and participation of employees in
philanthropic activities.

7. Support for civic engagement of citizens/
customers, other stakeholders and employees.

8. Productive exchange of knowledge and in-
formation with others (number of open con-
ferences organised, number of interventions
in national and international colloquia).

9. Programmes to prevent health risks and
accidents for citizens/customers and
employees (number and type of prevention
programmes, assistance in the fight against
smoking, healthy food education, the
number of beneficiaries and the relation to
cost/quality of these programmes).

10. Result of social responsibility measurement
(e.g. extra-financial rating).

[Award a score using the Results Panel]



Kritérium 9;

Subkritérium 9.1

Externé vysledky: vystupy a vysledky/

désledkyvo vztahu k cielom

Subkritérium 9.2
Interné vysledky: Uroven Gcinnosti

Klucové vysledky vykonnosti

Klicové vysledky vykonnosti tykajuce sa cohokolvek, ¢o ma orga-
nizacia ur¢ené ako podstatné, meratelne dosiahnutelné pre uspech
organizacie v kratkodobom a dlhodobom horizonte. Reprezen-
tuju schopnost politik a procesov dosiahnut ulohy a ciele, ktoré
su definované v poslani, vizii a strategickom pldne organizécie.
Kritérium 9 sa zameriava na schopnost organizacie dosiahnut tieto
klucové vysledky vykonnosti.

Klic¢ové vysledky vykonnosti mézeme rozdelit na:

1. Externé vysledky: vystupy a dosledky voci cielom, zameranie
na prepojenie s/medzi poslanim a viziou (Kritérium 1), stratégiou
a planovanim (Kritérium 2), procesmi (Kritérium 5) a dosiahnutymi
vysledkami pre externé zainteresované strany.

2. Interné vysledky: Uroven ucinnosti, zameranie na prepojenie
so zamestnancami (Kritérium 3), partnerstvami a zdrojmi
(Kritérium 4) a procesmi (Kritérium 5 a dosiahnutych vysledkov
Vv rozvoji organizacie smerom k vynimocnosti.

Criterion 9: Key Performance Results

Sub-criterion 9.1
External results: outputs and
outcomes-to goals

Sub-criterion 9.2
Internal results: level of efficiency

Key performance results relate to whatever the organisation has
determined as essential, measurable achievements for the success
of the organisation in the short and longer term. They represent
the capacity policies and processes to reach goals and objectives
as defined in the institution’s mission, vision and strategic plan.
Criterion 9 focuses on the organisation’s abilities to achieve these
key performance results.

Key performance results can be divided into:

1. External results: outputs and outcomes to goals, focusing on
the link with/between the mission and vision (Criterion 1)
strategy and planning (Criterion 2), processes (Criterion 5) and
the achieved results for the external stakeholders.

2. Internal results: level of efficiency, focusing on the link with
people (Criterion 3), partnerships and resources (Criterion 4) and
processes (Criterion 5), and the achieved results in building up
the organisation towards excellence.



Hodnotenie

Zvazte vysledky, ktoré dosiahla
organizacia vo vztahu k...

Subkritérium 9.1

Kritéria predpokladov >> Kritérium 9: Kli¢ové vysledky vykonnosti

Externym vysledkom: vystupy a dosledky vo vztahu k ciefom

Externévysledky simeraniaefektivnostistratégie
organizacie z pohladu schopnosti uspokojovat
ocakdvania externych zainteresovanych stran
v sulade s poslanim a viziou organizécie.
Akakolvek organizécia verejnej spravy ma
hodnotit, v akom rozsahu dosiahla vlastné
klucové ciele, ktoré boli urcené v strategickom
pléane z pohladu vystupov - sluzieb a produktov
- a dosledkov - vplyv hlavnych ¢innosti
organizacie na externé zainteresované strany
a spoloc¢nost tak, aby bola schopna zlepsovat
vlastnu vykonnost efektivnym spdsobom.

Priklady:
1. vysledky z hladiska vystupov (kvalita

a kvantita v poskytovanych produktoch
alebo sluzbach).

Subkritérium
9.2 Internym vysledkom: Uroven ucinnosti

Interné vysledky sa vztahuju na ucinnost,
efektivnost internych procesov a ekonomickych
merani fungovania organizacie. Zvazuju vlastné
manazérstvo procesu (napr. produktivita, nakla-
dova efektivnost alebo chybovost), finan¢nu
vykonnost (efektivne vyuzitie finan¢nych
zdrojov, zhoda s rozpoctom), efektivne vyuzitie
zdrojov (partnerstva, informdcie, technoldgia
atd)), schopnost zapojit zainteresované strany
v organizédcii a vysledky internych inspekcii/
kontrol a auditov.

2. vysledky z hladiska nasledkov/vysledkov
(vplyvy poskytovanych vystupov sluzieb
a produktov na spoloc¢nost a priamych
prijimatelov).

3. uroven kvality poskytovanych sluzieb alebo
produktov v stlade s normami a predpismi.

4. miera/droven naplnenia zmluvnych vztahov/
dohod medzi radmi a organizaciou.

5. vysledky in3pekcii/kontrol a auditov na vys-
tupy a vysledkov.

6. vysledky benchmarkingu (porovnavacie
analyzy) z hladiska vystupov a vysledkov.

7. vysledky inovacie sluzieb/tovarov na zlep-
Senie vysledkov.

Pridelte bodové hodnotenie podla Panelu

vysledkov

Priklady:
1. reagovanie vodcov na merania vysledkov

a zisteni, vratane manazérstva rizika.

2. ucinnost organizacie v manazérstve dostup-
nych zdrojov, vratane manazérstva fudskych
zdrojov), manazérstvo poznatkov a zariadeni
optimalnym spésobom (vstup verzus vystup).

3. vysledky vykonnosti zlepseni a inovacii
produktov a sluzieb.

4. vysledky benchmarkingu (porovnavacich
analyz).

Results Criteria >> Criterion 9: Key Performance Results

Assessment

Sub-criterion 9.1
External results: outputs and outcomes to goals

The external results are the measures of the
effectiveness of the organisation’s strategy in
terms of the capacity to satisfy the expectations
of the external stakeholders, in line with the
organisation’s mission and vision. Any public
sector organisation should assess to what extent
its key activity goals are achieved, as defined in
the strategic plan in terms of outputs - services
and products - and outcomes - impact of
the organisation’s core activities on external
stakeholders and on society, in order to be able
to improve its performance in an effective way.

Examples
1. Results in terms of output (quantity and

quality in the delivery of services and
products).

Sub-criterion 9.2
Internal results: level of efficiency

The internal results are related to the efficiency,
the effectiveness of internal processes and
the economy measures of the functioning
of the organisation. They consider its
process management (e.g. productivity, cost
effectiveness or defectiveness), financial
performance (effective use of financial resources,
conformity with the budget), the effective
use of resources (partnerships, information,
technology, etc.), the capacity to involve the
stakeholders in the organisation, and the results
of the internal inspections and audits.

Consider the results being achieved by
the organisation in relation to the...

2. Results in terms of outcome (the effects of
the delivered output of services and products
in society, and on the direct beneficiaries).

3. The level of quality of services or products
delivered in relation to standards and
regulations.

4. Degree of achievement of contracts/
agreements between authorities and the
organisation.

5. Results of inspections and audits on outputs
and outcomes.

6. Results of benchmarking (comparative
analysis) in terms of outputs and outcomes.

7. Results of the innovation of services/goods
on the improvement of the outcome.

[Award a score using the Results Panel]

Examples
1. The response of leaders to results and

findings of measurements, including risk
management.

2. Efficiency of the organisation in managing
the available resources, including the HRM,
knowledge management and facilities in an
optimal way (input versus output).

3. Results of performance improvements and
innovations of products and services.

4. Results of benchmarking (comparative

analysis).



Kritéria predpokladov >> Kritérium 9: Kli¢ové vysledky vykonnosti Results Criteria >> Criterion 9: Key Performance Results

um 9.2 jon 9.2

vysledkom: Uroven tcinnosti (pokrac¢ovanie) sults: level of efficiency [continued]

5. efektivnost uzatvorenych partnerstiev (napr. 8. vysledky Ucasti na sutaziach, cenach za kva- 5. Effectiveness of partnerships (e.g. degree of 8. Results of participation in competitions,

uroven naplnenia partnerskych zmluy,
spoloc¢nych aktivit).

pridana hodnota vyuzivania informacnej
a komunikacnej technoldgie na zvysenie
ucinnosti, znizenie administrativnej zataze,
zlepsenie kvality poskytovanych sluzieb
(napr. znizovanie nakladov, menej admi-
nistrativnej prace, spolupraca s inymi posky-
tovatelmi, spolupraca, Setrenie ¢asu a pod.).
vysledky merani ziskanych inSpekciami/
kontrolami a vnutornymi auditmi zame-
ranymi na fungovanie organizacie.

litu a certifikacii systému manazérstva kvality
(Ceny za vynimocnost, atd.).
plnenie rozpoctov a finan¢nych cielov.

10. vysledky inSpekcii/kontrol a auditov zame-

11.

ranych na finan¢né manazérstvo.
nakladova efektivnost (vysledky dosiahnuté

Pridelte bodové hodnotenie podla Panelu
vysledkov

|

"II \
A

achievement of partnership agreements,
joint activities).

Added value of using information and
communication technology to increase
efficiency, diminish administrative burden,
improve quality of service delivery (e.g.
reduced costs, less paperwork, working
together with other providers, inter-
operability, time saving).

Results of measurements by inspections and
audits on the functioning of the organisation.

quality awards and the quality management
system certification (Excellence Awards, etc.).

9. Budgets and financial target fulfilment.

10. Results of inspections and audits on the
financial management.

11. Cost effectiveness (outcomes achieved at
the lowest possible cost).

[Award a score using the Results Panel]

\




Bodové hodnotenie modelu CAF

a panely hodnotenia

Preco bodovat?

Stanovenie bodového hodnotenia subkritéria a kritéria

modelu CAF ma 4 hlavné ciele:

1. poskytnut informacie a indikovat smerovanie
zlep3sovacich aktivit.

2. merat vlastny pokrok, ak sa samohodnotenie podla
modelu CAF realizuje pravidelne kazdy rok, alebo
kazdé dva roky, ¢o sa povazuje za spravny postup
podla vacsiny konceptov manazérstva kvality.

3. identifikovat dobru prax indikovanu vysokym
bodovym hodnotenim predpokladov a vysledkov.
Vysoké bodové hodnotenia vysledkov je zvycajne
implikované existenciou dobrej praxe v oblasti
predpokladov.

4. napomahat hladaniu spravnych partnerov na uce-
nie sa (Benchmarking — ako vyzerdme v porovnani
s inymi a Bench learning - ¢o sa jeden od druhého
uc¢ime).

Treba poznamenat, Ze porovnavanie bodovych hodno-
teni modelu CAF md obmedzenu vypovednu hodnotu
a nesie so sebou urcité riziko. Zvlast, ak je toto bodové
hodnotenie realizované bez skusenych externych
poradcov vyskolenych na validaciu vykondavania bodo-
vych hodnoteni (site visit — posudenie na mieste)
v rbznych organizacidch verejného sektora. Problémy
sa mozu objavit najma pri realizicii benchmarkingu/
bench learningu. Hlavnym ciefom bench learningu
je porovnavat rozlicné spdsoby manazérstva pred-
pokladov a dosahovania vysledkov. Tak méze bench
learning prispiet k zlepsovaniu. V tomto kontexte moze
byt bodové hodnotenie za podmienky jeho validacie
Startovacou ciarou.

Ako vykonat bodové hodnotenie?

Model CAF poskytuje dva spésoby bodového hodno-
tenia: cyklus PDCA je zakladom oboch. ,Klasické”
bodové hodnotenie je kompexné zhodnotenie kaz-

dého subkritéria prostrednictvom jeho zatriedenia
do fazy cyklu PCDA, v ktorej sa prislusné subkritérium
nachddza. Bodové hodnotenie pre pokrocilych
je vhodné pre organizacie, ktoré chcu detailnejsie rea-
govat na analyzu subkritéria. Umozni vdam bodovo
hodnotit kazdé subkritérium - vetky fazy cyklu Planuj,
Realizuj, Kontroluj a Konaj (PDCA) sucasne.

1. Klasické bodové hodnotenie

Tento kumulativny spdsob bodového hodnotenia
napomaha organizacii oboznamit sa s cyklom PDCA
a nasmerovat ju cielene k manazérstvu kvality. V panely
hodnotenia predpokladov sa Uroveri oznacenda PDCA
da dosiahnut len vtedy, ak sucastou cyklu trvalého
zlepSovania su bench learningové aktivity. V panely
hodnotenia vysledkov sa rozliduje medzi trendom
vysledkov a dosiahnutim cielov.

2. Bodové hodnotenie pre pokrocilych

Bodové hodnotenie pre pokrocilych je paralelny

spbsob bodového hodnotenie bliziaci sa viac redlnej

situacii organizacie, ked napr. vela organizacii
verejného sektora sice vykondva cinnosti (Realizuj

- DO), ale v mnohych pripadoch bez dostato¢ného

predchadzajiceho planovania (Planuj - PLAN).

« V paneli hodnotenia predpokladov, sa viac kladie
doéraz na vlastny priebeh cyklu PDCA a pokrok
je vyjadreny ako Spirdla, kde v kazdej jej obratke
cyklu sa méze zlep$ovanie objavit vo faze: PLANUJ,
REALIZUJ, KONTROLUJ a KONAJ.

« Bench learningové aktivity sa bezne beru do uvahy
na najvyssej Urovni vsetkych tychto faz.

«  Tento spbésob bodového hodnotenia poskytuje
viac informdcii o tych oblastiach, kde je zlepSovanie
najviac potrebné.

- Panel hodnotenia vysledkov ukazuje, ¢i je potrebné
skor dbat o akceleraciu trendu alebo sa zamerat na
dosahovanie cielov.

CAF Scoring and Assessment Panels

Why score?

Allocating a score to each sub-criterion and criterion of

the CAF model has four main aims:

1. to provide information and give an indication on
the direction to follow for improvement activities;

2. to measure your own progress, if you carry out CAF
assessments regularly, each year or every two years,
considered to be good practice according to most
Quality approaches;

3. to identify Good Practices as indicated by high
scoring for Enablers and Results. High scoring of
Results are usually an indication of the existence of
Good Practices in the Enablers field;

4. to help to find valid partners to learn from
(Benchmarking: How we compare; and Bench
learning: What we learn from each other).

With regard to bench learning however, it should be
noted that comparing CAF scores has limited value
and carries a risk, particularly if it is done without
experienced external assessors trained to validate
the scores in a homogeneous way in different public
organisations. The main aim of bench learning is to
compare the different ways of managing the enablers
and achieving results. The scores, if validated, can be a
starting point in this regard. That is how bench learning
can contribute to improvement.

How to score?

CAF provides two ways of scoring: the PDCA cycle
is the fundament of both. The ‘classical’ CAF scoring
gives a global appreciation of each sub-criterion by
indicating the PCDA phase in which the sub-criterion
finds itself. The ‘fine-tuned’ CAF scoring is suitable for

organisations that wish to reflect in more detail on the
analysis of the sub-criteria. It allows you to score — for
each sub-criterion - all phases of the PDCA (PLAN, DO,
CHECK, ACT) cycle simultaneously.

1. CAF classical scoring

This cumulative way of scoring helps the organisation
to become more acquainted with the PCDA-cycle and
directs it more positively towards a quality approach.

In the enablers assessment panel the PDCA phase is in
place only when bench learning activities are part of
the continuous improvement cycle.

In the results assessment panel a distinction is made
between the trend of the results and the achievement
of the targets.

2. CAF fine-tuned scoring

The fine-tuned scoring is a simultaneous way of

scoring closer to the reality where e.g. many public

organisations are doing things (DO) but sometimes
without enough planning (PLAN).

+ In the enablers panel, the emphasis lays more on
the PDCA as a cycle and progress can be
represented as a spiral where in each turn of the
circle improvement may take place in each phase:
PLAN, DO, CHECK and ACT.

+  Bench learning activities are normally taken into
account at the highest level of all the phases.

«  This way of scoring gives more information on the
areas were improvement is mostly needed.

« Theresults panel shows you if you have to accelerate
the trend or focus on the targets achievement.



Bodové hodnotenie modelu CAF a panely hodnotenia

Panely bodového hodnotenia:

Klasické bodové hodnotenie

UROVEN/ Bodové

FAZA PANEL PREDPOKLADOV - KLASICKE BODOVE HODNOTENIE

hodnotenie

V tejto oblasti nie sme aktivni. Mame velmi obmedzené alebo Ziadne informacie. 0-10

PLAN Mame plan c¢innosti pre tuto oblast. 11-30

Pokyny:
+ Vyberte si Uroven, ktoru dosahujete: Planuj, Realizuj, Kontroluj alebo Konaj. Tento spésob bodového hodnotenia

je kumulativny: pre dosiahnutie urcitej urovne bodového hodnotenia — urcitej fazy cyklu PDCA (napr. Kontroluj),
musite naplnit vietky predchadzajlce urovne - fazy cyklu PDCA (tzn. Planuj a Realizuj).

« Pridelte bodové hodnotenie od 0 do 100 podla miery naplnenia, ktort ste dosiahli v ramci danej urovne.
100 bodova stupnica umoznuje Specifikovat stupen rozsirenia a implementacie v danej oblasti.

Bodové
hodnotenie

PANEL VYSLEDKOV - KLASICKE BODOVE HODNOTENIE

Nemeraju sa Ziadne vysledky a/alebo nie su dostupné ziadne informacie. 0-10
Vysledky sa meraju a ukazuju negativne trendy a/alebo vysledky nenaplinaju stanovené ciele. 11-30
Vysledky ukazuju mierny pokrok a/alebo niektoré stanovené ciele su splnené. 31-50
Vysledky ukazuju rastuce trendy a/alebo vécsina stanovenych cielov je splnena. 51-70

O
o
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+ Pridelte bodové hodnotenie od 0 do 100 pre kazdé subkritérium na stupnici rozdelenej na 6 Grovni.
« Pre kazdu uroven mézete brat do Uvahy bud trend, alebo dosiahnutie ciela alebo oboje.

CAF Scoring and Assessment Panels

Assessment Panels:

Classical scoring

PHASE ENABLERS PANEL - CLASSICAL SCORING SCORE
We are not active in this field, we have no information or very anecdotal. 0-10
PLAN We have a plan to do this. 11-30

Instructions

« Choose the level that you have reached: PLAN, DO, CHECK or ACT. This way of scoring is cumulative: you need to
have accomplished a phase (e.g.: CHECK) before reaching the next phase (e.g.: ACT).

- Give a score between 0 and 100 according to the level that you have reached inside the phase. The scale on 100
allows you to specify the degree of deployment and implementation of the approach.

RESULTS PANEL - CLASSICAL SCORING SCORE
No results are measured and/or no information is available. 0-10
Results are measured and show negative trends and/or results do not meet relevant targets. 11-30
Results show flat trends and/or some relevant targets are met. 31-50

Results show improving trends and/or most of the relevant targets are met.

Instructions
+ Give a score between 0 and 100 for each sub-criterion on a scale divided in 6 levels.
« For each level, you can take into account either the trend, the achievement of the target, or both.



Bodové hodnotenie modelu CAF a panely hodnotenia CAF Scoring and Assessment Panels

Panely bodového hodnotenia: Assessment Panels:

Bodové hodnotenie pre pokrocilych Fine-tuned scoring

PANEL PREDPOKLADOV - BODOVE HODNOTENIE PRE POKROCILYCH ENABLERS PANEL - FINE-TUNED SCORING

Stupnica 0-10 11-30 31-50 51-70 71-90 91-100 Tot. SCALE 0-10 11-30 31-50 51-70 71-90 91-100 Tot.
Dokaz Ziadny Niekolko Niekolko Pres- Velmi Vynimocné EVIDENCE No Some Some Strong Very Excellent
dokaz nepre- dobrych vedcivé silné dokazy, evidence  weak good evidence strong evidence,
aleboiba  svedcivych dokazov, dokazy, dokazy, porovnava- or just evidence, evidence related evidence compared
nejasné dokazov, tykajucich  tykajuce tykajuce né s inymi PHASE some related relatedto  to most related to with other
Urover/ pred- tykajucich sarele- savacsiny  sa organiza- ideas to some relevant areas all areas organisa-
Faza stavy sa niekto- vantnych  oblasti vietkych ciami v da- areas areas tions,
rych oblasti  oblasti oblasti nej oblasti, related to
tykajuice sa all areas
vsetkych
oblasti. Planning is based on stakeholders’
needs and expectations. Planning
Planovanie je zalozené PLAN is deployed throughout the
na potrebach a oc¢akavaniach relevant parts of the organisation
PLANUJ zainteresovanych stran. on aregular basis.
Planovanie je pravidelne rozsiruje
vo vsetkych castiach organizacie. Score

Bodové hodnotenie
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Areas of improvement
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Instructions for each sub-criterion
Read the definition of each phase (PLAN, DO, CHECK and ACT);
Find evidence of strengths and weaknesses and give a global judgement for each phase in the appropriate box.

Pokyny pre hodnotenie kazdého subkritéria:

» Precitajte si definiciu kazdej Urovne/fézy (Planuj, Realizuj, Kontroluj, Konaj); This judgement can be illustrated by some examples or evidence in order not to overcomplicate the scoring
- Néjdite dokaz o silnych strankach, oblastiach na zlepSovanie a komplexne posudte kazdu fazu/uroven oznacenim exercise. However, those who want to go further can put all the examples or evidence in the different boxes of the
v prislusnom poli¢ku panelu hodnotenia. Tento komplexny usudok méze byt doplneny konkrétnymi prikladmi four phases and calculate the average for each phase.

alebo doékazom tak, aby bodové hodnotenie nebolo prili§ neprehladné. Hoci ti, ¢o chcu ist viac do hibky, mozZu
vlozit vietky priklady alebo dokazy do réznych poli¢ok v rdmci vietkych 4 faz/urovni cyklu a vypocitat priemer
za kazdu fazu/droveni.



Bodové hodnotenie modelu CAF a panely hodnotenia

PANEL VYSLEDKOV - BODOVE HODNOTENIE PRE POKROCILYCH

TRENDY Ziadne Negativny Stagnujuci Trvaly Podstatny Pozitivne
meranie trend trend alebo pokrok pokrok vysledky
mierny V porovnavani

\ p% /Y //V s relevantnymi
_— organizaciami

Bodové
hodnotenie
CIELE Ziadne alebo  Vysledky Niekolko Niektoré Vacsina Vetky
nahodné nenaplinaju stanovené stanovené stanovenych stanovené
informacie stanovené cielov je ciele cielov je ciele su
ciele splnenych su splnené splnena splnené
Bodové
hodnotenie
Pokyny

+ Pridelte bodové hodnotenie trendu od 0 do 100 na stupnici rozdelenej na 6 Urovni.
+ Pridelte bodové hodnotenie dosiahnutym trendom na stupnici od 0 do 100 rozdelenej na 6 urovni.
+ Pridelte bodové hodnotenie dosiahnutym ciefom za posledny rok na stupnici od 0 do 100 rozdelenej na 6 urovni.

