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Predslov

Viacero organizdcii $titnej spravy Slovenskej republiky ziskalo zaujimavé skidsenosti so
Spolo¢nym systémom hodnotenia kvality - modelom CAF. Tieto skdsenosti na zdklade
doterajSej verzie modelu CAF 2002 mozno uzito¢ne uplatnit aj v novej verzii modelu CAF
2006.

Zavedenie modelu CAF ako systému hodnotenia manazérstva kvality v Slovenskej republike
prispieva k reforme a zlepSeniu vykonnosti celej Stitnej spravy. Sti¢asne je vyrazom celkového
dynamického vyvoja krajiny. Aj skdsenosti s modelom CAF ukazuju, ze reformy verejnej spravy
prebiehajui niekedy velkymi, inokedy malymi postupnymi krokmi.

Uspech tych, keori pracuji s modelom CAF, je v kazdom pripade zjavny: ako model priciny/
ucinku rychlo a jednoznacéne urci charakeeristické znaky nasich organizdcii a odhali aj mnohé
nedostatky. Model CAF ale uc¢inne pomdha pri odstranovani identifikovanych slabin
a dobrymi prikladmi prispieva k stile castej$iemu vyuzivaniu modernych nastrojov
manazérstva v celom rozsahu verejnej spravy. Pouzivanie modelu CAF vo velkych
organiziciach je ¢asovo ndro¢né a vyzaduje si stilu podporu. Preto musi manazment vnimat
svoju zodpovednost za Usilie, ktoré treba v ramci tohto procesu vynakladat navyse. Tak sa
celkom logicky dostdvame k novej dlohe riadiacich pracovnikov vo verejnej sprave, ktorou je
myslenie a konanie v systémoch, vedtce k tspechom. Presne to spfﬁa aj aktualizovana verzia
modelu CAF 2006. Metddy a ndstroje manazérstva kvality maja slazit na dalsie zlepSovanie
vykonnosti Statnej a verejnej spravy Slovenskej republiky.

Michel Doumont
riaditel projektu Phare
Modernizacia slovenskej $tatnej sluzby a verejnej sluzby
(CPSM)
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Uvod
Definicia

Spolo¢ny systém hodnotenia kvality (The Common Assessment Framework - CAF) je
ndstrojom komplexného manazérstva kvality, inSpirovany modelom vynimocnosti Eurépskej

nadacie pre manazérstvo kvality (EFQM) a modelom nemeckej Akadémie Speyer.

Model CAF vychiddza z predpokladu, Ze organizicia dosahuje vynimocné vysledky vo
vykonnosti, vo vztahu k obcanom/zikaznikom, zamestnancom a spolo¢nosti na zaklade
vodcovstva, stratégie a planovania, zamestnancov, partnerstiev a procesov. Poskytuje pohlad na

organizdciu z roznych uhlov a sti¢asne holisticky analyzuje vykonnost organizécie.
Po6vod a vyvoj

Model CAF je vysledkom spoluprice medzi ministrami EU zodpovednymi za verejnt spravu.
Bol vytvoreny pod zastitou Skupiny pre inovaciu verejnych sluzieb (Innovative Public Services
Group - IPSG), pracovnou skupinou nirodnych expertov, vytvorenou generdlnymi riaditelmi
zodpovednymi za oblast spravy veci verejnych, v ¢lenskych krajinich EU (DGs) s ciefom
podporit vzijomnt vymenu a spoluprdcu pri inovativnych spésoboch modernizicie

uplatiiovania $tdtnej moci a poskytovania verejnych sluzieb v EU.

Pilotnd verzia modelu CAF bola prezentovand v mdji 2000 a prva revidovand verzia bola
predstavend v roku 2002. Na zaklade rozhodnutia DGs bolo vytvorené v Eurépskom institdte
pre verejnt spravu so sidlom v Maastrichte (EIPA) Informacné centrum modelu CAF (CAF
Resource Centre). Vo svojom vyhldseni zadefinoval EIPA svoju tlohu pésobit ako eurdpske

informacné centrum modelu CAF a svoje ciele v tomto kontexte.