CAF Scoring and Assessment Panels

RESULTS PANEL - FINE-TUNED SCORING

TRENDS No Negative Flat trend Sustained Substantial Positive
measurement  trend or modest progress progress comparison
progress with relevant

N T T ot

SCORE
TARGETS Noor Results do Few targets Some Most of All the targets
anecdotal not meet are met relevant therelevant  are met
information targets targets targets are
are met met
SCORE

Instructions

- Consider separately the trend of your results for 3 years and the targets achieved in the last year.

« Give a score for the trend between 0 and 100 on a scale divided in 6 levels.

« Give a score for the targets achievement of the last year between 0 and 100 on a scale divided in 6 levels.



Bodové hodnotenie modelu CAF a panely hodnotenia >> Priklady CAF Scoring and Assessment Panels >> Examples

Examples:

Fine-tuned scoring

Priklady:

Bodové hodnotenie pre pokrocilych

jaju poslanie, viziu a hodnoty. by developing its mission, vision and values

PRIKLAD PANELU PREDPOKLADOV - BODOVE HODNOTENIE PRE POKROCILYCH - SUBKRITERIUM 1.1

EXAMPLE ENABLERS PANEL - FINE-TUNED SCORING - SUB-CRITERION 1.1

Stupnica 0-10 11-30 31-50 51-70 71-90 91-100 Tot. SCALE 0-10 11-30 31-50 51-70 71-90 91-100 Tot.
Doékaz Ziadny Niekolko Niekolko Pres- Velmi Vynimocné EVIDENCE No Some Some Strong Very Excellent
dokaz nepre- dobrych vedcivé silné dokazy, evidence  weak good evidence strong evidence,
aleboiba  svedcivych  dokazov, dokazy, dokazy, porovnava- or just evidence, evidence related evidence compared
nejasné dokazov, tykajucich  tykajuce tykajuce né s inymi PHASE some related relatedto  to most relatedto  with other
Urovei/ pred- tykajucich sarele- savacsiny  sa organiza- ideas to some relevant areas all areas organisa-
Faza stavy sa niekto- vantnych oblasti vsetkych ciami v da- areas areas tions,
rych oblasti  oblasti oblasti nej oblasti, related to
tykajlice sa all areas
vsetkych
oblasti. Planning is based on stakeholders’

Planovanie je zalozené

na potrebach a o¢akavaniach
PLANUJ zainteresovanych stran.

Planovanie je pravidelne rozsiruje

vo vsetkych castiach organizacie.

Bodové hodnotenie

Syntéza dokazov ziskanych pocas samohodno-
tenia (zaciato¢ny bod pre planovanie zlepsovania
a zaklad pre bodové hodnotenie).

1.1.a - Vizia a poslanie organizacie boli stanovené
pred tromi rokmi. Poziadavku vzniesol generalny
riaditel a do diskusie boli zapojeni vsetci ¢lenovia
vrcholového manazmentu. Vsetkym zamestnancom
bola distribuovana farebna karta s viziou a poslanim.

w
o

w —_
o o

1.1.b - V oblasti stanovenia hodnét a etického kédexu
nebolo este nic zrealizované. Manazér fudskych zdrojov
vytvoril na tento Ucel projekt. Stredny manazment
bude pozvany na semindr, aby spolu urcil hodnoty
organizacie. Hodnoty budu krystalizované pri uceni sa,
aké pozicie je potrebné zastat v zlozitych situaciach.

needs and expectations. Planning

PLAN is deployed throughout the
relevant parts of the organisation
on a regular basis.

Score

Synthesis of the evidence emerged in self-
assessments (starting points for improvement
planning and basis for scoring).

1a A vision and a mission for the administration was
elaborated three years ago. It was requested by the
director general and the discussion involved all the
first line managers. An elegant, coloured card with
the vision and mission statement was distributed to
all employees.

1b Nothing has been done yet in the area of values
statement and code of conduct. The Human Resources
Manager has developed a project to this end. Middle
management will be invited to a seminar to reflect
together on the values of the organisation. The values
will be crystallised into teaching what positions have
to be taken in difficult situations.
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1.1.c - Zamestnanci, zdakaznici/obcania a dalSie
zainteresované strany doteraz neboli zapojené
do procesu stanovenia vizie a poslania. Predsa len,
uvedomovanie si dolezZitosti tohto zapojenia vzrastlo
pred dvoma rokmi, ked' sa niekolko nasich manazérov
zUcastnilo semindrov o komplexnom manazérstve
kvality, hlavne jedného venovaného modelu CAF.
Nasledne bolo prijaté rozhodnutie vykonat interne
a externé prieskumy za Ucelom ziskania spatnej
vazby zamestnancov a obcanov. Vysledky naznacili,
Ze ¢lenovia stredného manazmentu a zamestnanci
povazuju viziu a poslanie za “imidzové” vyhlasenia,
absolutne odtrhnuté od reality a Ze ciele ¢asto nie su
v stlade s tymito vyhlaseniami. Co sa tyka zakaznikov,
prieskumy naznacili, Ze je potrebné zosuladit vnimanie
manazmentu s vnimanim zékaznikov. Stretnutia
manazérov a zamestnancov so zastupcami obcanov
boli naplanované a uskutocnia sa v kratkej dobe. Tiez
bolo rozhodnuté, ze sa budu kazdorocne realizovat
prieskumy zamestnancov a zakaznikov. Zaroven
sa naplanovalo celoorganiza¢né samohodnotenie.

1.1.d - VysSie uvedené prieskumy by mali zarudit,
Ze v buducnosti budu vyhlasenia vizii a poslania
pravidelne preskimavané a aktualizované, beruc
do uvahy potreby a ocakavania zakaznikov/zainte-
resovanych stran. Takisto zapojenie zamestnancov
sa zvysi spolu s intenzitou komunikdcie v rdmci
organizacie.

Vyssie uvedenézisteniaboli prenesené donasledovnej
tabulky predpokladov, aby umoznili stanovenie
komplexného bodového hodnotenia subkritéria.
Poznamka: To nemusi nevyhnutne znamenat,
Ze sa urcuju bodové hodnotenia pre jednotlivé
priklady; prazdne policka tabulky sa pouzZiju na
zaznamenanie dbkazov ziskanych pocas hodnotenia
subkritéria a tie budu vyuzité pri stanoveni celkového
bodového hodnotenia subkritéria. Takisto moézu
byt vyuzité ako namety na vedenie diskusie pocas
konsenzu.

Subkritérium 9.1:

Externé vysledky: vystupy a vysledky vo vztahu k cieflom

PANEL VYSLEDKOV - BODOVE HODNOTENIE PRE POKROCILYCH - SUBKRITERIUM 9.1

Stupnica 0-10 11-30 31-50 51-70 71-90 91-100
TRENDY Ziadne Negativny Stagnujuci Trvaly Podstatny Pozitivne
meranie trend trend alebo pokrok pokrok vysledky
mierny v porovnavani
\ pokrok / /)Y s relevantnymi
4 organizaciami
Bodové
hodnotenie 4
CIELE Ziadne alebo  Vysledky Niekolko Niektoré Vacsina Vietky
nahodné nenapinaju stanovené stanovené stanovenych stanovené
informacie stanovené cielov je ciele cielov je ciele su
ciele splnenych su splnené splnend splnené
Bodové
hodnotenie =

1c  Employees, customers/citizens and other
stakeholders have not been involved up to now in
the vision and mission definition process. However,
awareness of the importance of such involvements
arose two years ago, when some managers of
our administration participated in TQM Seminars,
particularly one dedicated to the CAF model. The
decision was then taken to make internal and external
surveys to collect employees’ and citizens perceptions.
Results indicated that middle managers and
employees considered the vision and mission as ‘image’
statements, totally detached from reality and that the
objectives quite often did not seem in tune with such
statements. As far as customers are concerned, surveys
indicated that alignment of management perceptions
with customer perceptions is needed. Meetings with
managers and employees and with representatives of
citizens have been planned and will take place soon.
The decision was also taken to conduct employees and
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customer surveys every year. An administration wide
self-assessment is also being planned.

1d The above mentioned surveys should guarantee
that in the future the vision and mission statements
will be periodically reviewed and updated taking
into accounts customer/stakeholder needs and
expectations; that employee’s involvement will increase
as well as communication within the organisation.

The above findings have been placed in the Enabler
Matrix, to help elaborate a global scoring for the sub-
criterion: Notice: that does not necessarily mean giving
scores to the individual examples; the blank boxes of
the matrix are used as a memo pad, to pass from the
evidence collected during the sub-criterion assessment
to a global sub-criterion scoring, and to guide the
discussion in the consensus meeting.

Sub-criterion 9.1
External results: outputs and outcomes to goals

EXAMPLE RESULTS PANEL - FINE-TUNED SCORING - SUB-CRITERION 9.1

SCALE 0-10 11-30 31-50
TRENDS No meas- Negative Flat trend
urement trend or modest
\ progress
4
SCORE 45
TARGETS No or Results do Few targets
anecdotal not meet are met

information  targets

SCORE

Synthesis of the evidence emerged in self-

Syntéza dokazov ziskanych po¢as samohodnotenia
(zaciatocny bod pre planovanie zlepSovania
a zaklad pre bodovanie).

Pri priprave strategického zasadnutia na zaciatku
roka, bola pripravend sprava pre vedenie organi-
zécie o klucovych vysledkoch vykonnosti predcha-

dzajuceho roka s ciefom optimalizovat strategické
planovanie pre buduci rok. Zavery tejto spravy boli
jasné: ciele vykonnosti boli splnené na viac ako 50 %
a v porovnani s predchadzajucim rokom vzrastli
o 10%. Tieto zavery boli ocenené verejne a vytvorili
podu pre intenzivne diskusie medzi ¢lenmi porady
vedenia.

assessments (starting points for improvement
planning and basis for scoring).

In preparation on the strategic meeting in the
beginning of the new working year, a report
was prepared for the board of directors on the
key performance results of last year in order to

51-70 71-90 91-100
Sustained Substantial Positive
progress progress comparison

with relevant

/ /y organisations
for all results

Some Most of All the targets
relevant the relevant  are met
targets targets are
are met met

65

optimise the strategic planning for the next year.
The conclusions of the report were clear: the
performance’s goals were met for more than 50%
and in comparison with the year before a progress
of 10% was established. The appreciation of these
conclusions was far from unanimous and led to
intensive discussions among the members of the
board.



Postup zlepsovania organizacii verejnej
spravy podla modelu CAF

Faza 1
Zaciatok cesty s modelom CAF

Krok 1
Rozhodnite sa, ako budete pldnovat
a organizovat samohodnotenie

Krok 2
Komunikujte
o samohodnoteni

Féza 2
Proces samohodnotenia

Krok 3
Vytvorte jeden alebo viaceré
samohodnotiace timy — CAF timy

Krok 4
Zorganizujte skolenie

Krok 5
Vykonajte samohodnotenie

Krok 6
Napiste samohodnotiacu
spravu

Faza 3
Plan zlepsovania (akény plan
zlepSovania CAF)/ urenie priorit

Krok 7
Zostavte plan zlepsovania

Krok 8
Komunikujte o plane zlepsovania

Krok 9
Realizujte/implementujte plén
zlepsovania

Krok 10
Naplanujte dalsie samohodnotenie

Proces trvalého zlepSovania méze byt navrhnuty a realizovany
roznymi sposobmi. Velkost organizacie, jej kultura a predchadzajice
skusenosti s nastrojmi komplexného manazérstva kvality su hlavnymi
parametrami, ktoré pomahaju urcit najvhodnejsi sposob realizacie
uvedenia pristupu komplexného manazérstva kvality.

V tejto kapitole je zadefinovanych 10 krokov procesu trvalého
zlepSovania s modelom CAF, ktoré su povazované za vhodné pre
vacsinu organizacii.

Je doblezité zdoraznit, Ze navrhnuty postup vychadza zo skusenosti
mnozstva organizacii, ktoré pouzivaju model CAF. KedZe kazdy
proces zlep3ovania je svojim spésobom unikatny, mal by byt tento
navod vnimany skor ako inSpiracia pre zamestnancov zodpovednych
za realizaciu samohodnotenia, a nie ako presny/zavazny postup.

Po procese implementacie modelu CAF a zavedenia cinnosti
zlepSovania mo6zu pouzivatelia modelu CAF pozZiadat o Externu
spatnu vazbu. Proces implementacie modelu CAF hra pri Externej
spdtnej vazbe doélezitu ulohu. Pouzivatelom modelu CAF, ktori maju
zaujem o detailnejsi pohlad na rozli¢né kroky procesu implementacie
modelu CAF a su komplexne oboznameni s prvkami, na zaklade
ktorych su pouzivatelia modelu CAF hodnoteni pocas Externej
spdtnej vazby, odpori¢ame prestudovat priru¢ku Externej spatnej
vazby modelu CAF na webovej stranke UNMS SR (www.unms.sk).

Guidelines

for Improving Organisations using CAF

Phase 1
The start of the CAF journey

Step 1
Decide how to organise
and plan the self-assessment

Step 2
Communicate the
self-assessment project

Phase 2
Self-assessment process

Step 3
Compose one or more
self-assessment groups

Step 4
Organise training

Step 5
Undertake the self-assessment

Step 6
Draw up a report describing
the results of self-assessment

Phase 3
Improvement plan/prioritisation

Step 7

Draft an improvement

plan, based on the accepted
self-assessment report

Step 8
Communicate the improvement
plan

Step 9
Implement the improvement plan

Step 10
Plan next self-assessment

mEm B

The process of continuous improvement can be designed and
carried out in a number of ways. The size of the organisation, the
culture and prior experience with Total Quality Management tools
are some of the parameters that help to determine what the most
appropriate way of launching the TQM approach will be.

In this chapter we have identified a 10-step process of continuous
improvement with CAF that may be considered relevant to most
organisations.

It is important to emphasise that the advice given here is based
on the experience of the many organisations that have used CAF.
However, each improvement process is unique and therefore
this description should be seen as an inspiration for the people
responsible for the process of self-assessment rather than as a
precise manual for the process.

After this process of applying the CAF and launching improvement
actions, CAF users can apply for the CAF External Feedback
Procedure. The process of applying CAF plays a crucial role in
this feedback procedure. For CAF users who want to have a more
detailed view of the different steps in the CAF process and to be fully
aware of the elements which CAF users are assessed upon during
the Feedback Procedure, we recommend consulting the Feedback
Manual on the CAF website.
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Faza 1 - Zaciatok cesty s modelom CAF

Krok 1
1 Rozhodnite sa, ako budete planovat
a organizovat samohodnotenie

Silny spolo¢ny zavazok a vlastnicky vztah vrcholového
manazmentu a zamestnancov organizacie k projektu
je najpodstatnejsi prvok zabezpecenia Uspechu
procesu samohodnotenia.

Skusenosti mnohych organizacii ukazuju, ze pre vznik
spolo¢ného zavazku a vlastnickeho vztahu je nevy-
hnutné ziskat jednoznacné rozhodnutie vrcholového
manazmentu prostrednictvom cielenej diskusie so
zainteresovanymi stranami. Toto rozhodnutie potom
jasne demonstruje ochotu vrcholového manazmentu
byt aktivne zapojeny do procesu prostrednictvom
uznania pridanej hodnoty samohodnotenia, zabez-
pecenie otvorenej mysle, reSpektu k vysledkom,
pripravenost k naslednému zacatiu zlepsovania.

To zahfia i zdvdzok vytvorit rezervu finan¢nych
prostriedkov na vykonanie samohodnotenia profe-
siondlnym spésobom.

Poznatky o moznych prinosoch samohodnotenia
podla modelu CAF (pozri kapitolu Uvod: Hlavné
charakteristiky), informacie o Struktire modelu
a procese samohodnotenia su nevyhnutnymi prvkami
pre zabezpecenie zédkladnej informacie, na zaklade
ktorej vrcholovy manazment rozhodne. Pre vietkych
vrcholovych manazérov je dolezité presvedcenie
o tychto prinosoch od samotného zaciatku.

Prieskum 2011 - Dévody pouzivania modelu CAF
Najdolezitejsimi dévodmi su vsetky interné hna-
cie motory. Identifikacia silnych strdnok a oblasti
na zlepsovanie boli najvyznamnejsie dovody;
potykanie sa s finan¢nymi problémami je najme-
nej vyznamny hnaci motor. Su to presne tie isté
doévody ako boli zistenia v roku 2005. Organizacie
chceli pouzivat model CAF v prvom rade sami pre
svoje potreby a zlepsovat svoje organizacie — ¢o
je presne ucel tohto samohodnotiaceho néstroja.

V tejto faze je nesmierne dolezité, ze jedna alebo viac
0sOb v organizacii preberd na seba zodpovednost
za zachovanie vyssie uvedenych zakladnych principov.
Dobrym napadom je kontaktovat organizéciu, ktord
je v danej krajine zodpovednd za rozsirovanie modelu

CAF (pozri webovu stranku EIPA www.eipa.eu/caf)
a poziadat ju o prezentaciu modelu CAF alebo ziskat
informacie od dalsich organizacii, ktoré uz model CAF
pouzili a su ochotné podelit sa o svoje skusenosti.

S cielom podporit zamestnancov organizacie pri
samohodnoteni je dblezité, aby sa konzultacie
uskutocnili pred prijatim kone¢ného rozhodnutia
o vykonani samohodnotenia. Okrem v3eobecnych
prinosov  vykonania samohodnotenia skusenosti
ukazuju, Ze vela zamestnancov vnima model CAF ako
vynikajucu prilezZitost ziskat detailnejsi prehlad o svojej
organizacii. Tym vzrastd zdujem o aktivne zapojenie
sa do rozvoja organizacie.

Pre niektoré organizdcie moze byt tiez relevantné
poziadat pred vykonanim samohodnotenia o suhlas
alebo schvdlenie externé zainteresované strany.
To moéze zahfiat aj politikov alebo vyssi manazment
organizacii, ktori su prirodzene zapojeni do prijimania
manazérskych rozhodnuti. Klu¢ové externé zainte-
resované strany moézu zohravat vyznamnu ulohu
zvlast v oblasti zberu a spracovania udajov a zaroven
su potencialni prijimatelia prinosov zmien.

Uvodné planovanie samohodnotenia

Proces planovania moéze zacat, ak uz bolo rozhodnuté
vykonat samohodnotenie. Jednou zo zakladnych
Casti tohto rozhodnutia, ktoré moze byt zahrnuté
do rozhodnutia manazmentu, je definovanie rozsahu
a pristupu k samohodnoteniu.

Casto kladenou otazkou je, ¢ musi samohodnotenie
zahfnat celu organizéciu alebo len jej jednotlivé Casti,
ako su odbory alebo sekcie. Odpoved je, Ze jednotlivé
Casti organizacie mézu vykonat samohodnotenie,
ale v zdujme zhodnotit vsetky kritéria a subkritéria
zmysluplnym sposobom, musia mat dostatocnu
autondmiu v ramci organizacie, tzn. maju vlastné
poslanie a podstatnu zodpovednost za ludské zdroje
a financ¢né procesy. V tychto pripadoch je nevyhnutné
hodnotit relevantné vztahy dodavatel/zdkaznik
rovnako, ako vztahy zainteresovanych strdn medzi
vybranym ttvarom a zvySkom organizacie.

Odporuca sa zahrnut do rozhodnutia manazmentu
aj vyber panelu bodového hodnotenia, ktory bude
pouzity. Model CAF ponuka dva spdsoby bodového
hodnotenia. Organizacia by si mala vybrat na zaklade
toho, kolko c¢asu chce bodovému hodnoteniu venovat
a od urovne skusenosti a vyspelosti.

Guidelines for Improving Organisations using CAF

Phase 1: The start of the CAF journey

Decide how to organise and plan

1 Step 1
the self-assessment

A high level of commitment and shared ownership
between the senior management and the people of
the organisation are the most crucial elements in
securing the success of the self-assessment process.

In order to gain commitment and ownership, the
experience of many organisations shows that a clear
management decision through a sound consultative
process with the stakeholders of the organisation is
necessary. This decision should clearly illustrate the
willingness of the management to be actively involved
in the process by recognising the added value of the
self-assessment and guaranteeing the openness of
mind, respect for the results and readiness to start
improvement actions afterwards. It also includes the
commitment to set aside the resources needed to carry
out the self-assessment in a professional way.

Knowledge about the potential benefits of a CAF-self-
assessment and information about the structure of the
model and the process of self-assessment are necessary
elements in providing management with a basis for
decision-making. It is very important for all managers
to be convinced of these benefits from the outset.

Survey 2011 - Reasons for using CAF

The most important reasons are all internal
drivers. ldentifying strengths and areas for
improvement were the most significant causes;
suffering financial stress is the least important
driver. These are exactly the same findings as in
2005. Organisations want to use CAF in the first
instance for themselves, and to improve their
organisations — which is exactly the purpose of a
self-assessment tool.

In this phase it is vital that one or more persons in the
organisation take responsibility for securing these basic
principles. A good idea is to contact the organisation
responsible for dissemination of CAF in your country
(for information on this see www.eipa.eu/caf) and
either ask them to make a presentation of the CAF
model or get information on/from other organisations

that have already used the model and who are willing
to share their experiences.

In order for the people from the organisation to
support the process of self-assessment, it is important
that consultation takes place before the final decision
about carrying out self-assessment has been made.
Apart form the general benefits of carrying out self-
assessment, experience shows that many people
find CAF to be an excellent opportunity to gain more
insight into their organisation, and that they want to be
actively involved in its development.

For some organisations it may also be relevant to seek
the acceptance or approval of external stakeholders
before deciding to carry out self-assessment. This may
be the case with politicians or senior management of
higher level organisations who are traditionally closely
involved in management decision-making. Key external
stakeholders may have a role to play, particularly in data
collection and processing information, and they can
also potentially benefit from changes regarding some
of the areas of improvement that may be identified.

Initial planning of the self-assessment

Once a decision has been made to carry out self-
assessment the planning process can start. One of the
first elements — which may have been included in the
management decision - is the definition of the scope
and the approach of self-assessment.

A frequently asked question is whether the self-
assessment has to cover the whole organisation or
if separate parts, such as units or departments, can
undertake self-assessment. The answer is that separate
parts can perform self-assessment, but in order to assess
all criteria and sub-criteria in a meaningful way, they
should have enough autonomy to be considered as a
mainly autonomous organisation with a proper mission
and significant responsibility for human resources and
financial processes. In such cases the relevant supplier/
customer relations as well as stakeholder relations
between the selected unit and the remaining part of
the organisation should be assessed.

It is recommended to include in the management
decision the choice of the scoring panel to be used.
Two ways of scoring are offered. An organisation should
choose depending on the time available to invest in
scoring and on its level of experience and maturity.
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Velmi déleZitou ¢innostou, ktord musi vrcholovy manaz-

ment v tejto faze vykonat, je vymenovanie projektového

manazéra/garanta samohodnotenia. Ulohy, ktoré pro-

jektovy manazér/garant bezne vykondva zahfiaju:

« detailné naplanovanie projektu vratane jeho
komunikacie;

«  komunikdcia a konzulticie so vietkymi
zainteresovanymi stranami o projekte;

« organizovanie skoleni CAF timu;

« zhromazdovanie  potrebnych  dokumentov
a dokazov;

« aktivna ucast na praci CAF timu;

« pomadahanie procesu hladania konsenzu;

« spracovanie zdaverecnej verzie samohodnotiacej
spravy;

« podpora manazmentu pri urcovani prioritnych
aktivit a navrhu akéného planu zlep3ovania CAF.

Poziadavky na kompetencie projektového manazéra/
garanta su vysoké. Tato osoba musi disponovat
jednak vysokou znalostou vlastnej organizacie, ako aj
modelu CAF a zaroven byt schopna pomahat procesu
samohodnotenia.Vymenovanie spradvneho projektového
manazéra/garanta, ktory ma tieto poznatky a déveru
vrcholového manazmentu a zamestnancov organizacie,
je jednym z klu¢ovych manazérskych rozhodnuti, ktoré
ovplyvnuju kvalitu a vysledok samohodnotenia. Vhodné
Skolenia o projektovom manazérstve su dostupné
na narodnej i eurépskej trovni.

Pre niektoré organizacie su jazyk a priklady pouzivané
modelom CAF nezrozumitelné a vzdialené od ich
kazdodennej praxe. Ak problém dostatocného
pochopenia modelu CAF nie je vyrie$eny vcas, prindsa
to problémy pri jeho priamom pouziti. RieSenim
moze byt Ucast na skoleniach o modeli CAF, pripadne
nevyhnutné prisposobenie modelu CAF 3pecifikdm
organizacie (napr. sektor poOsobenia, umiestnenie
organizacie v ramci hierarchie verejnej spravy a pod.).
Pred zacatim tejto cinnosti je vhodné informovat
sa, Ci toto nevyhnutné prispdsobenie modelu uz
nevykonala ind organizacia s podobnym charakterom.
Tato informéciu méze poskytnut organizacia zodpo-
vednd za rozsirovanie modelu CAF v danej krajine
(UNMS SR v SR) alebo Informaéné centrum modelu CAF
v EIPA.

Krok 2
2 Komunikujte o samohodnoteni

Velmi dolezitou castou planovania,
ked je urceny pristup k samohodnoteniu, je navrh
komunika¢ného planu projektu. Tento plan zahfna
komunikacné aktivity orientované na vsetky zainte-
resované strany v projekte so zvlastnym dérazom
na stredny manazment a zamestnancov organizacie.

Komunikacia je zdkladnou oblastou vo vsetkych
projektoch manazérstva zmeny, ale zvlast, ked
organizacia realizuje samohodnotenie. Ak nie je komu-
nikacia o zdmere a aktivitdch samohodnotenia jasna
a dostato¢nd, je velmi pravdepodobné, Ze pokus
o samohodnotenie bude vnimany len ako “dalsi
projekt” alebo “cvi¢enie manazmentu.” Rizikom je,
Ze tieto domnienky sa stavaju automaticky plniacim
proroctvom, kedZze sa da ocakavat urcitd miera
neochoty stredného manazmentu a ostatnych
zamestnancov, byt plne zainteresovanymi alebo
zapojenymi do projektu.

Pouzivatelia Externej spatnej vazby modelu
CAF - Vyznam komunikacie pre vytvorenie
partnerstva so zamestnancami je vSeobecne
podcenované

Dolezitym zaverom prieskumu pouzivatelov
modelu CAF je to, Zze vo vSeobecnosti nedo-
statoc¢ne stanovili priority v ramci komunikacie
vo vztahu k zamestnancom pocas procesu.
Zistenia ukazuju, Ze jednym z hlavnych
prinosov. modelu CAF je zvySenie Urovne
povedomia a zintenzivnenie komunikacie
v organizacii. To sa vSak da realizovat len vtedy,
ak je manazment a zamestnanci zodpovedni
za samohodnotenie podla modelu CAF, aktivni
uz v prvej faze pri komunikdcii a zapajani ludi
a stredného manazmentu v organizacii o Ucele
a potencialnych prinosoch samohodnotenia.

Délezitym vysledkom véasnej komunikacie je zvysenie
zaujmuniektorychzamestnancovamanazérovo priame
zapojenie do prace CAF timu. Zapojenie by malo byt
dosahované prostrednictvom osobnej motivécie.
Motivacia by mala byt zakladnym prvkom zapajajucim
zamestnancov do celého procesu samohodnotenia.
Zamestnanci musia mat jasnu predstavu o Ucele
samohodnotenia: zlepsovanie celkovej vykonnosti
organizacie. Komunika¢na politika o samohodnoteni
by sa mala zamerat na viestranne prospesny vysledok
pre vietky zainteresované strany, zamestnancov
a obcanov/zakaznikov.
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A very important action by top management to

undertake in this phase is the appointment of a project

leader for the self-assessment process. Tasks that are

normally performed by the project leader include:

+ detailed planning of the project, including the
communication process;

« communication and consultation with all
stakeholders regarding the project;

« organising training of the self-assessment group;

« gathering of supporting documents and evidence;

« active participation in the self-assessment group;

- facilitation of the consensus process;

- editing of the self-assessment report;

« supporting the management in prioritising actions
and outlining of the action plan.

The demands regarding the competences of the
project leader are high. The person has to have both
a high level of knowledge regarding his or her own
organisation, knowledge of the CAF model, as well as
knowledge about how to facilitate the process of self-
assessment. Appointing the right project leader who
has this knowledge, as well as the confidence of senior
management and people within the organisation is
one of the key management decisions that can affect
the quality and outcome of the self-assessment.
Appropriate project management training is available
at national and European level.

For some organisations, the language and the
examples used in the CAF model are unfamiliar and
too far away from their daily practise to be used
directly. If this is not resolved at an early stage in the
familiarisation of the model, it can later become an
obstacle in the self-assessment process. What can be
done in such cases - in addition to the training efforts
that are later described - is to ‘adapt’ the model to the
language of the organisation. Prior to embarking on
this action it is a good idea to check if this has already
been done by an organisation similar to your own. This
can be done through the organisation responsible
for disseminating CAF in your country or by the CAF
Resource Centre at EIPA.

Step2
2 Communicate the self-assessment
project
A very important planning activity once the
project approach has been defined is the out-
lining of a communication plan. This plan includes
communication efforts targeted at all stakeholders
in the project, with a special emphasis on middle
managers and people from the organisation.

Communication is a core field in all change
management projects, but especially when an
organisation is performing self-assessment. If
communication regarding the purpose and the
activities of the self-assessment is not clear or
appropriate, it is likely that the self-assessment
effort will be seen as ‘just another project’ or ‘some
management exercise. The risk here is that these
assumptions become self-fulfilling prophecies as
there may be reluctance from middle managers and
other people to be fully committed or involved.

Feedback CAF users - The importance of
communication to create ownership by the
employees is generally underestimated

An important conclusion from the CAF users
surveys is that the users of CAF find that they
have generally not sufficiently prioritised the
communication efforts regarding employees
during the process. The lessons learned show
that one of the major potential benefits of
CAF is to increase the level of awareness and
communication across the organisation. But
this can only be realised if management and the
people responsible for the CAF self-assessment
are active at a very early stage in communicating
and involving people and middle managers in
the organisation about the purpose and the
potential benefits of self-assessment.

’

An important result of early communication is to
stimulate the interest of some of the employees and
managers to be directly involved in a self-assessment
group. Involvement should ideally be pursued through
personal motivation. Motivation should be the basic
element that links people to the whole process of
self-assessment. People should have a completely
clear view of the purpose of the CAF self-assessment
process: the improvement in the overall performance
of the organisation. The communication policy on the
CAF self-assessment process should focus on win-win
outcomes for all stakeholders, people and citizens/
clients.



Takdto jasnd a jednotna komunikacia vo vztahu
ku vietkym zainteresovanym stranam pocas vietkych
podstatnych faz projektu je kli¢om k zaisteniu
uspesného priebehu projektu a naslednych ¢innosti.
Projektovy manazér/garant spolu s vrcholovym
manazmentom organizacie by mal zabezpedit,
aby sa takdto komunika¢nd politika zameriavala na
nasledovné:

1. aky moze mat samohodnotenie vyznam;

2. preco je prioritouy;
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3. akojesamohodnotenie prepojené so strategickym
planovanim organizacie;

4. ako je samohodnotenie prepojené (napr. prvy krok)
so vieobecnym Usilim zlepSovania vykonnosti
organizacie, napr. prostrednictvom zavadzania
inovativnych operativnych programov reforiem.

Komunikac¢ny plan by mal rozliSovat a posudzovat
nasledujuce prvky: cielovd skupina, sprava, médium,
odosielatel, opakovatelnost, nastroje.

Faza 2 — Proces samohodnotenia

Krok 3
3 Vytvorte jeden alebo viaceré
samohodnotiace timy - caf timy

CAF tim by mal reprezentovat organizaciu v ¢o najvacsej
miere. Zvylajne su v time zahrnuti zamestnanci
z rdznych Ccasti organizacie, v roznych funkciach,
s r6znymi skdsenostami a z réznych riadiacich urovni
organizacie. Cielom je vytvorit ¢o najefektivnejsiu
skupinu, ktord bude schopna poskytnut najobjektivne;jsi
a najdetailnejsi vnutorny pohlad na organizaciu.

Skusenosti pouzivatelom modelu CAF ukazuju, Ze timy
su tvorené 5 - 20 ¢lenmi. Napriek tomu sa odporuca,
aby tim mal cca 10 ¢lenov (z dovodu efektivneho
a neformalneho Stylu prace).

V pripade velkych a komplexne pdsobiacich orga-
nizacii je vhodné zostavit viac ako jeden CAF tim.
V tomto pripade je nevyhnutné, aby navrh projektu
bral do uvahy nutnu koordinaciu prace tychto timov.
Clenovia by mali byt vyberani skér na zaklade Grovne
poznania organizécie a ich osobnych zru¢nosti (napr.
analytické a komunikaéné zru¢nosti), nez na zdklade ich
profesionalnych zruc¢nosti ako takych. Vyber méze byt
zaloZeny na dobrovolnosti, ale len projektovy manazér/
garant a manazment nesu zodpovednost za kvalitu,
roznorodost a déveryhodnost CAF timu.

Projektovy manazér/garant CAF timu moze tiez CAF
tim priamo viest, co méze pomdct kontinuite projektu,
zaroven sa vsak musi dbat na predchadzanie stretu
zaujmov.

Délezité je, aby ten, kto vedie CAF tim/metodik, mal
doveru vsetkych clenov timu. Musi byt schopny
moderovat diskusie ¢estnym a efektivnym sposobom,
¢o umozni kazdému prispiet k celému procesu. Moze
byt zvoleny samotnym CAF timom. Pre uUspesny
priebeh stretnuti CAF timu je potrebné zabezpecit:

«  funk¢ny sekretariat,

«  vhodné priestory,

« podporu IKT.

Casto kladenou otézkou je, & by mali byt vrcholovi
manazéri ¢lenmi CAF timu. Odpoved: to zavisi od
kultry a tradicie organizicie. Ak je manazment
zapojeny, moze poskytnut dodato¢né informacie
a zvysit pravdepodobnost, Zze bude mat vlastnicky
vztah k dalSej implementdcii stanovenych zlepsovacich
aktivit. Zvysuje to tiez roznorodost a reprezentativnost
CAF timu. Ale ak kultura organizacie tomuto zlozeniu
naklonend nie je, potom je kvalita samohodnotenia
ohrozena, pretoze jeden alebo viaceri ¢lenovia CAF
timu sa moézu citit obmedzovani a nie su schopni
prispievat alebo volne diskutovat.

Thus, clear and coherent communication to all

stakeholders during the relevant phases of the project

is key to securing a successful process and follow-

up action. The project leader, along with the top

management of the organisation, should reinforce

that policy by focusing on:

1. how self-assessment can make a difference;

2. why it has been given priority;

3. how itis connected to the strategic planning of the
organisation;
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4. how it is connected (for example as the first step)
to a general effort for improvement in the
organisation’s performance, for instance through
the implementation of an innovative operational
reform programme.

The communication plan should be differentiated
and consider the following elements: focus group,
message, medium, sender, frequency and tools.

Phase 2: Self-assessment process

.

Step 3
3 Compose one or more
self-assessment groups

The self-assessment group should be as representative
of the organisation as possible. Usually people from
different sectors, functions, experience and levels
within the organisation are included. The objective is
to establish as effective a group as possible, while at
the same time a group which is able to provide the
most accurate and detailed internal perspective of the
organisation.

The experience of CAF users shows that groups are
composed of between 5 to 20 participants. However,
in order to secure an effective and relatively informal
working style, groups of around 10 participants are
generally preferable.

If the organisation is very large and complex it could
be relevant to compose more than one self-assessment
group. In this case it is critical that the project design
takes into consideration how and when the appropriate
coordination of the groups will be taking place.

Participants should be selected on the basis of their
knowledge of the organisation and their personal
skills (e.g. analytical and communicative skills) rather

than professional skills alone. They can be selected
on a voluntary basis, but the project leader and the
management remain responsible for the quality, the
diversity and credibility of the self-assessment group.

The project leader of the group may also be the chair;
this can help with project continuity but care should
be taken in order to avoid conflicting interests. What is
important is that the chair of the group is trusted by all
the members of the group to be able to lead discussions
in a fair and effective way that will enable everybody to
contribute to the process. The chair can be appointed
by the group itself. An effective secretariat to help the
chair and organise meetings is essential, as well as good
meeting facilities and ICT support.

A frequently asked question is whether senior managers
should be included in the self-assessment group. The
answer to this will depend on the culture and tradition
of the organisation. If management is involved, they
can provide additional information and it will increase
the likelihood that management has ownership of
the later implementation of the improvement actions
identified. It also increases diversity/representation.
However, if the culture is not likely to support this, then
the quality of the self-assessment can be jeopardised
if one or more of the group members feels inhibited
and unable to contribute or speak freely.
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Krok 4
4 Zorganizujte $kolenie

Informovanie a vzdelavanie manazmentu
Dobrovolné zapojenie vrcholového a stredného
manazmentu i ostatnych zainteresovanych stran
do vzdeldvania o samohodnoteni podla modelu CAF
moze byt prinosom pre projekt. Prehibi to vedomosti
a pochopenie konceptu komplexného manazérstva
kvality vo vSeobecnosti a zvlast modelu CAF.

Informovanie a vzdelavanie CAF timu

CAF timu musi byt jasne predstaveny model CAF
ako taky a vysvetlené ciele a podstata procesu
samohodnotenia. Ak projektovy manazér/garant
absolvoval vzdeldvanie v predstihu, je velmi dobré,
ak zohrd vo vzdeldvani vyznamna ulohu. Okrem
teoretickej casti by malo vzdeldvanie obsahovat aj
praktické cvicenia, aby Ucastnici lahsie prijimali principy
manazérstva kvality a tiez, aby si nacvicili dosahovanie
konsenzu, pretoZe vo vacsine pripadov su tieto principy
a najma dosahovanie konsenzu ¢lenom timu nezndme.

Informacné centrum modelu CAF v EIPA organizuje
kazdy rok Skolenia 3Skolitelov, podobné aktivity su
organizované vo viacerych eurépskych krajinach.

Pre zhodnotenie organizacie ¢o najefektivnejsim
spésobom, potrebuje CAF tim zoznam relevantnych
dokumentov a informacii, ktoré pripravi projektovy
manazér/garant. Preto aj pre vzdeldvanie je vhodné,
mat takyto zoznam k dispozicii. Spolo¢ne by sa malo
v ramci vzdeldvania hodnotit jedno subkritérium
z kritérii predpokladov spolu s jednym subkritériom
kritérii vysledkov. To poskytne CAF timu lepSiu
predstavu o tom, ako samohodnotenie podla modelu
CAF funguje. Konsenzus je potrebné dosiahnut
v oblasti hodnotenia silnych strdnok organizacie,
v oblasti pre zlepsovanie a vtom, ako bodovo hodnotit.

Dal$ou relevantnou aktivitou, ktord by si mal CAF tim
precvicit a ktord pocas pisania samohodnotiacej spravy
Setri cas, je ziskanie spolo¢ného obrazu o klicovych
zainteresovanych stranach organizacie, tzn. tych, ktoré
maju hlavny zdujem na jej cinnostiach: obcania/
zakaznici, politici, dodavatelia, partneri, manazéri
a zamestnanci. Je potrebné jasne urcit najdolezitejsie
sluzby a produkty, poskytované alebo prijimané, spolu
so zainteresovanymi stranami a klti¢ovymi procesmina
ich zabezpecenie.

Krok 5
Vykonajte samohodnotenie

5 Vykonajte individualne samohodnotenie
Od kazdého ¢lena CAF timu, ktorému

e

boli projektovym manazérom/garantom poskytnuté
relevantné dokumenty a informacie, sa vyzaduje
primerané zhodnotenie organizacie z pohladu
kazdého subkritéria. Toto hodnotenie vychadza
z vlastnych vedomosti a skusenosti, nadobudnutych
pocas prace v organizacii. Kazdy ¢len CAF timu si
zaznamena klucové slova dokazov o silnych strankach
a oblastiach pre zlepsenie. Odporuca sa naformulovat
oblasti pre zlepSovanie ¢o najkonkrétnejsie, aby to
ulah¢ilo identifikdciu navrhovanych aktivit v dalsej
faze. Nasledne by sa mali tieto zistenia zosumarizovat
a bodovo ohodnotit kazdé subkritérium v sulade
s vybranym panelom bodového hodnotenia.

Metodik musi byt schopny reagovat na otazky clenov
CAF timu pocas individudlneho samohodnotenia. Musi
takisto koordinovat zistenia ¢lenov CAF timu v ramci
pripravy na stretnutie, na ktorom sa bude hladat
konsenzus.

Timové dosahovanie konsenzu

Akondhle bolo vykonané individudlne samohodno-
tenie, mal by sa CAF tim zist a dohodnut sa na silnych
strdnkach, oblastiach pre zlepSovanie a bodovo ohod-
notit kazdé subkritérium. Otvoreny dialdg a diskusia
je nevyhnutnd pre dosiahnutie konsenzu, takisto ako
je dolezité pochopit, preco existuju rozli¢cné pohlady
na silné stranky, oblasti pre zlepSovanie a bodové
hodnotenie. Toto je hlavnou castou prinosu, ktory
pocas dosahovania konsenzu ¢lenovia CAF timu ziskaju.
Poradie hodnotenia deviatich kritérii si moze urcit CAF
tim. Poradie hodnotenia kritérii nie je striktne dané,
ale odporuca sa dodrzat logiku modelu - prepojenie
suvisiacich kritérii.

Hladanie konsenzu

Ako dosiahnut konsenzus?

Na ceste ku konsenzu moze byt pouZita 4-krokova metdda:

1. Kazdy ¢len CAF timu individualne prezentuje vietky
dokazy tykajuce sa identifikovanych silnych stranok
a oblasti pre zlep3ovanie pre dané subkritérium;

2. Dosiahnutie konsenzu o silnych strankach a oblastiach
pre zlepSovanie; toto sa obycajne realizuje po zvazeni
vsetkych dodatoc¢nych dékazov alebo informacii;

3. Prezentdcia rozpatia individudlnych bodovych
hodnoteni jednotlivych subkritérii;

4. Dosiahnutie konsenzu o konecnej verzii bodového
hodnotenia.
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Step 4
4 Organise training

Information and training of management

It could be of value to involve top or middle
management and other stakeholders in self-
assessment training, on a voluntary basis, in order to
widen knowledge and understanding of the concepts
of TQM in general and self-assessment with CAF in
particular.

Information and training of the self-assessment group
The CAF model should be introduced and the
purposes and nature of the self-assessment process
explained to the group. If the project leader has
been trained prior to this phase, it is a very good idea
that this person plays a major role in the training. In
addition to theoretical explanations, training should
also include practical exercises to open the minds of
participants to the principles of total quality, and also
to experience consensus building as these concepts
and behaviour may be unfamiliar to most members.

The CAF Resource Centre at EIPA arranges ‘train the
trainer’ sessions every year, and similar activities take
place in a number of European countries.

A list provided by the project leader with all relevant
documents and information needed to assess the
organisation in an effective way should be available
for the group. One sub-criterion from the enablers
criteria and one from the results criteria could be
assessed in common. This will give the group a better
understanding of how the CAF self-assessment is
operating. A consensus has to be reached on how
to evaluate evidence of strengths and areas for
improvement and how to assign scores.

Another relevant session that will later — during the
consensus phase - save time is to get a common
picture of the key stakeholders of the organisation,
those which have a major interest in its activities:
customers/citizens, politicians, suppliers, partners,
managers and employees. The most important
services and products delivered to, or received from,
these stakeholders and the key processes to assure
this should also be clearly identified.

Step 5
5 Undertake the self-assessment

Undertake individual assessment
Each member of the self-assessment group, using the
relevant documents and information provided by the

2

project leader, is asked to give an accurate assessment,
under each sub-criterion, of the organisation. This is
based on their own knowledge and experience of
working in the organisation. They write down key
words of evidence about strengths and areas for
improvement. It is recommended to formulate the
areas for improvement as precisely as possible in
order to make it easier to identify proposals for action
at a later stage. They should then make an overview of
their findings and score each sub-criterion, according
to the scoring panel that has been chosen.

The chair must be available to handle questions from
the members of the self-assessment group during
the individual assessment. He/she can also coordinate
the findings of the members in preparation for the
consensus meeting.

Undertake consensus in group

As soon as possible after the individual assessments,
the group should meet and agree on the strengths,
areas for improvement and the scores on each sub-
criterion. A process of dialogue and discussion is
necessary — indeed essential as part of the learning
experience - in order to reach consensus, as it is very
important to understand why differences regarding
the strengths and areas of improvement and scoring
exist.

The sequence for assessment of the nine criteria can
be established by the self-assessment group. It is not
necessary for this to be in strict numerical order.

The consensus finding

How can the consensus be achieved?

In the process of arriving at consensus, a four-step

method may be used:

1. presenting all evidence concerning the identified
strengths and areas for improvement per sub-
criterion - identified by each individual;

2. reaching consensus on strengths and areas
for improvement. This is usually reached after
the consideration of any additional evidence or
information;

3. presenting the range of individual scores under
each sub-criterion;

4. reach consensus regarding the final scoring.



Dokladnd priprava tohto stretnutia, organizovaného
projektovym manazérom/garantom (napr. zhromaz-
denie délezitych informdcii, koordinacia jednotlivych
individualnych samohodnoteni), je zarukou hladkého
priebehu stretnutia bez ¢asovych strat.

Spatna vazba od pouzivatelov modelu CAF -
pridana hodnota diskusii

Vacsina  pouzivatelov  dosiahla  konsenzus
po diskusiach. Samotna diskusia je ¢asto vnimana
ako skutoc¢nd pridana hodnota samohodnotenia:
ked' sa dosiahne samohodnotenie, konecny
vysledok je viac nez len jednoduchy sumar indi-
vidudlnych nazorov. Odraza spolo¢nu viziu CAF
timu a tymto sp6sobom zlep3uje a ide za hranice
subjektivnych individualnych néazorov. Vyjasne-
nie dbkazov a objasnenie pozadia rozlicnych
pohladov na silné a slabé stranky sa casto
povazuje za dblezitejsie nez bodové hodnotenie.