Informacné centrum modelu CAF v spolupraci so skupinou nirodnych korespondentov CAF,
Eurépskou nadiciou pre manazérstvo kvality a Akadémiou Speyer viedlo implementaciu

a vyhodnocovalo aplikdciu modelu CAF.

V obdobi rokov 2000 - 2005 pouzilo model CAF na zvySovanie kvality priblizne 900
organizacii verejnej spravy. Zaujem o aplikiciu modelu CAF sa objavil aj mimo Eurdpy,
napriklad v Cine, na Strednom Vychode, v Dominikénskej republike a v Brazilii. Viac ako 300
pouzivatelov modelu CAF sa stretlo na prvej a druhej konferencii o modeli CAF v EU v Rime
v roku 2003 a v Luxembursku v roku 2005. Detailny prehlad o aplikicii modelu CAF v Eurépe
poskytli dve Studie realizované EIPA v rdmci pripravy tychto konferencii a zaroven boli

in$pirdciou pre verziu modelu CAF 2006.
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Introduction
Definition

The Common Assessment Framework (CAF) is a total quality management tool inspired by
the Excellence Model of the European Foundation for Quality Management (EFQM) and the

model of the German University of Administrative Sciences in Speyer.

It is based on the premise that excellent results in organisational performance,
citizens/costumers, people and society are achieved through leadership driving strategy and
planning, people, partnerships and resources and processes. It looks at the organisation from

different angles at the same time, the holistic approach of organisation performance analysis.
Origin and growth

The CAF is a result of co-operation among the EU Ministers responsible for Public
Administration. It is jointly developed under the aegis of the Innovative Public Services Group
(IPSG), a working group of national experts set up by the Directors-General (DG) in order to
promote exchanges and cooperation where it concerned innovative ways of modernizing

government and public service delivery in EU Member States.

A pilot version was presented in May 2000 and a first revised version was launched in 2002.
A CAF Resource Centre CAF (RC) was created at the European Institute of Public
Administration (EIPA) in Maastricht following the decision of DGs in charge of public service.
In a strategic statement, EIPA pointed out how it wants to play its role as a European CAF

Resource Centre and what its objectives are in this respect.

Together with the network of national CAF correspondents, assisted by the European
Foundation for Quality Management (EFQM) and the University of Speyer, the CAF RC

coached the implementation of the model in many ways and evaluated its use.

Between 2000 and 2005 ca. 900 European public administrations used the CAF to improve
their organisations. Also from outside Europe there is a lot of interest in using the tool e.g.
from China, Middle East, Dominican Republic and Brazil. More than 300 CAF users met at
the 1st and 2nd European CAF Users Events in Rome in 2003 and in Luxembourg in 2005. Two
studies by EIPA, established in the context of these events, give detailed information on the use
of CAF in Europe and they inspired the CAF 2006 revision.
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EIPA vytvira databdzu organizicii implementujicich model CAF, ktord zahfiia dobri prax vo
verejnej sprave nielen v Eurdpe. V blizkej buducnosti bude tiez dostupny elektronicky néstroj
pre model CAF. Webova stranka modelu CAF v EIPA poskytuje vietky informacie dostupné
v ramci Eurépy. Model CAF je v sti¢asnosti prelozeny do 19 jazykov. Vela krajin vyvinulo na
narodnej urovni podporné schémy implementicie modelu CAF vritane Skoleni,
elektronickych ndstrojov, priruciek, nirodnych konferencii a databdz. Tieto aktivity s pre
vietkych zainteresovanych zdrukou, ze ciel - 2000 zaregistrovanych pouzivatelov modelu CAF
v roku 2010, stanoveny britskym predsednictvom EU, bude splneny.

Ministri EU, zodpovedni za verejnt spravu vyjadrili na zaver luxemburského predsednictva EU
dia 8. juna 2005 svoje uznanie nielen za plodnt vymenu myslienok, skusenosti a
dobrej/najlepsej praxe medzi verejnymi spravami ¢lenskych krajin EU v ramci Eurépskej siete
verejnej spravy (European Public Administration Network - EPAN), ale aj za vyvoj a pouzivanie
néstrojov, ako je model CAF.