Metodik je zodpovedny a hra klucovd ulohu pri

dosahovani skupinového konsenzu. V kazdom pripa-

de diskusia ma byt zaloZzend na jasnych dékazoch

o vykonavanych aktivitach a dosiahnutych vysledkoch.

Model CAF obsahuje zoznam relevantnych prikladov

(aktivit) pre lepsiu identifikaciu vhodnych dokazov.

Tento zoznam je indikativny, nie je povinné pokryt

vietky priklady, ale iba tie, ktoré su relevantné pre

organizaciu. Aviak CAF tim moéze doplnit existujuce

priklady novymi prikladmi, ak ich povazuje za rele-

vantné pre organizaciu.

Ulohou prikladov je detailnejsie vysvetlit obsah subkri-

térii s cieflom:

. Zistit, ako organizécia spifa poziadavky vyjadrené
v subkritériu;

«  Poskytnut pomoc pri identifikacii dokazu;

«  Bytindikaciou dobrej praxe v danej $pecifickej oblasti.

Ako bodovo hodnotit

Model CAF poskytuje dva sposoby bodového hodno-
tenia: klasicky postup a postup pre pokrocilych. Obi-
dva systémy bodového hodnotenia su v tejto prirucke
detailne vysvetlené. Odporuca sa pouzit klasické bodové
hodnotenie, ak organizacia nema skusenosti so samo-
hodnotenim a/alebo s komplexnym manazérstvom kvality.

Dizka trvania samohodnotenia

Porovnanie skuto¢nej a planovanej dizky samohod-
notenia podla rozlicnych prieskumov ukazuje, ze 2 - 3
dni je prilis kratka doba na realizdciu spolahlivého
samohodnotenia, zatial ¢o 10 dni a viac je prili§ diha
doba. Je tazké navrhnut idedlny ¢asovy harmonogram
pre samohodnotenie podla modelu CAF, vzhladom na
mnozstvo réznych okolnosti, ktoré ovplyvnuju priebeh
samohodnotenia. To zahffa napr. zdmery manazmentu,
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Casové hladisko, zdroje a odborny potencidl
k dispozicii projektu, dostupnost dat, ¢as a informacie
zainteresovanych strana politické tlaky. Aviak pre vacsinu
organizacii je dizka trvania samohodnotenia do 5 dni
Standardom, vratane individudlnych samohodnoteni
a stretnutia na dosiahnutie konsenzu.

Velkd vacsina organizacii dokoncila celé samohod-
notenie podla modelu CAF v rdmci troch mesiacov,
vratane pripravy, samohodnotenia, prijatia zaverov
a formulacie ak¢ného planu zlepsovania CAF.

Tri mesiace od rozhodnutia vykonat samohodnotenie
po vytvorenie akéného planu zlepsovania CAF, sa zdaju
byt idedlnou dobou na udrzanie sustredenia sa na
projekt. S predlzovanim ¢asu sa zvysuje riziko poklesu
motivacie a zaujmu vietkych zapojenych stran. Naviac
sa mOze zmenit situdcia medzi zaciatkom projektu a jeho
ukoncenim. V takomto pripade ani samohodnotiaca
sprava, ani bodové hodnotenie neodréza reélny stav. Toto
je velmi ¢asté, pretoze zlepSovanie organizacie za pomoci
modelu CAF je dynamicky proces, a preto je aktualizacia
udajov a informacii beZnou sucastou procesu.

]

»
Krok 6
6 Napiste samohodnotiacu spravu

Typickd samohodnotiaca sprava by mala
reSpektovat Strukturu modelu CAF (pozri schému A)
a sklada sa z nasledujucich casti:

+ identifikované silné stranky a oblasti na zlepSovanie
pre kazdé subkritérium vratane relevantnych dokazov;

« bodové hodnotenie, ktoré je stanovené na zdklade
prislusného panelu bodového hodnotenia;

« ndvrhy oblasti na zlep3ovanie.

Aby mohla byt samohodnotiaca sprava pouzitd ako
zadklad pre zlepSovacie aktivity, je nevyhnutné, aby
vrcholovy manazment samohodnotiacu spravu
oficidlne prijal, v lepSom pripade odsuhlasil a schvalil.
To vyzaduje dodrzanie formélnych pravidiel pri
predkladani materidlov vedeniu organizicie, ako je
napr. interné pripomienkové konanie. Toto sa moze
stat dalSim zdrojom dodato¢nych informdcii, a tym
prispiet k objektivite samohodnotiacej spravy. Ak bola
dobre zvladnutd komunikacia, potom by nemal byt
toto problém. Vrcholovy manazment musi opatovne
potvrdit svoj zdvazok k implementécii zlepSovacich
aktivit.V tejto faze je velmi délezité komunikovat hlavné
vysledky so zamestnancami organizacie a ostatnymi
zucastnenymi zainteresovanymi stranami.

A good preparation of the meeting by the chairperson
(e.g. collection of important information, coordination
of the individual assessments) can lead to a smooth
running of meetings and important time saving.

Feedback CAF users - The added value of
discussions

The majority of users reached consensus after
discussions. The discussion itself is very often
seen as the real added value of a self-assessment:
when a consensus is reached, the end result
is more then the pure sum of the individual
opinions. It reflects the common vision of a
representative group and in this way it corrects
and goes beyond the subjective individual
opinions. Clarifying evidence and expressing
the background to different views on strengths
and weaknesses are often considered to be more
important than the scores.

The chair is responsible and has a key role in
conducting this process and arriving at a group
consensus. In all cases, the discussion should be based
on clear evidence of actions undertaken and results
achieved. In the CAF, a list of relevant examples is
included, to help provide assistance in identifying
appropriate evidence. This list is not exhaustive nor
is it necessary to meet all the possible examples -
only those relevant to the organisation. However, the
group is encouraged to find any additional examples
which they feel are relevant to the organisation.

The role of the examples is to explain the content of

the sub-criteria in more detail in order to:

« explore how the administration meets the
requirements expressed in the sub-criterion;

- provide assistance in identifying evidence; and

« beanindication of good practices in that particular
area.

How to score

The CAF provides two ways of scoring: the classical
approach and the fine-tuned approach. Both scoring
systems are explained in detail in this brochure. It is
recommended to use the classical scoring system if
an organisation is not familiar with self-assessment
and/or inexperienced in Total Quality Management
techniques.

Duration of the self-assessment exercise

Comparing the reality and the preference, and based
on the different surveys, two to three days seems to
be rather short to carry out a reliable self-assessment,
whilst ten days or more is considered too long. It is
difficult to suggest an ideal time schedule for a CAF self-
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assessment as there are too many variables, including
the objectives of management, the time, resources
and expertise available for investment, the availability
of data, stakeholder time and information and political
pressures. However, for the majority of organisations a
duration of up to five days is the norm. This includes
individual assessment and consensus meeting(s).

The large majority of organisations completed the
whole CAF application process in three months,
including the preparation, the self-assessment, the
drawing of conclusions and the formulation of an
action plan.

Three months seems to be an ideal lapse of time to
remain focused. Taking more time raises the risk of
reduced motivation and interest of all parties involved.
Furthermore, the situation might have changed
between the start and the end of the self-assessment
process. In such a case, the assessment and scoring
may no longer be accurate. This is highly likely as
improving an organisation using CAF is a dynamic,
continuous improvement process, and updating data
and information is therefore part of that process.

=J

Step 6
6 Draw up a report describing
the results of self-assessment

A typical self-assessment report should follow the

structure of CAF (as shown in Scheme A, page 68)

and consist at least of the following elements:

+ The strengths and areas for improvement for each
sub-criterion supported by relevant evidence.

+  Ascore which is justified on the basis of the scoring
panel.

+ Ideas for improvement actions.

In order to use the report as a basis for improvement
actions, it is crucial that senior management officially
accepts the self-assessment report, and ideally
endorses and approves it. If the communication
process has worked well this should not be a problem.
Senior management should reconfirm its commitment
to implementing the improvement actions. It is also
essential at this stage to communicate the main results
to people in the organisation and other participating
stakeholders.
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Faza 3 — Plan zlepSovania

(akény plan zlepsovania CAF)/ urcenie priorit

Krok 7
7 Zostavte plan zlepsSovania

Spatna vdzba od pouzivatelov modelu CAF:
nedostatok merani

Vela organizacii narazi pocas prvejimplementacie
modelu CAF na prekazky. Nedostatok merania je
zjavne najvacsiproblém v mnohych organizaciach
verejnej spravy, ktoré realizuju samohodnotenie
po prvykrat, ¢o velmi ¢asto vyusti do nastavenia
systémov merania ako prva oblast na zlepsovanie.

Proces samohodnotenia nezahfha len napisanie
samohodnotiacej spravy, ale musi naplnit ucel
implementacie modelu CAF. Tzn. projekt musi priamo
viest k zostaveniu akéného planu zlepSovania CAF
s cielom zvysit vykonnost organizacie.

Akeny plan zlepSovania CAF je teda jednym z hlavnych

cielov samohodnotiaceho Usilia podla modelu CAF

a tiez nastrojom na doplnenie, pre organizaciu

podstatnych informacii, do systému strategického

pldnovania. Ak¢ny plan zlepSovania CAF musi pred-
stavovat integrovany plan organizdcie na zvysenie
vykonnosti organizécie ako celku.

Akeény plan zlepSovania CAF vychadza z nasledovnej

logiky:

1. Je to systematicky integrovany plan aktivit pre
komplexné fungovanie organizacie;

2. Je vysledkom samohodnotiacej spravy, takze je
zaloZzeny na dbkazoch a udajoch poskytnutych
samotnou organizaciou a c¢o je najdoélezZitejsie,
z hladiska zamestnancov organizacie;

3. Jepostaveny na silnych strankach, stanovuje oblasti
na zleps$enie organizacie a reaguje na kazdu z nich
vhodnou zlep3ovacou ¢innostou.

Stanovenie prioritnych oblasti pre zlepsovanie

Pri priprave akéného planu zlepSovania méze vrcholovy

manazment zvazit moznost pouzitia Struktirovaného

pristupu, ktory kladie nasledovné otéazky:

« Kde sa chceme v sulade s celkovou viziou a stra-
tégiou organizacie za dva roky dostat?

. Co musime urobit, aby sme dosiahli tieto ciele
(stanovenie stratégie/uloh)?

Proces tvorby akéného planu zlep3ovania CAF méze/
ma byt Strukturovany.

Vrcholovy manazment po dohode so zainteresovanymi

stranami:

1. zhromazdi ndpady na zlep3ovanie zo samohod-
notiacej spravy a zatriedi tieto ndpady na zlepso-
vanie podla jednotlivych tém;

2. zanalyzuje oblasti na zlepSovanie a navrhované
napady nasledne sformuluje do zlepsovacich aktivit
beridc do Uvahy strategické ciele organizacie;

3. stanovi priority zlepSovacich aktivit - pouZitim
dohodnutych kritérii na urcenie ich vplyvu (nizky,
stredny, vysoky) na oblasti pre zlepSovanie, ako su:
+ strategicky vyznam aktivity (kombinécia vplyvu

na zainteresované strany, vplyvu na vysledky
organizacie, interné/externé zviditelnenie),

+ jednoduchost implementacie aktivit (beruc
do uvahy ich stupen obtiaznosti, potrebné
zdroje a rychlost realizacie);

4. pridelenie vlastnictva za kazdu aktivitu ako aj
harmonogram realizacie, vratane potrebnych
zdrojov (pozri schému B, strana 68).

Je vhodné, ak su prebiehajuce zlepSovacie aktivity
prepojené so struktirou modelu CAF s ciefom umoznit
ich jasny prehlad.

Dalsim sposobom stanovenia priorit méze byt

kombinacia:

1. Urovne bodového hodnotenia kritéria alebo
subkritéria, ktoré poskytuje prehlad o vykonnosti
organizacie v danych oblastiach,

2. kldcovych strategickych cielov.

Odporucania

Pokial sa samohodnotenie podla modelu CAF pova-
Zuje za zaciatok dlhodobej stratégie zlepSovania,
samohodnotenie nevyhnutne zvyrazniniektoré oblasti,
ktoré mozu byt riesené relativne rychlo a jednoducho.
Prdca na nich poméze zvyseniu doveryhodnosti
procesu zlepSovania a predstavuje okamzity profit
organizacie z investovaného casu a financ¢nych
prostriedkov. Poskytuje tieZ pohnutku na pokracovanie
(,uspech plodi Uspech”).

Dobrym napadom je zapojit zamestnancov, ktori sa
realizovali na samohodnotenie, aby sa zucastnili aj
zlepSovacich aktivit. Osobne to povazuju za odmenu
a posiliuje to ich sebaddveru a moralku. Mézu sa tiez
stat priekopnikmi dalsich zlepsovacich iniciativ.
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Phase 3: Improvement plan/prioritisation

Step 7
7 Draft an improvement plan

Feedback CAF users: Lack of measurements
Many organisations encountered obstacles
during their first CAF application. The lack of
measurement has obviously been the major
problem in many public organisations carrying
out self-assessment for the first time, very often
resulting in the installation of measurement
systems as the first improvement action.

The self-assessment procedure should go beyond the
self-assessment report in order to fulfil the purpose
of CAF implementation. It should lead directly to a
report of actions to improve the performance of the
organisation.

This action plan is one of the main goals of the CAF
self-assessment effort and also the means to feed vital
information to the strategic programming system of
the organisation. It must realise an integrated plan
for the organisation to upgrade its functioning as a
whole. Specifically the core logic of the report is that:

1. It is an integrated systematic action planning for
the whole span of the organisation’s functionality
and operability.

2. It comes as a result of the self-assessment report,
so it is based upon evidence and data provided by
the organisation itself and - absolutely vitally —
from the aspect of the people from the organisation.

3. It builds on the strengths, addresses the weaknesses
of the organisation and responds to each of them
with appropriate improvement actions.

Prioritise areas of improvement

In preparing an improvement plan, the management

might wish to consider the use of a structured

approach, including the questions:

+  Where do we want to be in two years in line with the
overall vision and strategy of the organisation?

«  What actions need to be taken to reach these goals
(strategy/task definition)?

The process for building an improvement plan
could be structured as follows: the management, in
consultation with relevant stakeholders,

1. collects ideas for improvement from the self-
assessment report and collates these ideas for
improvement under common themes;

2. analyses the areas for improvement and suggested
ideas then formulates improvement actions taking
into account the strategic objectives of the
organisation;

3. prioritises the improvement actions using agreed
criteria to calculate their impact (low, medium,
high) in the improvement areas, such as:

- strategic weight of the action (a combination of
impact on the stakeholders, impact on the results
of the organisations, internal/external visibility);

« ease of implementation of the actions (looking
into the level of difficulty, the resources needed
and the speed of realisation);

4. assigns ownership to each action as well as a time
schedule and milestones, and identifies the
necessary resources (cf. Scheme B, page 68).

It can be useful to link the ongoing improvement
actions to the CAF structure in order to keep a clear
overview.

One way to prioritise is to combine:

1. the level of scoring per criterion or sub-criterion,
which gives an idea of the organisation’s
performance in all fields;

2. the key strategic objectives.

Recommendations

While a CAF self-assessment is recognised to be the
start of a longer-term improvement strategy, the
assessment will inevitably highlight a few areas that can
be addressed relatively quickly and easily. Acting on
them will help with the credibility of the improvement
programme and represent an immediate return on
time and training investment; it also provides an
incentive to continue - success breeds success.

It is a good idea to involve the people who carried out
the self-assessment in the improvement activities. This
is usually personally rewarding for them and boosts
their confidence and morale. They may also become
ambassadors for further improvement initiatives.



Clenovia CAF timu

Clenovia CAF timuinvestuju do samohodnotenia
vela energie, castokrat mimo svojej zvycajnej
dennej praci. Velmi ¢asto zacinaju svoju pracu
v CAF time s podozrenim o uzitocnosti tejto
ulohy, o zapojeni manazmentu, nebezpecenstva
z otvorenosti a ¢estnosti, atd’. Po ¢ase, ked'vidia,
7e sa veci beru vazne, zvysuje sa motivacia
a aj entuziazmus a nakoniec preberd plné
vlastnictvo za vysledky. Maju potencial stat sa
najmotivovanejsimi kandidatmi pre tim zlepso-
vania a malo by sa s nimi zaobchadzat v sulade
s touto Ulohou.

Taktozostavenyakcny planzlepsovania CAF vyplyvajuci
zo samohodnotenia, zacleneny do strategického
planovania organizacie sa stava sucastou celkového
manazérstva organizacie.

Krok 8

8 Komunikujte

o plane zlepSovania

Ako uz bolo spomenuté, komunikacia je jednym
z kritickych faktorov uUspechu samohodnotenia
a naslednych zlep3ovacich aktivit. Komunikacné
aktivity musia poskytovat vhodné informacie, sprav-
nym spbésobom cielovej skupine, vo vhodnom
Case - nielen pred a pocas samohodnotenia, ale aj
po samohodnoteni.

Organizacia sa sama rozhodne, ¢i spristupni
samohodnotiacu spravu. Osvedcil sa vak postup, ked'
su o vysledkoch samohodnotenia informovani vietci
zamestnandi,t.j.ohlavnychzisteniachsamohodnotenia,
oblastiach pre zlepSovanie a planovanych aktivitach
zlepsovania. Ak samohodnotiaca sprava nie je zverej-
nend, je ohrozend moznost vytvorenia vhodnej
platformy pre zmeny a zlepSovanie.

Pri kazdom komunikovani o vysledkoch je dobré
zdoraznovat veci, ktoré organizacia robi dobre a aké
su jej zamery pre dalsie zlepSovanie. Je vela prikladov
organizacii, ktoré povazuju svoje silné stranky
za samozrejmé a zabudaju, alebo dokonca nevedia,
aké dolezité je ocenit Uspech.

Postup zlepSovania organizacii verejnej spravy podla modelu CAF

Krok 9
9 Realizujte/implementujte plan
zlepsSovania

Ako je uvedené v kroku 7, naformulovanie akéného
planu zlepsovania CAF je velmi dolezité. Vela prikladov
v modeli CAF mozno povazovat za prvy krok/namet
smerom k zlepSovacim aktivitam. Existujuca dobrd prax
a manazérske nastroje mézu byt prepojené na rozlicné
kritéria modelu. Tieto priklady su uvedené nizsie.

Implementacia tychto aktivit zlepSovania musi byt
zalozena na vhodnom a doslednom pristupe, vratane
monitorovania a hodnotenia. Terminy a ocakavané
vysledky maju byt zrozumitelné, maju byt urcené
osoby zodpovedné za kazdu aktivitu (vlastnik) a pre
narocnejsie aktivity maju byt pripravené alternativne
scenare.

Kazdy proces manazérstva kvality musi byt zalozeny
na pravidelnom monitorovani implementacie a hod-
noteni vystupov a désledkov. Monitorovanie umoziuje
prispésobovanie pocas implementacie, nasledné
hodnotenie (vysledky a désledky) toho, ¢o sa dosiahlo
a aky bol celkovy vplyv. Je nevyhnutné stanovit
sposoby merania vykonnosti aktivit (indikatory
vykonnosti, kritéria Uspechu, atd.). Organizacie mozu
pri manazérstve zlepsovacich aktivit vyuzivat cyklus
PDCA. Pre maximalizaciu prinosov zlepsovacich aktivit
maju byt tieto plne integrované do beznych procesov
organizacie.

Stéle viac a viac krajin organizuje sutaze na baze modelu
CAF. Samohodnotenie podla modelu CAF méze byt
tiez zakladom pre uznanie stupna vynimocnosti podla
modelu vynimocnosti EFQM® Levels of Excellence
(www.efgm.org).

Implementacia akénych planov zlepSovania CAF
ulahc¢uje permanentné pouzivanie manazérskych
nastrojov ako je Balanced Scorecard, prieskumov
spokojnosti zdkaznikov a zamestnancov, systémov
manazérstva vykonnosti, atd.

The members of the self-assessment groups
(SAG)

The members of the SAG have invested a lot
of their energy in the exercise, very often in
addition to their usual daily work. Very often they
start their work in the SAG with some suspicion
about the usefulness of the task, the involvement
of the management, the dangers of being open
and honest, etc. After a while, when they see that
things are taken seriously, motivation and even
some enthusiasm are raised and at the end they
take the full ownership of the results. They have
the potential to become the most motivated
candidates for improvement teams and should
be treated in accordance with this role.

At best, the action plan resulting from the self-
assessment should be integrated into the strategic
planning process of the organisation and become part
of the overall management of the organisation.

Step 8
8 Communicate
the improvement plan

As mentioned previously, communication is one of
the critical success factors of a self-assessment and the
improvements actions that follow. Communication
actions must provide the appropriate information with
the appropriate media to the appropriate target group
at the appropriate moment - not only before or during
but also after the self-assessment.

An organisation should decide individually whether or
not it will make the self-assessment report available,
but it is good practice to inform the whole staff about
the results of the self-assessment, i.e. the main findings
of the self-assessment, the areas in which action is most
needed, and the improvement actions planned. If not,
the possibility to create an appropriate platform for
change and improvement runs the risk of being lost.

In any communication about results it is always good
practice to highlight the things that the organisation
does well and how it intends to further improve. There
are many examples of organisations taking for granted
their strengths and sometimes forgetting, or even not
realising, how important it is to celebrate success.
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Step 9
9 Implement the improvement plan

As described in step 7, the formulation of the prioritised
improvement action plan is very important. Many of
the examples in the CAF model can be considered as a
first move towards improvement actions. Existing good
practices and management tools can be linked to the
different criteria of the model. Examples of them are
shown opposite.

The implementation of these improvement actions
should be based on a suitable and consistent approach,
a process of monitoring and assessment; deadlines
and results expected should be clarified; a responsible
person for each action (an ‘owner’) should be assigned,
and alternative scenarios for complex actions should
be considered.

Any quality management process should be based on
regular monitoring of implementation and evaluation
of the outputs and outcomes. With monitoring it is
possible to adjust what was planned in the course
of implementation and post evaluation (results
and outcomes), to check what was achieved and
its overall impact. To improve this it is necessary to
establish ways to measure the performance of the
actions (performance indicators, success criterion,
etc). Organisations could use the PDCA (PLAN, DO,
CHECK, ACT) cycle to manage improvements actions.
To fully benefit from the improvements actions they
should be integrated in the ordinary processes of the
organisations.

On the basis of the CAF self-assessment, more and
more countries are organising recognition schemes.
The CAF self-assessment could also lead to recognition
from EFQM® Levels of Excellence (www.efgm.org).

Implementation of CAF action plans facilitates the
permanent use of management tools such as Balanced
Scorecard, customer and employee satisfaction surveys,
performance management systems, etc.
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Model CAF - Cinnosti/akcie zlep$ovania

» Manazérstvo vykonnosti
- BSC (Balanced Scorecard)

» Manazérstvo vykonnosti
« Investicie do ludi

« Charty obcana alebo sluzby « PD (profesionalny rozvoj) « Prieskumy « Prieskumy
- Benchmarking - Krazky kvality zamestnancov obcana/zakaznika
PREDPQKLADY
7.Vysledky
— 3.Zamestnanci — - vo vztahu -
k zamestnancom

2. Stratégia 65l 9. Kli¢ové vysledky

1.Vodcovstvo — , . - 5. Procesy - orientované na ) .

a planovanie vykonnosti

A |

4. Partnerstva

obc¢ana/zakaznikov
| A

8. Vysledky vo vztahu
- kspolocenskej

a ziroje zodpovednosti
< , -
INOVACIA A xCENIE SA
- Poslanie » Rozpocet, uctovnictvo « Info ¢innosti +1SO 14000 « Benchmarking
- Rozvoj - Benchmarking +CRM - Audity
(Manazérstvo - BSC

vztahov so
zakaznikom)

- Benchmarking
« Pouzivatelské

prirucky

+1SO 9000
- Krazky kvality
«BSC

Krok 10
1 0 Naplanujte dalsie samohodnotenie

Vyuzitie cyklu PDCA pre manazérstvo akéného planu
zlepSovania CAF zahifia aj nové bodové hodnotenie
modelu CAF.

Monitorujte pokrok a opakujte hodnotenie

Akonahle je vypracovany akény plan zlepsovania CAF
azacalasaimplementdaciazmien, je dolezité zabezpecit,
aby zmeny mali pozitivny ucinok a nemali negativny
vplyv na veci, ktoré organizécia vykonavala dobre
aj predtym. Niektoré organizacie zaradili pravidelné
samohodnotenie do svojich planovacich procesov -

ich hodnotenia su nacasované tak, aby informovali
o kazdoro¢ne stanovovanych cieloch a navrhovanych
finan¢nych zdrojoch.

Panely hodnotenia modelu CAF su jednoduché ale
vykonné ndstroje pre hodnotenie pokroku dosiah-
nutého implementaciou akéného planu zlepsovania
CAF.

Guidelines for Improving Organisations using CAF

The CAF Model - Improvement Actions

« Performance Management « Performance Management
+BSC « Investors in People

- Citizen or Service Charters -PD

» Benchmarking « Quality Circles

« People Surveys

« Citizen/Customer
Surveys

ENABLERS
— 3. People — — 7.People Results —
6. Citizen/
1. Leadership _ 2 Stategy & 5 Processes | [ 9. Key Performance
Planning Results
A Results
| | A
. 8. Social
_ 4 Partnerships & | ___ Responsibility _
Resources Results T
< A
INNOVATION AV‘\D LEARNING
« Mission - Budgeting, Accounting « Info Acts +1SO 14000 - Benchmarking
+» Development » Benchmarking +CRM « Audits

« Benchmarking
« User Manuals
+1SO 9000

« Quality Circles
+BSC

Step 10
1 0 Plan next self-assessment

Using the PDCA cycle to manage the Action Plan
implies a new assessment with CAF.

Monitor progress and repeat the assessment

Once the improvement action plan is formulated
and the implementation of changes has begun, it
is important to make sure that the changes have a
positive effect and are not having an adverse effect
on aspects in which the organisation was previously
doing well. Some organisations have built regular self-
assessment into their business planning process - their
assessments are timed to inform the annual setting of
objectives and bids for financial resources.

The evaluation panels of the CAF are simple but
powerful tools to use when assessing the ongoing
progress of the improvement action plan.

- BSC



Schéma A :Vzor samohodnotiaceho harku pre klasické bodové
hodnotenie

KRITERIUM 1: VODCOVSTVO

Hodnotenie kritéria 1
Posudete, ¢o robi vodcovstvo organizacie, aby ...

SUBKRITERIA

1.1 Smerovanie organizacie rozvojom poslania, vizie a hodnot
1.2 Manazérstvo organizacie, vlastnej vykonnosti a trvalého zlepsovania
1.3 Motivécia a podporovanie zamestnancov v organizacii a pdsobenie ako vzor spravania sa

1.4 Manazérstvo efektivnych vztahov s politickymi predstavitelmi a ostatnymi zainteresovanymi stranami

Schéma B : Vzor harku akéného planu zlepSovania

ACTION PROGRAMME 1 (NAPR.VODCOVSTVO)

Aktivita 1.1. Opis aktivity.

Najvyssia autorita, ktora je zodpovednd za danu aktivitu, podporuje ju; je mozné

Sponzor/Garant: . N ; ;
ju povazovat za koncového prijimatela.

Vodca realiza¢ného timu: Osoba, ktora ma realizaciu danej aktivity na starosti.

Urceni jednotlivci pre pracu pri implementacii ¢innosti/aktivit; ludia mézu byt priamo

Realizacny tim: Ao Al .
z organizacie i mimo nej.

Kontakt:

Guidelines for Improving Organisations using CAF

Scheme A : Pro forma self-assessment sheet for classical scoring

CRITERION 1: LEADERSHIP

Evaluation of Criterion 1
Consider evidence of what the organisation’s leadership is doing to...

SUB-CRITERIA

1.1 Provide direction for the organisation by developing its mission, vision and values
1.2 Manage the organisation, its performance and its continuous improvement
1.3 Motivate and support people in the organisation and act as a role model

1.4 Manage effective relations with political authorities and other stakeholders

Scheme B : Action sheet

ACTION PROGRAMME 1 (E.G. LEADERSHIP)

Action 1.1 Description of the action.

The highest authority that is responsible for the item and wants and supports a specific

Sponsor X .
i action; could be considered as the end user.
Action leader The person or service who is in charge of the action.
. The individuals identified to work in implementing the action; can be people from inside
Action team . -
and/or outside the organisation.
Contact
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Accountability - Zodpovedanie sa (povinnost

A skladat Géty)
Zodpovednost je povinnost zodpovedat sa

za pridelené a prijaté povinnosti a poddavat
spravy o stave vyuzivania (skladat ucty) manazérstva
zverenych zdrojov. Zamestnanci, ktori prijali zadvdzok skladat
ucty, su zodpovedni za odpovedanie na otazky a podavanie
sprav o zdrojoch a ¢innostiach, ktoré su v ich prdvomoci tym
[udom, ktorych zaujmom je zachovanie zodpovedat sa.

Action plan - Akény plan

Dokument obsahujtci pldn uloh, urcenie zodpovednosti,
ciele pre implementaciu projektu (napr. ulohy/konecné
terminy) a potrebné zdroje (napr. hodiny, peniaze).

Appraisal/ Performance appraisal - Hodnotenie/Hodno-
tenie vykonnosti/Sluzobné hodnotenie

,Hodnotenie vykonnosti” treba chépat v kontexte manazér-
stva organizacie. Systém manazérstva organizacie zvycajne
zahfha hodnotenie individualnej vykonnosti zamestnancov.
Tato prax pomaha monitorovat Utvarovu a celkovu vykonnost
organizacie agregovanimindividualnejvykonnostina réznych
urovniach manazérstva organizacie. Hodnotiaci rozhovor
medzi zamestnancom a jeho priamym nadriadenym je naj-
CastejSim spdésobom vykondvania hodnotenia vykonnosti.
V priebehu rozhovoru mézu sa okrem vlastného hodnotenia
vykonnosti, posudzovat dalSie aspekty zamestnaneckého
vztahu, zahfnajlce Uroven pracovnych vedomosti a kompe-
tentnosti, ako nastroj identifikdcie vzdeldvacich potrieb.
V komplexnom manazérstve kvality je cyklus PDCA, zalozeny
na trvalom zlepsovani, aplikovany na individualnej urovni:
PLANUJ ulohy pre buduci rok, UROB/REALIZUJ Glohy, OVERUJ/
KONTROLUJ realizéciu v hodnotiacom rozhovore a ak treba,
KONAJ/PRISPOSOB ciele, prostriedky a kompetentnosti pre
nasledujuci rok.

Existuje niekolko sposobov, ako zvysit objektivnost

hodnotenia vykonnosti:

« vzostupné hodnotenie, ked' su manazéri hodnoteni im
priamo podriadenymi zamestnancami,

« 360 stupnové hodnotenie, ked si manazéri hodnoteni
z réznych uhlov pohladu: nadriadenymi manazérmi,
kolegami na tej istej Urovni riadenia, spolupracovnikmi
a zakaznikmi.

MANAZER /
JEDNOTLIVCI

Audit - Audit

Realizdcia auditu je nezdvislda hodnotiaca cinnost presku-

mavania a hodnotenia ¢innosti organizacie a jej vysledkov.

Najbeznejsie audity su: finan¢ny audit, prevadzkovy audit/

audit funk¢nosti, audit IKT, audit zhody a audit manazérstva.

RozliSujeme tri rovne kontrolnej ¢innosti auditu:

« internd kontrola - vykondvana manazmentom;

+ interné auditovanie - vykondvané nezdvislym utvarom
organizacie, ktory okrem cinnosti zameranych na dodr-
Ziavanie predpisov, moze mat tiez Ulohu v riadeni
efektivnosti vnutorného manazérstva organizacie;

«  externy audit - vykondvany nezavislym orgdnom mimo
organizacie.

Glossary

Accountability
A Accountability is the obligation to answer for
responsibilities that have been conferred and
accepted, and to report on the utilisation and
management of resources entrusted. The people who accept
accountability are responsible for answering questions and
reporting on resources and operations that are under their
control to those people who have to hold accountability. So
both parts have their own duties.

Action Plan

A document containing a plan of tasks, allocation of
responsibilities, goals for the implementation of the project
(e.g. targets/deadlines) and resources needed (e.g. hours,
money).

Appraisal/ Performance appraisal

‘Performance appraisal’ needs to be understood in the
management context. Usually, the management system of
an organisation will include the assessment of individual
employees’ job performance. This practice helps to monitor
the departmental and overall organisational performance
by aggregating the individual performance at different
management levels within the organisation. The personal
appraisal interview between the individual employee
and his/her line manager is the most common way for
an appraisal to be carried out. During the interview, in
addition to an appraisal of performance, other aspects of the
individual’s employment can be assessed, including level of
job knowledge and competences from which training needs
can be identified. In a TQM approach, the PDCA - based on
continuous improvement — is used at the individual level:
PLAN the job for the coming year, realise the job (DO), CHECK
your realisation during the performance appraisal interview
and adapt (ACT) if necessary for the next year: the objectives,
the means and the competences. There are several ways to
increase the objectivity of performance appraisal:

« the upward appraisal where managers are evaluated by
employees directly reporting to them;

«  the 360 degrees appraisal, where managers are evaluated
from different points of views: general managers, peers,
collaborators and customers.

MANAGER/
INDIVIDUALS

Audit

Auditing is an independent appraisal function to examine

and evaluate the activities of an organisation and its results.

The most common audits are: financial audit, operational

audit, ICT audit, compliance audit and management audit.

Three levels of auditing control activity can be distinguished:

1. internal control carried out by management;

2. internal auditing by an independent unit of the
organisation. In addition to compliance/regulation
activities, it may also have a role in controlling the
effectiveness of the organisation’s internal management;

3. External auditing carried out by an independent body
from outside the organisation.



Balanced Scorecard - Balanced Scorecard
B Balanced scorecard (BSC) je cely subor kvan-
titativnych merani, ktoré hodnotia, v akom
rozsahu organizacia Uspesne realizuje vlastné
poslanie a strategické ciele. Tieto merania sa vybudovali
zo Styroch uhlov pohladov: inovacie a u¢enie sa (manazérstvo
zamestnancov); interné procesy; zdkaznici a finan¢né mana-
zérstvo. Indikatory jednotlivych pristupov su vzéjomne prepo-
jené pri¢inno-désledkovymi vztahmi. Tieto vztahy su zalozené
na hypotézach, ktoré musia byt pravidelne monitorované. BSC
jetiez velmiuzitocny ako komunikacny nastroj pre manazment
za Ucelom informovania zamestnancov v organizacii a exter-
nych zainteresovanych stran o rozsahu, v ktorom sa strate-
gicky plan realizuje. Balanced Scorecard sa stéle viac pouziva
v eurdépskych organizaciach verejného sektora. Treba podot-
knut, ze metdda Balanced Scorecard moze byt vyuzitd v rdmci
hodnotenia modelu CAF.

Benchmark - Benchmark

Namerany vysledok na vysokej urovni (niekedy oznacovany
ako ,najlepsi v triede”, pozri Benchmarking); etalén alebo
standard pre porovndvanie alebo uroveri vykonnosti, ktory
je uznavany za Standard vynimocnosti pre urcity proces.

Benchmarking - Benchmarking

Existuje mnozstvo definicii benchmarkingu, ale kltucové

slova, spajané s terminom benchmarking, su ,porovnavanie

sa s ostatnymi”.

,Benchmarking je porovndvanie sa s ostatnymi organizéciami

a nasledné poucenie sa z odhaleni, ktoré tieto porovnavania

priniesli” (Zdroj: European Benchmarking Code of Conduct).

V praxi benchmarking zvycajne zahfna:

« pravidelné porovnavanie réznych stranok vykonnosti
(¢innosti alebo procesov) s organizaciami, ktoré st uzna-
vané za profesiondlne dobré; niekedy sa odvoldvame
na termin ,najlepsi v triede’, ale kedZe nikto nemédze
s istotou povedat, kto je najlepsi, preferuje sa termin
dobry,

« odhalovanie rozdielov vo vykonnosti,

« hladanie novych pristupov, ktoré prinesu zlepsenie
vykonnosti,

+ naslednd implementéciu zlepseni a

« sledovanie pokroku a preskiumanie prinosov.

Benchmarking sa v eurdpskych organizaciach verejného
sektora zvyc¢ajne zameriava na hladisko u¢enia sa a je v sucas-
nosti beznejsie zmieriovany ako ,Bench learning” — ucenie
sa, ako sa zlepsovat prostrednictvom spolo¢ného vyuzivania
poznatkov, informacii a niekedy zdrojov. Bench learning
je uznavany ako efektivny sposob zavadzania organiza¢nych
zmien. Znizuje rizik3, je ucelny a Setri cas.

« Strategicky benchmarking (Strategic Benchmarking)

O strategickom benchmarkingu sa hovori, ak organizacie
skimaju dlhodobé stratégie a vseobecné koncepcie, ktoré
priniesli Uspech vysoko vykonnym organizaciam za tcelom
zvysenia celkovej vykonnosti. Zahifia porovndvania hladisk
na vysokej urovni, ako su hlavné kompetencie; vyvoj
novych produktov a sluzieb; zmeny v portféliu aktivit alebo
zvysovanie schopnosti vyrovnavat sa so zmenami v okolitom
prostredi.

Slovnik

Best/ Good practice - NajlepSia/Dobra prax

Vynikajuca vykonnost, metody alebo pristupy, ktoré vedu
k vynimocnym vysledkom. Najlepsia prax je relativny pojem
a niekedy indikuje inovativne alebo podnetné podnikatelské
praktiky, ktoré boliidentifikované mimo organizaciu pomocou
benchmarkingu a bench learningu. Odkedy je tazké stanovit,
o je najlepsie, uprednostnuje sa termin,,dobra prax.”

Bottom-up - Zdola nahor

Smer toku napr. informacii alebo rozhodnuti od nizsich drovni
manazérstva organizacie ku vy3sim drovniam. Opakom je tok
zhora nadol (top-down).

Brainstorming - Brainstorming

Pouziva sa ako timovy pracovny nastroj na volné generovanie
napadov v kradtkom case. Najdoélezitejsim pravidlom je zékaz
akejkolvek kritiky pocas fazy tvorby ndpadov.

Change management - Manazérstvo zmeny

C Manazérstvo zmeny zahifia nielen tvorbu

potrebnych zmien v organizécii, zvycajne

ako vysledok moderniza¢nych a reformnych

programov, ale aj zvlddnutie dynamiky zmien organi-
zovanim, uplatriovanim a podporovanim zmien.

Citizen/Customer - Obc¢an/Zakaznik

Termin obc¢an/zakaznik odkazuje na komplex vztahov medzi
uradomajeho verejnostou. Osoba, pre ktort st uréené sluzby
ma sa povazovat za obcana; ¢len demokratickej spolo¢nosti
s pravami a povinnostami (platitel dane, politicky cinitel).
Osoba ma sa tiez povazovat za zakaznika nie len v kontexte
dodavania sluzby, tam sa uznéva ako prijimatel sluzby, ale aj
v kontexte ked'si pIni povinnosti (platba dani alebo pokut),
tam ma svoje pravo, aby sa o neho postaralo nestranne
a zdvorilo bez zanedbania zaujmu o jeho potreby.

Co-design/Co-decision/Co-production/Co-evaluation

- Spolunavrhovanie/Spolurozhodovanie/Spoluvyroba/
Spoluhodnotenie

Uloha ob¢anov/zakaznikov sa méze vo vieobecnosti
priblizit zo Styroch uhlov pohladu: ako spolutvorcovia,
spolurozhodovatelia, spoluvyrobcovia a spoluhodnotitelia.
Ako spolutvorcovia maju vplyv na to, ¢o chcu a ako chcu
organizicie verejnej spravy doddvat sluzby v sulade
so Specifickymi potrebami. Ako spolurozhodovatelia budu
obcaniaziskavat vacsie zapojenie do vlastnictva rozhodnuti,
ktoré ich ovvplyviiuju. Ako spoluvyrobcovia budu obcania
sami zapojeni do vyrobného a/alebo cyklu poskytovania
sluzieb a ich kvality. A nakoniec, no nie v poslednom rade
ako spoluhodnotitelia sa budu sami vyjadrovat o kvalite
verejnych politik a sluzieb, ktoré prijimaju.

Code of conduct - Zasady spravania

MéZzu byt pisané alebo nepisané pravidla a ndvody/smernice,
urcujuce Standardy spravania oséb, profesiondlnych skupin,
timov alebo organizécii. Zasady sprévania sa takisto mozu
uplatnovat v Specifickych aktivitach, ako su napr. audit alebo
benchmarking; ¢asto sa odvolavaju na etické normy.

Competence - Kompetentnost
Kompetentnosti zahriuju osobné vedomosti, schopnosti

Balanced Scorecard
B The Balanced Scorecard (BSC) is a whole set of
guantitative measurements eva-luating to what
extenttheorganisationissucceedinginrealising
its mission and strategic objectives. These measurements are
built up around four viewpoints: innovation and learning
(people management); internal processes; customers; and
financial management. The indicators of each approach are
linked to each other through a cause-effect relationship.
These relationships are based on hypothesises that have to
be monitored permanently. The BSC is also very useful as a
communication tool for management to inform the people in
the organisation and the stakeholders of the extent to which
the strategic plan has been realised. The Balanced Scorecard
is increasingly being used in the public sector in Europe. It
should be noted that the Balanced Scorecard can be used
within the CAF assessment.

Benchmark

A measured achievement at a high level (sometimes referred
to as ‘best-in-class’: see Benchmarking below); a reference or
measurement standard for comparison; or a performance
level which is recognised as the standard of excellence for a
specific process.

Benchmarking

There are numerous definitions of benchmarking, but the

key words associated with this term are ‘to make comparison

with others. ‘Benchmarking is simply about making
comparisons with other organisations and then learning the
lessons that those comparisons reveal’ (Source: European

Benchmarking Code of Conduct). In practice, benchmarking

usually encompasses:

« regularly comparing aspects of performance (functions
or processes) with those organisations that are considered
to be good practitioners; sometimes reference is made to
best in class, but as no one can ever be certain as to who
is best, the term‘good'is preferred;

+ identifying gaps in performance;

»  seeking fresh approaches to bring about improvements
in performance;

- following through with implementing improvements;

- following up by monitoring progress and reviewing the
benefits.

Benchmarking in European public administrations usually
focuses on the learning aspects and is now more commonly
referred to as ‘Bench learning;, since learning how to
improve through sharing knowledge, information, and
sometimes resources, is recognised to be an effective way
of introducing organisational change. It reduces risks, is
efficient and saves time.

« Strategic benchmarking

Strategic benchmarking is used where organisations seek to
improve their overall performance by examining the long-
term strategies and general approaches that have enabled
high performers to succeed. It involves comparisons of high-
level aspects, such as core competencies; the development
of new products and services; a change in the balance of
activities or an improvement in capabilities for dealing with
changes in the background environment.

Glossary

Best/Good practice

Superior performances, methods or approaches that lead
to exceptional achievement. Best practice is a relative
term and sometimes indicates innovative or interesting
business practices, which have been identified outside the
organisation through benchmarking and bench learning.
Since it is difficult to determine what is best, it is preferable to
talk about ‘good practice’

Bottom-up

Direction of the flow of, for example, information or decisions
from lower levels of an organisation to higher levels. The
opposite is top-down.

Brainstorming

Used as a team working tool to generate ideas without
constraints in a short period of time. The most important rule
is to avoid any kind of criticism during the ideas production
phase.

Change management
C Change management involves both,
generating the needed changes in
an organisation, usually preceded by
modernisation and reform agendas, and mastering the
dynamics of change by organising, implementing and
supporting the change.

Citizen/Customer

The term citizen/customer reflects the complex relationship
between the administration and its public. The person to
whom the services are addressed has to be considered as a
citizen; a member of a democratic society with rights and
duties (e.g. tax payer, political actor, etc.). The person should
also be considered as a customer, not only in the context of
service delivery where he adopts the position of a beneficiary
of services, but also in a context where he has to fulfil duties
(payment of taxes or fines) where he has the right to be
treated with fairness and courtesy without neglecting the
interest for his needs.

Co-design/Co-decision/Co-production/Co-evaluation
The role of the citizens/customers in general can be
approached from four angles: as co-designers, co-decision
makers, co-producers and co-evaluators. As co-designers,
they have an impact on what and how the public
organisations want to deliver as a service in response to a
specific need. As co-decision makers, the citizens will acquire
greater involvement in and ownership of the decisions that
affect them. As co-producers, citizens themselves will be
involved in the production and/or delivery cycle of services
and their quality. And last but not least, as co-evaluators,
citizens will express themselves on the quality of public
policies and the services they received.

Code of conduct

May be expressed or implied, rules and guidelines, for
standards of behaviour for individuals, professional groups,
teams or organisations. Codes of conduct may also apply
to specific activities, such as auditing or benchmarking and
often refer to ethical standards.
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a postoje, pouzivané v praxi v roznych pracovnych situaciach.
Ak je jednotlivec schopny Uspesne vykonavat ulohy, je
povazovany za kompetentného na istej Urovni. *Je to
preukdzana schopnost aplikovat vedomosti a zrucnosti
(*Zdroj: webova strdnka Narodného informacného systému
kvality — www.quality-slovakia.sk).

Conflict of interest - Konflikt zdujmov

Konflikt zadujmov vo verejnom sektore sa vztahuje na konflikt
medzi zévazkom vodi verejnosti a sukromnym zaujmom
verejného zamestnanca, v ktorom sukromny zaujem verejného
zamestnanca moéze negativne ovplyvnit vykondvanie jeho
sluzobnych uloh. Aj ked' sa nepreukaze pochybenie Uradnika,
konflikt zaujmov mo6ze budit dojem nespravneho postupu,
o znizuje doéveru v jeho schopnost riadne konat.

Consensus - Konsenzus

Slovo konsenzus znamend dosiahnutie zhody. Konsenzus
obycajne nasleduje po prvotnom samohodnoteni, ked
saindividudlni hodnotitelia stretnu, aby si porovnali a rozobrali
ich individudlne hodnotenia a bodové hodnotenia. Proces
obycajne kon¢i dosiahnutim zhody individualnych hodno-
titelov na spolo¢nom bodovom hodnoteni a konecnej verzii
samohodnotiacej spravy.

Consensus or Self-assessment
report - Konsenzus alebo
samohodnotiaca sprava

a zivotnom Style medzi skupinami alebo jedincami v rdmci
skupiny. Moze byt tiez zalozend na rode, narodnosti alebo
etniku, postihnuti alebo veku.

Len organizacie verejnej spravy vnimajuce a reagujlice na
réznost mdzu byt povazované za organizacie, ktoré reflektuju
spolo¢nost, ktorej sluZia.

Economy - Uspornost/hospodarnost
E Uspornost/hospodarnost a 3etrenie sa viazu
na prezieravé finan¢né manazérstvo, ktoré
zahifna znizovanie nakladov prostrednictvom
ucinnejsich procesov obstaravania a Uspory financii bez toho,
aby sa to odrazilo v kvalite vystupov alebo cielov.

Effectiveness - Efektivnost

Efektivnost je vztah medzi stanovenym cielom a dosiahnutym
vplyvom/vysledkom, u¢inkom alebo désledkom. Efektivnost
je rozsah, v akom sa realizovali pldnované ¢innosti a dosiahli
planované vysledky.

Efficiency - Uéinnost

Vystupy vo vztahu k vstupom alebo nakladom. Uéinnost
a produktivita mozu byt povazované za to isté. Produktivita
méze byt merand suhrnne zachytavajuc vietky zlozky vstupov

}1 }

Spréva popisujuca vysledky sa- ’
mohodnotenia. Tato sprava musi

obsahovat silné stranky a oblas- f
ti na zlepSovanie organizacie. t

Méze tiez obsahovat (nie povin-
ne) navrhy na zlepsovanie v nie-
kolkych klucovych projektoch.

Continuous improvement

process - Proces trvalého zlepSovania

Pokracujuce zlepsovanie procesov z hladiska kvality, hos-
podarnostialebo doby trvania.Vtomto procese je spravidla
zapojenie vietkych zainteresovanych strdn organizécie
zékladnou podmienkou.

Cost effectiveness - Nakladova efektivnost

Vztah medzi ucinkami, ktoré su predpokladané cielmi
organizacie a nadkladmi vynalozenymi na ich dosiahnutie —
zahfnajuc kompletné spolocenské nédklady, ak je to mozné.
Pozri tiez effectiveness - efektivnost.

Critical success factor - Kriticky faktor tispechu

Podmienky, ktoré musia byt prednostne splnené, aby mohol
byt dosiahnuty planovany strategicky ciel. Zvyrazriuje tie
klucové aktivity alebo vysledky, v ktorych je nevyhnutné
dosiahnut primeranud/uspokojivi vykonnost, aby bola organi-
zacia Uspesna.

Diversity - R6znost
D Réznost suvisi s odlisSnostami. Méze sa vztaho-
vat k odlisnostiam v hodnotéach, pristupoch,
kultire, svetonazore alebo ndbozenskom
presvedceni, vedomostiach, schopnostiach, skusenostiach

produkcie (komplexna produktivita) alebo cielene sustrediac
sa na Specifickd zlozku vstupov (produktivita prace alebo
produktivita kapitalu).

Efficiency/Effectiveness/Economy/Ethics/Environment
U¢innost/Efektivnost/Uspornost/hospodarnost/Etika/
Prostredie

Pravidlo 3E - Uspornost, efektivnost a ic¢innost (pozri definicie
vyssie), ktoré sa pouzivaju vo verejnej sprave boli nedavno
doplnené o etiku (Ethics) a Zivotné pristredie (Environment),
v dosledku ¢oho sa vytvorilo pravidlo 5E, ktoré sa pouziva
v manazérstve kvality.

eGovernment - e-government

Uplatnenie informacnej a komunikacnej technolégii (IKT)
v organizaciach verejnej spravy. V kombindcii s organiza¢nymi
zmenami a novymi zru¢nostami pomaha zlepsovat verejné
sluzby a demokratizaciu procesov, ale aj zvySovat podporu
verejnych politik. E-government sa povazuje za predpoklad
docielenia lepsej a ucinnejsej spravy veci verejnych. Moze
zlepsit rozvijanie a implementdciu verejnych politik a pomoct
verejnému sektoru vyrovnavat sa s potencidlne protichodnymi
poziadavkami na vacsie mnozstvo lepsich sluzieb pri sucasnej
redukcii zdrojov.

Glossary

Competence

Competences include the knowledge, skills and attitudes
of an individual used in practice in a job situation. When an
individual is able to carry out a task successfully, he/she is
regarded as having attained a level of competence.

Conflict of interest

A ‘conflict of interest’ in the public sector refers to a conflict
between the public duty and the private interest of a public
official, in which a public official’s private-capacity interest
could improperly influence the performance of his/her
official duties. Even if there is no evidence of improper
actions, a conflict of interest can create an appearance of
impropriety that can undermine confidence in the ability of
that person to act properly.

Consensus

As the word implies, this is about reaching agreement and
usually follows an initial self-assessment when individual
assessors get together to compare and discuss theirindividual
assessments and individual scores. The process usually ends
with individual assessors reaching an agreement, resulting in
a combined overall score and assessment for the organisation.

Consensus or
self-assessment report
A report describing the results

Economy
E Economy and economising refer to prudent
financial management, including reducing
costs through more efficient purchasing
processes and saving money without affecting the quality
of outputs or objectives.

Effectiveness
Effectiveness is the relation between the set goal and the
impact, effect or outcome achieved.

Efficiency

Outputs in relation to inputs or costs. Efficiency and
productivity may be regarded as one and the same.
Productivity may be measured in ways that capture either the
input of all factors of production (total factor productivity) or
a specific factor (labour productivity or capital productivity).

Efficiency/Effectiveness/Economy/Ethics/Environment
The rule of the 3 E's — Economy, Effectiveness and Efficiency
(see definitions above) - used in the public sector recently
added Ethics and Environment, thereby creating the rule of
the 5 E's, useful for quality management.

of self-assessment. This report *
must include strengths and

areas of improvement for the ‘
organisation. It may also contain t

(optional) proposals for im-
provement in some key projects.

Continuous improvement

process

The ongoing improvement of organisational processes in
terms of quality, economy or cycle time. The involvement of
all stakeholders of an organisation is normally a pre-requisite
in this process.

Cost effectiveness

The relationship between the effects that are implied by the
goals of the organisation and the costs — possibly including
the full social cost - of achieving them. See also ‘effectiveness’.

Critical success factor

The prior conditions that must be fulfilled in order that an
intended strategic goal can be achieved. It highlights those
key activities or results where satisfactory performance is
essential in order for an organisation to succeed.

Diversity
D Diversity relates to differences. It may refer
to values, attitudes, culture, philosophy
or religious convictions, knowledge, skills,
experience and lifestyle between groups, or individuals
within a group. It may also be on the basis of gender, national
or ethnic origin, disability or age. In public administration, a
diverse organisation would be considered to be one which
reflects the society it serves.

e-Government

The use of information and communication technology (ICT)
in public administrations. Combined with organisational
change and new skills, it helps to improve public services and
democratic processes, as well as strengthen support to public
policies. e-Government is regarded as an enabler to realise a
better and more efficient administration. It can improve the
development and implementation of public policies and
help the public sector to cope with the potentially conflicting
demands of delivering more and better services with fewer
resources.

Empowerment

A process by which more authority is given to an individual
or a group of people in the decision-making process. It may
apply to citizens or employees by involving the person/group
and by granting them a degree of autonomy in their actions/
decisions.

Enterprise architecture

A framework that enables an organisation to plan how
technology can be used to support its strategic and
operational goals. It includes descriptions of how processes,
information and information systems form a unity to reach
the targets set for the organisation.



Empowerment - Splnomocnovanie

Metdda, ktord zvysuje pravomoc jednotlivca alebo skupiny
v rdmci rozhodovacieho procesu. Moze zahfmat obcanov
alebo zamestnancov, ktori su zapdjani a je im udeleny urcity
stupen autondémie v ich ¢innosti pripadne pri rozhodovani.

Enterprise architecture - Podnikova/Organiza¢na
architektura

Struktura, ktord umozfuje organizacii planovat technolégiu,
ktorda sa pouzije na podporu vlastnych strategickych
prevadzkovych/operativnych cielov. To zahffia opisanie ako
procesy, informacie a informacné systémy vytvaraju jednotu
na dosiahnutie urc¢enych cielov v organizacii.

e-Services - e-sluzby
Poskytované verejné sluzby verejnosti vyuzitim informacnej
a komunikac¢nej technoldgii.

Ethics - Etika

Etika vo verejnej sluzbe sa da definovat ako suhrn vseo-
becnych hodnét a pravidiel, ktory je verejnymi zamestnancami
akceptovany pri vykondvani ich povinnosti. Mravna podstata
tychto hodnoét/pravidiel, ktoré mézu byt pisané alebo nepisané,
sa vztahuje na to, Co je povazované za spravne, resp. nespravne,
dobré alebo nevhodné spravanie. Zatial, ¢o hodnoty sluzia ako
mravné principy, pravidld mozu tiez stanovit, o je v danej
situdcii z pravneho a mravného hladiska korektné.

Evaluation -Hodnotenie

Posudzovanie, ¢ vykonané aktivity priniesli poZzadované
vysledky a ¢i iné aktivity nemohli priniest lepsie vysledky pri
nizsich nakladoch.

Evidence - D6kaz

Informdcia, ktora potvrdzuje tvrdenie alebo udalost. Dékaz
sa povazuje za nevyhnutnost pri formovani spolahlivého
zaveru alebo tsudku.

Excellence - Vynimo¢nost

Vyznamnd/mimoriadna prax v manazérstve organizacie
a dosahovanie vysledkov, ktoré su zaloZzené na subore
Zékladnych principov komplexného manazérstva kvality
sformulovanych Eurépskou naddciou pre manazérstvo
kvality (EFQM), ako su: orientdcia na vysledky, zameranie
na zdkaznika, vodcovstvo a stdlost manazérstva cieloy,
zalozeného na procesoch a faktoch, zapajanie zamestnancov,
trvalé zlepSovanie a inovécie, vzajomne vyhodné partnerstva
a spolocenska zodpovednost.

Extra-financial rating - Mimofinan¢né hodnotenie
sposobilosti

Mimofinan¢né hodnotenia spdsobilosti hodnoti Uroven
zavazku organizacie v oblasti ludskych prav, pracovnych
podmienok a zamestnania, socidlneho dialégu, ochrany
zivotného prostredia, spravy a zapojenia organizacie do roz-
voja spolocnosti, v ktorej posobi. Tieto pojmy sa tykaju inves-
torov, ktori chcu viest svoje investi¢né rozhodnutia smerom
k ¢innostiam, ktorych vplyv méze ohrozit ekologicku rovno-
vdhu a ktoré im umoznia zapojenie do spolocenského
pokroku a posiliiovania transparentnosti a etiky podnikania.
Organizdcidm verejnej spravy, ktoré maju schopnost
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pozi¢at si na trhoch, méze poméct hodnotenie spolo-
Censkej zodpovednosti stanovenej mimofinan¢nou hodno-
tiacou agenturou pri ziskani pozicky z fondov socidlnej
zodpovednosti (SRI: Social Responsible Investment).

Follow-up - Nasledné preskiimavanie
F Nasledne po samohodnotenia vykonanizmien
v organizacii sa nasledujuice preskimavanie
zameriava na meranie dosahovania cielov
v porovnani so stanovenymi cielmi. Analyza moéze vyustit
do spustenia novych aktivit a prisposobenia stratégie
a planovania v sulade s novymi pomermi.

Governance - Sprava
G Hlavné zaklady dobrej verejnej spravy su pod-
mienené stanovenou sustavou pravomoci
a kontroly. Tato vytycuje: povinnost informovat
o dosahovani cielov, transparentnost aktivit a rozhodovacich
procesov vodi zainteresovanym strandm, ucinnost a efektiv-
nost, vnimavost ku spolo¢enskym potrebam, anticipacia
problémov a trendov a re$pektovanie zadkonov a pravidiel.

Human resources management -
H Manazérstvo ludskych zdrojov
ManaZzérstvo, rozvoj a vyuzivanie poznatkov,
schopnosti a plného potencidlu zamestnancov
organizacie s cieflom podporovat politiku, planovanie ¢innosti
a efektivnu prevadzku/fungovanie jej procesov.

Impact - Vplyv
I Ukazovatele, ktoré vyjadruju napr. désledky
urcitej aktivity.

Indicators - Indikatory
Ukazovatele, ktoré vyjadruju napr. dosledky urcitej aktivity.

« Indikdtory vykonnosti (Performance Indicators)

Existuje mnoho funk¢nych ukazovatelov pouzivanych v orga-
nizacidch verejnej spravy za uc¢elom:

- monitorovania

- pochopenia

- predvidaniaa

- ZzZlepSovania

- funkcnosti a vykonnosti.

Pri merani vykonnosti organizacie sa pouZiva viacero terminov:
dopady, ukazovatele, indikétory, parametre. Aviak terminoldgia
nie je dolezita, je mozné pouzivat terminy, ktoré su organizacii
blizke a vyhovujuce. Ak pouZijeme Paretovu analyzu, zistime,
Ze 20% aktivit organizacie zabezpecuje 80% jej dosledkov.
Je preto dolezité merat aspon vykonnost tych procesov, ktoré
su zakladom zabezpecenia pozadovanych vysledkov.

« Key performance indicators - Klticové indikdtory vykonnosti
Tieto ukazovatele su rozhodujlice a meraju vykonnost tych
kli¢ovych procesov, zvacsa obsiahnutych v kritéridch 4 a 5,
ktoré najvacsou mierou ovplyvnuju efektivnost a ucinnost
klicovych dosledkov vykonnosti.

Dobrym prikladom spokojnosti zakaznikov mézu byt merania
v kritériu Vysledky vo vztahu k obc¢anom/zdkaznikom,
ktoré meraju procesy sluziace na zabezpecovanie sluzieb
a produktov pre ob¢anov/zakaznikov.

e-Services
Public services provided by utilising information and
communication technology.

Ethics

Ethics in public service may be defined as those common
values and norms to which public servants subscribe in
carrying out their duties. The moral nature of these values/
norms, which may be stated or implicit, refer to what is
considered to be right, wrong, good or bad behaviour.
Whereas values serve as moral principles, norms may also
state what is legally and morally correct in a given situation.

Evaluation

Examining whether actions undertaken have produced
the desired effects and whether other actions could have
achieved a better result at a lower cost.

Evidence

Information that supports a statement or fact. Evidence is
considered to be essential in forming a firm conclusion or a
judgement.

Excellence

Outstanding practice in managing an organisation and
achieving results which are based on a set of fundamental
concepts from Total Quality Management, as formulated
by EFQM. These include: results orientation, customer
focus, leadership and constancy of purpose management
by processes and facts, involvement of people, continuous
improvement, innovation, mutually beneficial partnerships,
and corporate social responsibility.

Extra-financial rating

Extra-financial ratings assess the levels of commitment
by organisations in the fields of human rights, conditions
of work and employment, social dialogue, protection of
the environment, governance and the contribution of the
organisation to the development of the community where it
operates. These notions are addressed to investors who want
to guide their investment decision towards activities whose
impact strikes an ecological balance and which, as far as
possible, contribute to social progress and the strengthening
of transparency and business ethics. Public institutions with
the ability to borrow on the markets can help their request
for a CSR rating assigned by an extra-financial rating agency
to obtain loans from socially responsible funds (SRI: social
responsible investment).

Follow up
F Subsequent to a self-assessment process and
changes to an organisation, a follow up aims
at measuring goal achievement against stated
objectives. The analysis may result in the launching of new
initiatives and adjusting strategy and planning in accordance
with the new circumstances.

Governance

G The main elements of good public governance
are determined by the appointed framework
of authority and control. It sets out: the

Glossary

reporting obligation on the goal achievement, transparency
to the stakeholders of actions and decision-making process,
efficiency and effectiveness, responsiveness to the needs of
society, anticipation of the problems and trends and respect
of the law and rules.

Human resources management
H Managing, developing and utilising the
knowledge, skills and full potential of the
employees of an organisation, in order to
support policy and business planning and the effective
operation of its processes.

Impact

I The effects and consequences of possible
and actual actions, interventions or policies in
public, private and third sectors.

Indicators
Measures that are indicative, i.e. showing the outcome of an
action.

« Performance indicators

These are the numerous operational measures used in public
administration to help us monitor; understand; predict; and
improve how we function and perform.

There are several terms used to measure organisational
performance: outcomes, measures, indicators, parameters.
However, measurement terminology is less important
and we should use terms with which we are comfortable
and familiar. If we follow Pareto’s principle, we realise that
around 20% of what we do will deliver 80% of our outcomes.
It is therefore important that we at least measure the
performance of those processes that are essential to the
delivery of our desired results.

« Key performance indicators

Those measures that are most critical, and measure the
performance of those key processes, essentially contained
in CAF criteria 4 and 5, which are most likely to influence
the effectiveness and efficiency of our key performance
outcomes. A good example of customer satisfaction may be
measurements in customer/citizen results of the performance
of the processes we have put in place to deliver customer/
citizen products and services.

Information

Information is a collection of data organised to form a
message; it is a data that has made sense. One of the common
ways to define information is to describe it as the facts
provided or learnt about something or someone.

Example: Law, rule, legislation, procedure, report, guideline,
mail, email, article, instruction, presentation, message, graph,
form, book or journal content, plan.

Innovation

Innovation is the process of translating good ideas into new
services, processes, tools, systems and human interaction.
An organisation may be described as innovative when an
existing task is performed in a way new at the workplace, or
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Information - Informacie

Informacie su subor Udajov zoradenych tak, aby vytvarali
spravu; udaj, ktory ddva zmysel. Jeden z beznych spdsobov,
ako definovat informacie, je opisat ich ako fakty poskytnuté,
alebo ziskané u¢enim sa o niecom alebo niekym.

Priklad: Zakon, pravidlo, legislativa, postup, sprava, navod,
mail, email, ¢lanok, instrukcia, prezentacia, odporucanie, graf,
formular, obsah knihy alebo ¢asopisu, plan.

Innovation - Inovacia

Inovdcia je proces transforméacie dobrych ndpadov do novych
sluZieb, procesov, néstrojov, systémov a vzadjomného poso-
benia ludi. Organizacia méze byt oznac¢ena ako inovativna,
ak dand uloha je vykonavana novym sposobom, alebo ak
organizacia ponuka svojim zakaznikom novu sluzbu odlisnou
formou, ako napr. samoobsluha prostrednictvom internetu.

Input - Vstup
Akékolvek informécia, poznatok, materidl a iné zdrojov, ktoré
sa vyuziju pre vyrobu/produkciu.

ISO - 1SO (Medzinarodna organizacia pre Standardizéciu)
ISO je celosvetova zaujmova organizacia, ktora stanovuje, aké
medzindrodné normy st vyzadované sférou obchodu, Stdtom
aspoloc¢nostou. Tieto tvori v partnerstvach s odvetviami, ktoré
ich budu vyuzivat, su prijimané transparentnymi postupmi
reSpektujucimi principy narodnych faktorov a nasledne ich
vydava s celosvetovou pdsobnostou.

ISO normy uréuju poziadavky na technické vyrobky, sluzby,
procesy, materidly a systémy. Takisto stanovuju pravidla pre
spravne hodnotenie zhody, manazérske a organizacné postupy.

Job description - Opis pracovnej ¢innosti
J Kompletné vysvetlenie ¢innosti (opis uloh,
zodpovednosti, poznatkov, kompetentnosti
a schopnosti). Opis pracovnej ¢innosti je zaklad-
nym néstrojom pre manazérstvo [udskych zdrojov. Ustanovuje
Cast poznatkov, analyzy, komunikacie a dialégu. Reprezentuje
typ charakteristiky medzi organizaciou a nositelom pozicie.
Navyse je kluc¢ovym faktorom rozvoja zamestnavatelov
a tiez zamestnancov uvedomovania si zodpovednosti (podla
B. Dubois and K. Rollot).

Key performance results - Kltucové vysledky

K vykonnosti
Viysledky, ktoré organizacia dosahuje s ohladom
na jej stratégiu a planovanie, tykajuce sa:
« potrieb a poZiadaviek rozli¢nych zainteresovanych stran
(externé vysledky),
« vysledky organizécie vo vztahu k jej manazérstvu a zlep-
Sovaniu (interne vysledky).

Knowledge - Poznatky

Poznatky sa moézu definovat ako ,informacie zmenené
skusenostou, kontextom, interpretaciou a Uvahou!” Poznatky
su vysledkom transformdcie prace, ktord sa vykonala
na jednotlivej casti informdcie. OdliSujeme poznatky
od rozdielne udajov alebo informécii, ako to vyzaduje ludska
kognitivna kapacita apropriacie.

Priklad: vycvik, know-how, odbornd znalost, technické
poznatky.

Knowledge management — Manazérstvo poznatkov/
vedomosti

Manazérstvo poznatkov/vedomosti je jasné a systematické
manazérstvo rozhodujucich poznatkov/vedomosti — a s nimi
suvisiacich procesov, ich tvorby, organizovania, rozsirovania,
pouzivania a vyuzivania.

Je dolezité si uvedomit, ze poznatky/vedomosti zahfnaju
nevyslovené poznatky/vedomosti (obsiahnuté v [udskych
mysliach) a aj explicitne dané (ststredené a vyjadrené ako
informacie v databazach, dokumentoch, atd.).

Dobry vedomostny program sa venuje procesom rozvoja
poznatkov/vedomosti a transferu obidvoch ich zékladnych
organizacii su: poznatky/vedomosti o zakaznikoch, poznatky
o procesoch, poznatky/vedomosti o produktoch a sluzbéch,
prispésobené potrebam pouzivatelov, poznatky/vedomosti
v zamestnancoch, organiza¢nd pamaét, ¢erpajlca z minulosti
alebo inych zdrojov organizicie, poznatky/vedomosti
o vztahov a aktivach, poznatky/vedomosti o merani a riadeni
intelektudlneho  kapitdlu. V manazérstve poznatkov/
vedomosti sa pouziva Siroka Skala praktik a postupov.
NajbezZnejsie su: tvorba a objavovanie, zdielanie a ucenie
sa (spolo¢nosti na vymenu skudsenosti), organizovanie
a manazérstvo.

Leaders - Vodcovia
L Tradi¢ne spajame termin ,Vodca” so zodpo-
vednym za organizdciu. Slovo méze tiez
odkazovat na toho ¢loveka, ktory sa vdaka
svojej kompetentnosti povazuje v Ciastkovej oblasti za vzor
pre ostatnych.

Leadership - Vodcovstvo

Sposob, akym vodcovia rozvijaju poslanie a viziu organizacie
a pomahaju ich napifaniu. Vodcovstvo odraza rozvijanie
hodnét, potrebnych pre dlhodobu Uspesdnost aich zavadzanie
prostrednictvom vhodnych aktivit a spravania. Ukazuje
ich osobnu angaZzovanost v zabezpecovani, aby systém
manazérstva bol rozvijany, zavddzany a preskimavany
a manazérstvo organizacie bolo stabilne zamerané na zmeny
a inovécie. Slovo ,vodcovstvo” ako také odkazuje na skupinu
vodcov, ktori riadia organizaciu.

Learning - Ucenie sa

Ziskavanie a pochopenie vedomosti a informdcii, ktoré mozu
viest k zlepSovaniu alebo zmendm v organizacii. Priklady
aktivit ucenia sa organizacie zahfiaju bechmarking/bench
learning, interné a externé hodnotenia a/alebo audity
a Studium prikladov dobrej praxe. Priklady individudlneho
ucenia sa zahfniaju $kolenia a rozvoj zru¢nosti.

+  Learning environment - Uciace sa prostredie
Prostredie v ramci pracovnej komunity, v ktorom prebieha
ucenie sa formou ziskavania vedomosti, ich zdielania
a vymeny, diskusii o dobrej praxi.

+  Learning organisation - Uciaca sa organizacia
Organizacia, v ktorej zamestnanci kontinualne zvysuju
svoju kapacitudosahovat pozadované vysledky, v ktorej
sa presadzuju nové a expanzivne postupy myslenia, kde
je kolektivna snaha oslobodena a zamestnanci sa trvalo
vzdelavaju v rdmci celoorganiza¢ného kontextu.
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when the organisation offers customers a new service in a
different way.

Input
Any kind of information, knowledge, material and other
resources used for production.

ISO

ISO (International Organization for Standardization) is a
global network that identifies what international standards
are required by business, government and society; develops
them in partnership with the sectors that will put them
to use; adopts them by transparent procedures based
on national input; and delivers them to be implemented
worldwide. 1SO standards specify the requirements for
state-of-the-art products, services, processes, materials and
systems, and for good conformity assessment, managerial
and organisational practice.

Job description
J A complete outline of the function (description
of  tasks, responsibilities, knowledge,
competences and abilities). The ‘job
description’is a fundamental instrument for human resources
management. It constitutes an element of knowledge,
analysis, communication and dialogue. It represents a type
of charter between the organisation and the holder of the
position. Furthermore, it is a key factor for making employers
as well as employees aware of their responsibilities (according
to B. Dubois, and K. Rollot).

Key performance results
K The results the organisation is achieving with
regard to its strategy and planning related
to the needs and demands of the different
stakeholders (external results); and the results of the
organisation in relation to its management and improvement
(internal results).

Knowledge

Knowledge can be defined as ‘information altered by
experience, context, interpretation and reflection’ Knowledge
is the result of transformation work that has been done on
the individual piece of information. We consider knowledge
to differ from data or information as it requires a human
cognitive capacity of appropriation.

Example: practice, know-how, expertise, technical knowledge.

Knowledge management

Knowledge management is the explicit and systematic
management of vital knowledge - and its associated
processes of creation, organisation, diffusion, use and
exploitation. It is important to note that knowledge
encompasses both tacit knowledge (contained within
people’s minds) and explicit knowledge (codified and
expressed as information in databases, documents, etc.). A
good knowledge programme will address the processes of
knowledge development and transfer for both these basic
forms. The most vital knowledge in most organisations
is often related to: customer knowledge, knowledge in
processes, knowledge in products and services customised to

users’ needs, knowledge in people, organisational memory,
drawing on lessons from the past or elsewhere in the
organisation, knowledge in relationships, knowledge assets,
and measuring and managing intellectual capital. A wide
variety of practices and processes are used in knowledge
management. Some of the more common ones are: creating
and discovering, sharing and learning (communities of
practices), organising and managing.

Leaders
L Traditionally we associate the term‘Leader’with
those responsible for an organisation. The word
may also refer to those people who, thanks to
their competence in a particular area, are recognised as a role
model by the others.

Leadership

The way in which leaders develop and facilitate the
achievement of the mission and vision of the organisation.
It reflects how they develop values required for long-term
success and implement them via appropriate actions and
behaviour. It indicates how leaders are personally involved
in ensuring that the management system is developed,
implemented and reviewed and that organisations
permanently focus on change and innovation. The word
‘leadership’ as such can also refer to the group of leaders
that steer the organisation.

Learning

The acquiring and understanding of knowledge and
information that may lead to improvement or change.
Examples of organisational learning activities include
benchmarking/bench learning, internally and externally
led assessments and/or audits, and best practice studies.
Examples of individual learning include training and
developing skills.

« Learning environment

An environment within a working community where learning
takes place in the form of skill acquisition, knowledge sharing,
the exchange of experience, and dialogue on best practice.

- Learning organisation

An organisation where people continually expand their
capacity to achieve the results they desire, where new and
expansive patterns of thinking are fostered, where collective
aspiration is set free, and where people are continually
learning within the context of the whole organisation.

Management information system

Provides operational information to manage

the organisation on the basis of permanent

measurement of goal achievement, risks,
quality measurements, internal audits, internal control
systems and information from self-assessment.

Mission

A description of what an organisation should achieve for
its stakeholders. The mission of a public sector organisation
results from a public policy and/or statutory mandates. It is
the organisation’s raison d‘étre. The final goals an organisation



Management information system - Systém

M manazérstva informacii
Poskytuje prevadzkové/operativne informacie

na manazérstvo organizacie na zéklade pravi-
delného merania dosahovania cielov, rizik, merani kvality,
internych auditov, systémov vnutornych kontrol a informacii
zo samohodnotenia.

Mission - Poslanie

Opis toho, ¢o ma organizicia dosahovat pre svoje zainte-
resované strany. Poslanie organizacii verejného sektora
vychadza z verejnych politik a/alebo zékonnych mandatov.
Je to“raison d'étre” - “d6vod existencie” organizécie.
Rozhodujlce ciele organizacie, ktoré chce organizacia
dosiahnut v kontexte jej poslania, su formulované vo vizii
organizécie a prenesené do strategickych a prevadzkovych/

operativnych cielov.

Network - Zaujmova skupina
N Neformdlna organizacia spdjajuca ludi alebo
organizacie, ktora moze, ale nemusi mat
oficidlnu/formalnu riadiacu $trukturu. Clenovia
skupiny ¢asto zdielaju spolo¢né hodnoty a zaujmy.

Objectives (goals/ aims/ targets) - Ciele

O Formuldcia pozadovanej situacie popisujuca
Ziadané vysledky alebo dosledky obsiahnuté
Vv misii organizacie.

«  Strategické ciele

Ramcové ciele, strednodobé a dlhodobé, ktoré urcuju
hlavné smery, kam chce organizicia ist. Popisuju rozho-
dujuce vysledky, o ktoré organizacia usiluje a ich ucinky
(dosledky).

«  Prevddzkové/Operativne ciele

Konkrétne vyjadrenie strategickych cielov, napr. na urovni
organiza¢ného Utvaru. Prevadzkovy/Operativny ciel je mozné
priamo transformovat do suboru aktivit a tloh.

Organisational culture - Kultura organizacie

Celkovy rozsah spravania, etiky a hodnét, ktoré su prenasané,
praktizované a presadzované clenmi organizacie; kultira
organizacie je ovplyvriovand narodnymi, socidlnymi, politic-
kymi a pravnymi tradiciami a usporiadanim.

Organisational structure — Organiza¢na Struktura

Sposob, ako je organizacia Strukturovand, napr. rozdelenie
oblasti pdésobenia alebo cinnosti, formalny postup komu-
nikdcie medzi manazmentom a zamestnancami; sposob
akym sa rozdeluju ulohy a zodpovednosti v organizicii.

Output - Vystup

Okamzity vysledok/vysledky procesu. Existuje rozdiel medzi
okamzitymi a kone¢nymi vystupmi; predchadzajuci, ktory
sa tyka okamzitej fazy procesu, ¢i suvisi alebo nesuvisi
s odovzdavanim z jedného Utvaru do iného alebo z jedného
procesu do iného; neskér to suvisi s priamymi prijemcami
vystupov. Tito prijemcovia m6zu byt z pohladu organizécie
vnutorni alebo vonkajsi.
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Outcome - Dosledok

Celkovy ucinok, ktory maju vystupy na priamych prijimatelov
a zainteresované strany (interné alebo externé) alebo SirSiu
spoloc¢nost.

Priklad vystupu a désledku: Sprisnené podmienky pre drzbu
zbrani viedli k znizeniu poctu vydanych povoleni. Okamzity
vysledok je teda mensi pocet vydanych povoleni. Kone¢nym
vystupom je znizenie poctu zbrani v spolo¢nosti. Tieto
vystupy vedu k désledku, ktorym je dosiahnutd zvysena
uroven bezpecnosti a pocitu istoty.

Partnership - Partnerstvo
P Spoluprdca s inymi stranami na komercnej
alebo nekomercnej baze zamerana na dosiah-
nutie spolo¢ného ciela, pricom sa takto vytvara
pridand hodnota pre organizaciu a jej zakaznikov/zainte-
resované strany.

PDCA cycle - Cyklus PDCA

Stvorstupnovy cyklus popisany Demingom, ktorého dodrzia-
vanie je podmienkou trvalého zlepsovania:

+  Planuj (ndvrhové faza),

+  Urob/Realizuj (vykonna faza),

«  Over/Kontroluj (kontrolna faza),

+  Konaj (akend, prispdsobovacia a korekena faza).
Zdoraznuje, Ze programy zlepsovania musia zacinat starost-
livym planovanim, musia vyustit do efektivnych cinnosti,
musia byt kontrolované a pripadne prispdsobené a musia
opat viest k starostlivému planovaniu bez prerusenia cyklu.

People - Zamestnanci

Vsetci jednotlivci zamestnani organizaciou, zahfmajuc zamest-
nancov na plny i ¢iastocny Uvazok i zamestnancov na dobu
urcitd.

Perception measurement - Meranie vnimania

Meranie subjektivnych dojmov a nazorov jednotlivca alebo
skupiny fudi, napr. vnimanie kvality produktov alebo sluzieb
zakaznikmi.

Performance - Vykonnost
Miera dosiahnutého vysledku jednotlivca, timu, organizacie
alebo procesu.

Performance management - Manazérstvo vykonnosti
Manazérstvo vykonnostijeinteraktivny riadiacimodel zalozeny
na dohode. Prevadzkové jadro je v schopnosti dohodnutych
skupin hladat vhodnu rovnovahu medzi dostupnymi zdrojmi
a nimi dosiahnutymi vysledkami. Zakladnd myslienka
manazérstva vykonnosti v prevadzkovej ¢innosti je, na jednej
strane uviest do rovnovahy zdroje a ciele tak dobre, ako je to
mozné a na strane druhej Gc¢innost a kvalitu; zabezpecenie, Zze
Zelané Ucinky sa dosahuju ndkladovo-ucinnym spésobom.

PEST analysis - PEST analyza

Znamena ,politicka, ekonomickd, spolocenskd a techno-
logickd analyza” a opisuje ramec makro-environmentélnych
faktorov, ktoré sa pouzivaju v podrobnom preskiumani
environmentalnych komponentov strategického manazér-
stva. Tiez sa v tomto kontexte pouziva STEER (zvazenie
spolo¢ensko-kulturnych, technologickych, ekonomickych

sets out to achieve in the context of its mission are formulated
in its vision, translated into strategic and operational goals.

Network

An informal organisation connecting people

or organisations that may or may not have

a formal line of command. Members of the
network often share values and interests.

Objectives (goals/aims/targets)

O A formulation of a desired situation describing
the desired results or effects as defined in the
mission of the organisation.

« Strategic objectives

Global objectives for the mid- and long-term indicate the
overall direction in which the organisation wants to go. It
describes the final results or effects (outcomes) it wants to
pursue.

« Operational objectives

They are a concrete formulation of the strategic objectives,
e.g. at unit level. An operational objective can be immediately
transformed into a set of activities and tasks.

Organisational culture

The total range of behaviour, ethics and values which
are transmitted, practised and reinforced by members of
organisations; influenced by national, socio-political and
legal traditions and systems.

Organisational structure

The way an organisation is structured, i.e. the division of
work areas or functions, formal chains of communication
between management and employees, and the way tasks
and responsibilities are divided throughout the organisation.

Output

The immediate result/results of a process. There is a
distinction between intermediate outputs and final outputs:
the former regarding intermediate phases of the process,
whether or not related to the transition from a department
to another or from a process to another; the latter related to
the direct beneficiaries of the outputs. These beneficiaries can
be internal or outside the administration

Outcome

The overall effect that outputs have on direct beneficiaries
and stakeholders (internal or external) or the wider society.
Example of output and outcome: Stricter conditions for
possessing firearms lead to fewer permits. The intermediate
output is that there are fewer permits issued. The final
output is that there are fewer firearms circulating in society.
These outputs lead to the outcome that a higher level of
safety or feeling of security is achieved.

Partnership

A durable working relationship with other par-

ties on a commercial or a non-commercial basis

to reach a common goal, thus creating added
value for the organisation and its customers/stakeholders.
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PDCA cycle

A cycle of four stages one has to go through to realise
continuous improvement, as described by Deming:

«  PLAN (project phase)

« DO (execution phase)

«  CHECK (control phase)

« ACT (action, adaptation and correction phase)

It emphasises that improvement programmes must start
with careful planning, must result in effective action, be
checked and eventually adapted, and must move on again to
careful planning in a continuing cycle.

People
All individuals employed by the organisation, including full-
time, part-time, and temporary employees.

Perception measurement

Measurement of subjective impressions and opinions of an
individual or a group of people, e.g. the customer’s perception
of the quality of a product or service.

Performance
A measure of attainment achieved by an individual, team,
organisation or process.

Performance management

Performance management is an agreement-based interactive
control model. Its operational core is in the ability of the
agreement parties to find the appropriate balance between
the available resources and the results to be attained with
them. The basic idea of performance management in
operations is, on the one hand, to balance resources and
targets as well as possible, and on the other, efficiency and
quality; ensuring that the desired effects are achieved in a
cost-efficient manner.

PEST analysis

Stands for ‘Political, Economic, Social, and Technological
analysis’ and describes a framework of macro-environmental
factors used in the environmental scanning component of
strategic management. Also used in this context are STEER
(considering Socio-cultural, Technological, Economic,
Ecological, and Regulatory factors) or PESTLE (Political,
Economic, Sociological, Technological, Legal, Environmental).
The assumption is that if the organisation is able to audit its
current environment and assess potential changes, it will be
better placed than its competitors to respond to changes.

Public policy

A purposeful course of action followed by governmental
bodies and officials in dealing with a problem or a matter of
public interest. This includes government action, inaction,
decisions and non-decisions, and it implies choices between
competitive alternatives.

Procedure
A detailed and well-defined description of how activities
should be carried out.
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a regula¢nych faktorov) alebo PESTLE (politicka, ekonomicka,
sociologickd, technologickd, pravna a environmentdlna).
Predpoklada sa, Ze ak je organizacia schopnd preverovat
vlastné prostredie a hodnotit potencidlne zmeny, bude lepsie
pripravena reagovat na zmeny nez jej konkurenti.

Public policy - Verejna politika

Cielavedomy priebeh aktivit, ktorym sa riadia vladne organy
a uradnici pri rieSeni problémov alebo zalezitosti vo verejnom
zaujme. Tento tok moze zahfnat: vliddnu aktivitu, ne¢innost,
rozhodovanie a nerozhodovanie; obsahuje volby medzi
konkuren¢nymi alternativami.

Procedure - Postup
Stanoveny a detailny popis, ako maju jednotlivé aktivity/
¢innosti prebiehat.

Process - Proces
Subor previazanych ¢innosti/aktivit, ktoré transformuju sibor
vstupov na vystupy a dosledky pridavajuc im hodnotu.

Process diagram - Procesny diagram/diagram procesu
Grafické znazornenie postupnosti ¢innosti/aktivit tvoriacich
proces.

Process map - Mapa procesu
Grafické znazornenie postupnosti cinnosti vznikajucimi
medzi procesmi.

Process owner - Vlastnik procesu

Osoba zodpovednd za névrh, zlepSovanie a realiziciu pro-

cesu, koordindciu a integraciu procesu v rdmci organizacie.

Zodpovednosti vlastnika procesu su nasledovné:

«  Rozumiet procesu: Ako je proces vykondvany v praxi?

« Zamerat proces: Ako zapadd do rozsirovania vizie?
Kto su interné a externé zainteresované strany a su
ich ocakévania plnené? Ako proces suvisi s inymi
procesmi?

«  Komunikovat o procese s internymi a externymi
zainteresovanymi stranami.

«  Monitorovat a merat proces: Do akej miery je proces
ucinny a efektivny?

« Porovnavat proces: Ako funguju iné organizécie a ¢o sa
od nich da naucit?

«  Predvidat proces: Akd je dlhodoba vizia procesu a co je
treba urobit pre jej dosiahnutie?

.« Podavat spravy o procese: Co vlastne sa moze zlepsit?
Kde su slabé miesta a ako sa mdze na ne zamerat?

Pouzivanim tychto krokov moze vlastnik procesu dosiahnut

trvalé zlepsovanie procesu.

Public service organisation/Public administration -
Organizacia verejnej spravy

Organizacia verejnej spravy je akdkolvekinstitucia, organizacia
sluzieb alebo systém, ktory je politicky riadeny a kontrolovany
volenou verejnou mocou (ndrodnou, federalnou, regionalnou
alebo miestnou). Zahfha organizacie, ktoré sa zaoberaju
tvorbou politik a presadzovanim préava, tj. zaleZitostami,
ktoré nemozno povazovat priamo za sluzby.

Quality (in the context of the public sector) -
Kvalita (v kontexte verejného sektora)
Dodavanie sluzby verejnosti siborom charak-
teristik/vlastnosti, ktoré splnia alebo uspokoja
trvalym sposobom:
«  Specifikacie/poziadavky (zakon, legislativa, usmernenia);
«  Ocakdvania obcana/zakaznika;

«  Ocakévania vsetkych inych zainteresovanych stran
(politické, finan¢né, institucionalne, zamestnanecké).

Pojem kvality sa rozvijal cez nedavne desatrocia:

«  Quality control - Riadenie kvality

Riadenie kvality sa zameriava na produkt/sluzbu, ktoré
sa riadia na zaklade pisomnych Specifikdcii a noriem.
Metddy Statistického riadenia kvality (metédy vzorkovania)
sa vytvdrali od rokov 1920 - 30.

»  Quality assurance — Zabezpecovanie kvality
Zabezpecovanie kvality sa zameriava na hlavné procesy, aby
garantovali kvalitu produktu alebo sluzby. Zabezpecovanie
kvality zahfia riadenie kvality. TAto koncepcia sa objavila
v 1950 a siroko sa vyuzivala v rokoch 1980 a 1990 pomocou
stiboru noriem ISO 9000, no uz sa nevyuziva. Nahradila ju
koncepcia komplexného manazérstva kvality.

« Total quality management or Quality management -
Komplexné manazérstvo kvality alebo manazérstvo kvality
Komplexné manazérstvo kvality je filozofia manazérstva,
ktord zahffia organizaciu ako celok (hlavné/realizacné,
manazérske a podporné procesy) v chdpani zodpovednosti
a zabezpecovani kvality jej produktov/sluzieb a procesov
trvalym hladanim zlepsovania efektivnosti svojich procesov
na kazdej urovni. TQM ma urcit vacsinu dimenzii organizécie
pouzitim holistického pristupu manazérstva, aby sa uspokojili
zadkaznicke potreby alebo poziadavky. Pristup zahfa
zainteresované strany. Koncepcia TQM sa objavila v rokoch
1980. Komplexné manazérstvo kvality (TQM), manazérstvo
kvality (QM) alebo komplexnd kvalita (TQ) su tie isté
koncepcie, aj ked niektori autori robia medzi nimi rozdiely.

+  Quality management system - Systém manaZérstva
kvality

Subor koordinovanych ¢innosti na usmernovanie a riadenie
organizacie za Ucelom trvalo zlepsovat efektivnost a i¢innost
vlastnej vykonnosti.

Quick Win — Okamzity uspech

Cinnost, ktora sa moze realizovat lahko a rychlo (niekolko
tyzdnov) a ktord vyzyva zamestnancov implementovat cin-
nosti, ktoré su strategicky zaujimavejsie, ale tiez obtiaznejsie.

Resources - Zdroje

R Zdroje zahffaju poznatky/vedomosti, [udsky
kapital, financie, budovy alebo technoldgie,
ktoré organizacia vyuziva pri plneni svojich uloh.

Role model - Priklad/vzor
Osoby alebo organizacie, ktoré sluzia ako nasledovania hodny
vzor spravania sa alebo spolocenskej funkcie pre iné subjekty.

Glossary

Process
A set of intertwined activities which transforms a set of
inputs into outputs and outcomes, thereby adding value.

Process diagram
A graphical representation of the series of actions taking
place within a process.

Process map
A graphical representation of the series of actions taking
place between processes.

Process owner

The person responsible for designing, improving and

performing processes, their coordination and integration

within the organisation. Her/his responsibilities include the

following:

» Understand the process: how is it carried out in practice?

- Target the process: how does it fit into the broader vision?
Who are the internal and external stakeholders and are
their expectations met? How does the process relate to
other processes?

«  Communicate the process to the internal and external
stakeholders.

+  Monitor and measure the process: to what extent is the
process efficient and effective?

+  Benchmark the process: how do other organisations
perform and what can we learn from them?

«  Envisage the process: what is the long-term vision for the
process and what do we have to do to reach it?

«  Report the process: what exactly can be improved?
Where are the weaknesses and how can they be targeted?

By employing these steps the process owner has the chance

to improve the process continually.

Public service organisation/ public administration

A public service organisation is any institution, service
organisation or system, which is under the policy direction of
and controlled by an elected government (national, federal,
regional or local). It includes organisations that deal with
development of policy and enforcement of law, i.e. matters
that could not be regarded strictly as services.

Quality (in the context of the public sector)
Delivering a public service with a set of
characteristics/features that meet or satisfy, in
a sustainable way:
+ the specifications/requirements
(law, legislation, regulation);
+  the citizen/customer expectations;

« all other stakeholders’ expectations
(political, financial, institutions, staff).

The concept of quality has evolved over recent decades:

« Quality control

Quality control is focused on the product/service, which
is controlled on the basis of written specifications and
standardisations. The methods for statistical quality control
(sampling methods) have been developed since the 1920-30s.

« Quality assurance

Quality assurance is focused on the core processes in order
to guarantee the quality of a product or service. The quality
assurance includes quality control. This concept, born in the
1950s and largely used in the 1980s and 1990s through the
ISO 9000 norms, is no longer used. It has been replaced by the
concept of total quality management.

« Total quality management or quality management

Total quality management (TQM) is a management
philosophy that involves the whole organisation (core,
managementand support processes) in taking responsibility
and ensuring the Quality of their products/services
and the processes by constantly seeking to improve the
effectiveness of their processes at every stage. TQM should
address most of the dimensions of the organisation using
a holistic management approach to satisfy customer needs
or requirements. The approach involves the stakeholders.
The TQM concept emerged in the 1980s. Total quality
management (TQM), quality management (QM) or TQ (Total
Quality) are the same concept, although some authors make
some differentiation.

* Quality management system (QMS)

A set of coordinated activities to direct and control an
organisation in order to continually improve the effectiveness
and efficiency of its performance.

Quick Win

Action that can be realised easily and quickly (within a few
weeks) and which encourages staff to implement actions that
are strategically more important but also more difficult.

Resources

R Resources include the knowledge, labour,
capital, buildings or technology used by an
organisation to perform its tasks.

Role model

Persons or organisations who serve as a model, in a particular
behavioural or social role for other persons to imitate or learn
from.

SMART objectives
S Objectives state what an organisation has

set out to achieve. It is recommended that
objectives should be SMART:

«  Specific: precise about what you are going to achieve;

«  Measurable; with quantified objectives;

+ Achievable;

+  Realistic: are the necessary resources available?

«  Timed: within manageable timing.

Social responsibility

Social responsibility is a commitment by private and
public sector organisations to contribute to sustainable
development by working with employees, their families, local
communities and society to improve the quality of life. The
aim is to bring benefits both for organisations and the wider
society.



SMART objectives - Ciele SMART
S Ciele stanovuju, ¢o si organizacia vytycila
a chce dosiahnut. Odporuca sa, aby boli ciele
SMART:
«  Specific - Specifikované, presne stanovené v tom, ¢o sa
ma dosiahnut;
«  Measurable - meratelné s kvantifikovanymi parametrami;
« Achievable - dosiahnutelné;
+ Realistic - redlne/realistické, su k dispozicii potrebné
zdroje?
«  Timed - ohrani¢ené v rdmci zvlddnutelného ¢asovania.

Social responsibility - Spoloc¢enska zodpovednost
Spolocenska zodpovednost je zavazok organizacii sukrom-
ného a verejného sektora prispievat k udrzatelnému rozvoju
s cielom zvy3ovania kvality Zivota pracou so zamestnancami,
ich rodinami, miestnymi spolo¢enstvami a spolo¢nostou
vseobecne. Cielom je prinasat prospech tak organizacii ako
aj Sirsej spolocnosti.

Stakeholders - Zainteresované strany

Zainteresované strany su vsetky tie, ktoré maju zaujem, ¢&i uz
finan¢ny alebo iny, o ¢innosti organizécie. Interné a externé
zainteresované strany sa mozu klasifikovat do $tyroch hlav-
nych kategorii: politické organy; obcania/zékaznici; zamest-
nanci organizacie; partneri.

Priklady zainteresovanych strdn: tvorcovia politickych rozhod-
nuti, obcania/zékaznici, zamestnanci, spolo¢nost, inspekéné
organy, média, partneri, atd. Zainteresovanymi stranami
su tiez vlddne organizécie.

Strategy - Stratégia

Dlhodoby plan prioritnych aktivit zostaveny za ucelom
dosiahnutia hlavného alebo celkového ciela, alebo pre napl-
nenie poslania.

Survey - Prieskum

Zhromazdovanie Udajov o nazoroch, pristupoch alebo vedo-
mostiach jednotlivcov alebo skupin. Casto je oslovena iba
reprezentativna vzorka populacie, osadenstva.

Suistainable development - Udrzatelny rozvoj
Vhodny rozvoj pre splnenie sucasnych potrieb bez moznosti
kompromisov splnenia potrieb buducich generacii.

SWOT Analysis - SWOT analyza
Analyza silnych a slabych stranok, prilezitosti (potencidlnych
vyhod) a hrozieb (potencidlnych tazkosti) organizécie.

Term - Doba
I Casovy Usek, v ktorom maju byt dosiahnuté
vysledky

«  kratkodoby -vztahuje sa vacsinou k horizontu kratSiemu
ako jeden rok,

ako pét rokov.
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Top - down - Zhora dole

Smer toku (napr. informacii alebo rozhodnuti) od vyssich
Urovni manazérstva organizacie k nizsim Urovniam. Opakom
je tok zdola nahor.

TQM (Total Quality Management) - TQM (Komplexné
manazérstvo kvality)

Zédkaznicky zamerana filozofia manazérstva, ktord hlada,
ako trvale zlepSovat procesy, vyuzivajuc analytické nastroje
a timovu spolupracu na zapajanie vietkych zamestnancov.
Existuje niekolko modelov komplexného manazérstva kvality.
Model vynimoc¢nosti EFQM, model CAF, Malcolm Baldridge
Model (USA), STN EN ISO 9004 sa pouzivaju najcastejsie.

Transparency - Transparentnost

Transparentnost v sebe zahifia otvorenost, komunikaciu
a sledovatelnost. Je to metaforické vyjadrenie vyznamu
pouzivaného vo fyzikalnych vedach:,transparentny” objekt je
ten, cez ktory je vidno, je, priezracny” Transparentné postupy
sU otvorené rokovania, uverejiiovanie finan¢nych vykazov,
legislativa o slobodnom pristupe k informaciam, spravy o cer-
pani rozpoctu, audity, atd.

Value - Hodnota
V Hodnota moéze mat penazny, socialny,
kultirny a mravny obsah. Mravné hodnoty su
povazované za viac menej univerzalne, zatial
o kulturne hodnoty sa mézu roznit medzi organizaciami ako
aj medzi krajinami. Kultirne hodnoty v rdmci organizacie sa
maju prendsat a uskutocnovat. A tiez musia byt prepojené
s poslanim organizécie. Kulturne hodnoty neziskovych
organizacii sa mozu zretelne odliSovat od hodnot
podnikatelskych subjektov.

Vision - Vizia

Dosiahnutelny sen alebo tuzba po tom, ¢o chce organizacia
robit a kam sa chce dopracovat. Kontext tohto sna a tuzby
je urceny poslanim organizacie.

Stakeholders

Stakeholders are all those who have an interest, whether
financial or not, in the activities of the organisation. Internal
and external stakeholders can be classified in four major
categories: the political authority; the citizens/customers;
the people working in the organisation; the partners.
Examples of stakeholders: political decision-makers, citizens/
customers, employees, society, inspection agencies,
media, partners, etc. Government organisations are also
stakeholders.

Strategy
A long-term plan of prioritised actions designed to achieve
a major or overall goal or to fulfil a mission.

Survey

To collect data on opinions, attitudes or knowledge from
individuals and groups. Frequently only a cross-section of
the whole population is asked to participate.

Sustainable development

Development suitable for meeting present needs without
compromising the possibility of meeting the needs of future
generations.

SWOT analysis

Analysis of the Strengths, Weaknesses, Opportunities
(potential advantages) and Threats (potential difficulties) of
and to an organisation.

Term
I Period of time in which results should be
achieved.

Short term: refers usually to less than one year.

Medium term: refers usually to periods of one to five years
ahead.

Long term: refers usually to periods of more than five years.

Top-down
Flow of information and decisions from upper levels to lower
levels within an organisation. The opposite is bottom-up.

TQM (Total Quality Management)

A customer-focused management philosophy that seeks to
continuously improve business processes using analytical
tools and teamwork involving all employees. There are
several TQM models: the EFQM, the CAF, the Malcolm
Baldrige (USA), ISO 9004 are the most commonly used.

Transparency

Transparency implies openness, communication, and
accountability. It is a metaphorical extension of the meaning
used in the physical sciences: a‘transparent’ object is one that
can be seen through. Transparent procedures include open
meetings, financial disclosure statements, the freedom of
information legislation, budgetary review, audits, etc.

Glossary

Value
V Value refers to monetary, welfare, cultural and
moral values. Moral values are considered to
be more or less universal, whereas cultural
values may shift between organisations as well as between
countries. Cultural values within an organisation should
be transmitted and practised, as well as being related
to the mission of the organisation. They may differ quite
significantly between non-profit organisations and private
businesses.

Vision

The achievable dream or aspiration of what an organisation
wants to do and where it would like to be. The context of
this dream and aspiration is determined by the mission of
the organisation.




Priloha:

Porovnanie Struktury modelu CAF 2006 a modelu CAF 2013

PREDPOKLADY

Kritérium 1: Vodcovstvo

Hodnotenie: Posudte dokaz o tom, ¢o robi vrcholovy manazment/
vodcovia organizacie, aby:

Subkritérium 1.1

Poskytli organizécii smer tym, Ze rozvijaju poslanie,

viziu a hodnoty.

Subkritérium 1.2

Rozvijali a zavadzali systém manazérstva organizacie, vykonnosti
azmeny

Subkritérium 1.3
Motivovali a podporovali zamestnancov v organizacii a posobili
ako vzor spravania sa

Subkritérium 1.4
Riadili vztahy s politikmi a inymi zainteresovanymi stranami

Kritérium 2: Stratégia a planovanie
Hodnotenie: Posudte dokaz o tom, o organizacia robi, aby:

Subkritérium 2.1
Zhromazdovala informécie tykajuce sa sucasnych a buducich
potrieb zainteresovanych stran

Subkritérium 2.2
Rozvijala, preskiimavala a aktualizovala stratégiu a planovanie,
beruc do Uvahy potreby zainteresovanych stran a dostupné zdroje

Subkritérium 2.3
Zavédzala stratégiu a planovanie v celej organizacii

Subkritérium 2.4
Planovala, zavadzala a preskimavala modernizéciu a inovacie

Kritérium 3: Zamestnanci
Hodnotenie: Postudte dokaz o tom, ako organizacia:

Subkritérium 3.1
Planuje, riadi a zlepsuje ludské zdroje transparentne vzhladom
na stratégiu a planovanie

Subkritérium 3.2

Identifikuje, rozvija a vyuZiva schopnosti zamestnancov v stlade
s individualnymi a organiza¢nymi cielmi

Subkritérium 3.3

Zapaja zamestnancov rozvijanim otvoreného dialégu
a splnomocriovanim

Kritérium 4: Partnerstva a zdroje
Hodnotenie: Postidte dokaz o tom, ¢o organizacia robi, aby:

Subkritérium 4.1
Vytvarala a zavadzala klticové partnerské vztahy

Subkritérium 4.2
Vytvarala a realizovala partnerstva s ob¢anmi/zékaznikmi

Subkritérium 4.3
Riadila finan¢né zdroje

Subkritérium 4.4
Riadila svoje informéacie a vedomosti

Kritérium 1: Vodcovstvo
Posudte, ¢o robi vodcovstvo organizacie, aby:

Subkritérium 1.1
Poskytlo organizacii smer rozvojom poslania, vizie a hodnot

Subkritérium 1.2
ManaZzovalo organizaciu, jej vykonnost a trvalé zlepSovanie

Subkritérium 1.3
Motivovalo a podporovalo zamestnancov v organizacii a pésobilo
ako vzor spravania sa

Subkritérium 1.4
Manazovalo efektivne vztahy s politickymi predstavitelmi
a ostatnymi zainteresovanymi stranami

Kritérium 2: Stratégia a planovanie

Zvazte, o organizacia robi, aby:

Subkritérium 2.1

Zhromazdovala informacie tykajuce sa stcasnych a buducich
potrieb zainteresovanych stran, rovnako ako relevantné
manazérske informacie

Subkritérium 2.2
Rozvijala stratégiu a planovanie, beric do Uvahy zhromazdené
informacie

Subkritérium 2.3

Komunikovala a zavadzala stratégiu a planovanie v celej
organizacii a pravidelne ju preskimavala

Subkritérium 2.4

Planovala, zavadzala a preskiimavala inovacie a zmenu

Kritérium 3: Zamestnanci

Zvazte, Co robi organizacia, aby:

Subkritérium 3.1

Planovala, riadila a zlepsovala [udské zdroje transparentne
vzhladom na stratégiu a planovanie

Subkritérium 3.2

Identifikovala, rozvijala a vyuzivala kompetentnosti zamestnancov
v stlade s individualnymi a organizacnymi cielmi

Subkritérium 3.3

Zapajala zamestnancov rozvijanim otvoreného dialégu,
splnomocnovanim a podporovanim ich osobného prospechu

Kritérium 4: Partnerstva a zdroje

Zvazte, Co robi organizacia, aby:

Subkritérium 4.1

Viytvérala a riadila partnerstva s relevantnymi organizaciami

Subkritérium 4.2
Vytvarala a implementovala partnerstva s ob¢anmi/ zékaznikmi

Subkritérium 4.3
Riadila financné zdroje

Subkritérium 4.4
Riadila svoje informacie a poznatky

Annex:

Structure CAF 2006 versus structure CAF 2013

ENABLERS

Criterion 1: Leadership
Consider evidence of what the organisation’s leadership is doing to...

Sub-criterion 1.1
Provide direction for the organisation by developing its mission,
vision and values

Sub-criterion 1.2
Develop and implement a system for the management of
organisation, performance and change

Sub-criterion 1.3
Motivate and support the people in the organisation and act as a
role model

Sub-criterion 1.4
Manage the relations with politicians and other stakeholders in
order to ensure shared responsibility

Criterion 2: Strategy and Planning
Consider evidence of what the organisation is doing to...

Sub-criterion 2.1
Gather information relating to present and future needs of
stakeholders

Sub-criterion 2.2
Develop, review and update strategy and planning taking into
account the needs of the stakeholders and the available resources

Sub-criterion 2.3
Implement strategy and planning in the whole organisation

Sub-criterion 2.4
Plan, implement and review modernisation and innovation

Criterion 3: People
Consider evidence of what the organisation is doing to...

Sub-criterion 3.1
Plan, manage and improve human resources transparently with
regard to strategy and planning

Sub-criterion 3.2
Identify, develop and use competencies of the employees aligning
individual and organisational goals

Sub-criterion 3.3
Involve employees by developing open dialogue and
empowerment

Criterion 4: Partnerships and Resources
Consider evidence of what the organisation is doing to...

Sub-criterion 4.1
Develop and implement key partnership relations

Sub-criterion 4.2
Develop and implement partnerships with the citizens/customers

Sub-criterion 4.3
Manage finances

Sub-criterion 4.4
Manage information and knowledge

Criterion 1: Leadership
Consider what the organisation’s leadership is doing to...

Sub-criterion 1.1
Provide direction for the organisation by developing its mission,
vision and values

Sub-criterion 1.2
Manage the organisation, its performance and its continuous
improvement

Sub-criterion 1.3
Motivate and support the people in the organisation
and act as a role model

Sub-criterion 1.4
Manage effective relations with political authorities and other
stakeholders

Criterion 2: Strategy and Planning
Consider what the organisation is doing to...

Sub-criterion 2.1
Gather information on present and future needs of stakeholders
as well as relevant management information

Sub-criterion 2.2
Develop strategy and planning taking into account the gathered
information

Sub-criterion 2.3
Communicate and implement strategy and planning in the whole
organisation and review it on a regular basis

Sub-criterion 2.4
Plan, implement and review innovation and change

Criterion 3: People
Consider what the organisation is doing to...

Sub-criterion 3.1
Plan, manage and improve human resources transparently with
regard to strategy and planning

Sub-criterion 3.2
Identify, develop and use competencies of the employees aligning
individual and organisational goals

Sub-criterion 3.3
Involve employees by developing open dialogue and
empowerment, supporting their well-being

Criterion 4: Partnerships and Resources
Consider what the organisation is doing to...

Sub-criterion 4.1
Develop and manage partnerships with relevant organisations

Sub-criterion 4.2
Develop and implement partnerships with the citizens/customers

Sub-criterion 4.3
Manage finances

Sub-criterion 4.4
Manage information and knowledge
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Subkritérium 4.5
Riadila technoldgie

Subkritérium 4.6
Riadila zariadenia

Kritérium 5: Procesy
Hodnotenie: Posudte dokaz, ¢o organizacia robi, aby:

Subkritérium 5.1
Urcovala, navrhovala, riadila a zlepSovala priebezne procesy

Subkritérium 5.2
Rozvijala a dodavala sluzby a produkty orientované na obcana/
zakaznika

Subkritérium 5.3
Inovovala procesy zapajanim obcanov/zékaznikov

Subkritérium 4.5
Riadila technolégie

Subkritérium 4.6
Riadila zariadenia

Kritérium 5: Procesy
Zvazte, Co robi organizacia, aby:
Subkritérium 5.1

Urcovala, navrhovala, manazovala a priebezne inovovala procesy
zapajanim zainteresovanych stran

Subkritérium 5.2

Rozvijala a dodévala sluzby a produkty orientované na obcana/
zakaznika

Subkritérium 5.3
Koordinovala procesy v celej organizacii a s inymi relevantnymi
organizaciami

VYSLEDKY

Kritérium 6: Vysledky vo vztahu k obc¢anovi/zakaznikovi
Posudte, aké vysledky dosiahla organizacia v Usili splnit potreby
a ocakavania obc¢anov/ zékaznikov cez

Subkritérium 6.1

Vysledky merani spokojnosti ob¢ana/zakaznika

Subkritérium 6.2
Ukazovatele merani, orientovanych na obc¢anov/zékaznikov

Kritérium 7: Vysledky vo vztahu k zamestnancom
Hodnotenie: Posudte, aké vysledky organizécia dosahuje, aby
splnila potreby a ocakévania svojich zamestnancov cez

Subkritérium 7.1
Vysledky merani spokojnosti a motivacie zamestnancov

Subkritérium 7.2
Indikatory, tykajuce sa spokojnosti zamestnancov

Kritérium 8: Vysledky vo vztahu k spolo¢nosti
Hodnotenie: Posudte, ¢o organizacia dosiahla vo vztahu
k spolo¢nosti s ohladom na

Subkritérium 8.1

Vysledky vykonnosti v spolo¢enskej oblasti vnimané
zainteresovanymi stranami

Subkritérium 8.2

Indikatory vykonnosti v spolocenskej oblasti stanovené organizaciou
Kritérium 9: Klticové vysledky vykonnosti

Hodnotenie: Posudte dékaz o definovanych cieloch dosiahnutych
organizaciou cez

Subkritérium 9.1
Externé vysledky: vystupy a vysledky vo vztahu k cieflom

Subkritérium 9.2
Interné vysledky

Kritérium 6: Vysledky orientované na obcana/zdkaznikov
Zvazte, o dosiahla organizacia v Usili splnit potreby a o¢akavania
zakaznikov a obcanov prostrednictvom vysledkov:

Subkritérium 6.1

Merania vnimania

Subkritérium 6.2
Merania vykonnosti

Kritérium 7: Vysledky vo vztahu k zamestnancom

Zvazte, o dosiahla organizacia v Usili spInit potreby a o¢akavania
svojich zamestnancov prostrednictvom vysledkov:

Subkritérium 7.1

Merani vnimania

Subkritérium 7.2

Merani vykonnosti

Kritérium 8: Vysledky vo vztahu k spolocenskej zodpovednosti
Zvazte, o organizacia dosahuje vo vztahu k vlastnej spoloc¢enskej
zodpovednosti prostrednictvom vysledkov:

Subkritérium 8.1
Merania vnimania

Subkritérium 8.2
Merania vykonnosti

Kritérium 9: Klticové vysledky vykonnosti
Zvazte vysledky, ktoré dosiahla organizécia vo vztahu k...

Subkritérium 9.1
Externé vysledky: vystupy a dosledky vo vztahu k cielom

Subkritérium 9.2
Interné vysledky: Uroven Gcinnosti

Sub-criterion 4.5
Manage technology

Sub-criterion 4.6
Manage facilities

Criterion 5: Processes
Consider evidence of what the organisation is doing to...

Sub-criterion 5.1
Identify, design, manage and improve processes on an ongoing
basis

Sub-criterion 5.2
Develop and deliver citizen/customer -oriented services and
products

Sub-criterion 5.3
Innovate processes involving the citizens/customers

Annex: Structure CAF 2006 versus structure CAF 2013

Sub-criterion 4.5
Manage technology

Sub-criterion 4.6
Manage facilities

Criterion 5: Processes
Consider what the organisation is doing to...

Sub-criterion 5.1
Identify, design, manage and innovate processes on an ongoing
basis involving the stakeholders

Sub-criterion 5.2
Develop and deliver citizen/customer-oriented services and
products

Sub-criterion 5.3
Coordinate processes across the organisation and with other
relevant organisations

RESULTS

Criterion 6: Citizen/Customer-oriented Results

Consider what results the organisation has achieved (in its efforts)
to meet the needs and expectations of citizens and customers
through...

Sub-criterion 6.1
Results of citizen/customer satisfaction measurements

Sub-criterion 6.2
Indicators of citizen/customer-oriented results

Criterion 7: People Results
Consider what results the organisation has achieved to meet the
needs and expectations of its people through...

Sub-criterion 7.1
Results of people satisfaction and motivation measurements

Sub-criterion 7.2
Indicators of people results

Criterion 8: Society results
Consider what results the organisation has achieved in respect of
impact on society, with reference to...

Sub-criterion 8.1
Results of societal measurements perceived by the stakeholders

Sub-criterion 8.2
Indicators of societal performance established by the organisation

Criterion 9: Key performance results
Consider the evidence of defined goals achieved by the
organisation in relation to...

Sub-criterion 9.1
External results: outputs and outcomes to goals

Sub-criterion 9.2
Internal results

Criterion 6: Citizen/Customer-oriented Results

Consider what the organisation has achieved to meet the needs
and expectations of customers and citizens, through the results
of...

Sub-criterion 6.1
Perception measurements

Sub-criterion 6.2
Performance measurements

Criterion 7: People Results
Consider what the organisation has achieved to meet the needs
and expectations of its people through the results of...

Sub-criterion 7.1
Perception measurements

Sub-criterion 7.2
Performance measurements

Criterion 8: Social responsibility results
Consider what the organisation is achieving in respect of impact
on society, with reference to the results of...

Sub-criterion 8.1
Perception measurements

Sub-criterion 8.2
Performance measurements

Criterion 9: Key performance results
Consider the results being achieved by the organisation, in
relation to...

Sub-criterion 9.1
External results: outputs and outcomes to goals

Sub-criterion 9.2
Internal results: level of efficiency
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Spolo¢ny systém hodnotenia kvality (CAF) je vysledkom spoluprace medzi
ministrami EU zodpovednymi za verejnu spravu.

CAF je ponuknuty ako spolo¢ny nastroj pomoci organizacidam verejného
sektora za Uc¢elom vyuzitia technik manazérstva kvality vo verejnej sprave.
Poskytuje vseobecnu, jednoduchu lahko pouzitelnd Strukturu, ktord je
vhodnd na samohodnotenie organizécii verejného sektora a ich rozvoja
smerom k vynimoc¢nosti.

Eurdpske informac¢né centrum modelu CAF
Patrick Staes, riaditel Europskeho informac¢ného centra modelu CAF

Eurépsky institut pre verejnu spravu
P.O. Box 1229

6201 BE Maastricht

Holandsko

Tel.:+31433296317

Fax:+ 31433296 296

E-mail: caf@eipa.eu

www.eipa.eu/CAF
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The Common Assessment Framework (CAF) is a result of the co-operation
among the EU Ministers responsible for Public Administration.

The CAF is offered as a common tool to assist public sector organisations
to use quality management techniques in public administration. It provides
a general, simple, easy-to-use framework, which is suitable for a self-
assessment of public sector organisations and their development towards
Excellence!

European CAF Resource Centre
Patrick Staes, Head of the European CAF Resource Centre

European Institute of Public Administration
P.O.Box 1229

6201 BE Maastricht

The Netherlands

Tel.: +31433296 317

Fax: + 31433296 296

E-mail: caf@eipa.eu

www.eipa.eu/CAF
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