Poziadali o vi¢siu mieru zjednocovania pristupu ku kvalite s agendou Lisabonskej stratégie.
Verzia modelu CAF 2006 reflektuje tito poziadavku.

Hlavny zamer

Model CAF je poskytnuty organiziciam eurdpskeho verejného sektora ako jednoduchy néstroj
na aplikaciu technik manazérstva kvality, ktorého ciefom je zlep$ovanie vykonnosti. Poskytuje
samohodnotiaci systém koncep¢ne blizky hlavnym ndstrojom komplexného manazérstva
kvality, zvld$t modelu vynimoénosti EFQM, prispdsobeny organiziciam verejného sektora,

bertc do tvahy ich Specifika.
Model CAF m4 tieto hlavné zimery:

1. Zaviest principy komplexného manazérstva kvality do verejnej spravy, metodicky viest
organizcie pri porozumeni a aplikicii samohodnotenia vo fize prechodu od systému
planovania a vykonu k plne integrovanému cyklu PDCA.

2. Podporovat samohodnotenie organizicif verejného sektora s ciefom ziskat strukcdrovany
obraz organizicie a ndsledne ndmety pre zlep$ovacie ¢innosti.

3. Posobit ako premostenie réznych modelov pouzivanych v manazérstve kvality.

Podporovat bench learning medzi organizaciami verejného sektora.

Pre dosiahnutie uvedenych zamerov bolo vyvinutych mnozZstvo prvkov popisanych v prirucke:
strukcira modelu CAF pozostavajica z 9 kritérii, 28 subkritérii s prikladmi; panely hodnotenia
predpokladov a vysledkov; postup pri samohodnoteni, pri navrhu oblasti zlepSovania, pri
realizacii bench learningovych projektov a slovnik.
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A database on CAF applications is being further developed at EIPA, allowing integrating good
practices in public administrations from all over Europe and maybe wider. A CAF
e-tool will be soon fully available for the CAF community. The CAF website gives all the
available information on the European level. The model is now translated in 19 languages. But
also on the national level, many countries developed CAF support structures including
training, e-tools, brochures, CAF users’ events and CAF data bases. All these activities assure
all the CAF actors involved that the target of 2000 registered CAF users in 2010 - set by the
United Kingdom presidency - will be met.

The Ministers responsible for Public Administration in the European Union expressed at the
end of the Luxemburg presidency on 8 June 2005 their appreciation for the fruitful exchange
of ideas, experiences and good/best practices between the Public Administrations of the EU
Member states within the European Public Administration Network (EPAN) and for the
development and use of tools such as the Common Assessment Framework. They asked to
integrate even more the quality approach with the Lisbon agenda. The CAF 2006 revision has

taken this demand into account.
Main purpose and support

The CAF is offered as an easy to use tool to assist public sector organisations across Europe to
use quality management techniques to improve performance. The CAF provides a self-
assessment framework that is conceptually similar to the major TQM models, EFQM in
particular, but is specially conceived for the public sector organisations, taking into account

their differences.
The CAF has four main purposes:

1. To introduce public administration to the principles of TQM and progressively guide
them, through the use and understanding of self-assessment, from the current “Plan-Do”
sequence of activities to a full fledged “PDCA” cycle.

2. To facilitate the self-assessment of a public organisation in order to obtain a diagnosis and
improvement actions.

3. To act as a bridge across the various models used in quality management.

To facilitate bench learning between public sector organisations.

A number of components have been worked out in support of these purposes and are
explained in this brochure: the structure with 9 criteria, 28 sub criteria with examples;
assessment panels for the enablers and the results, guidelines for self-assessment, improvement

actions and bench learning projects and a glossary.
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Cielova skupina organizicii

Model CAF bol navrhnuty na pouzivanie vo vsetkych castiach verejného sektora, aplikovatelny
vo verejnych organiziciach na nirodnej/federdlnej, regiondlnej alebo miestnej tirovni. MoZe sa
tiez pouzivat za roznych okolnosti, napr. ako stcast systematického programu reforiem alebo
ako zéklad pre cielené riadenie usilia o zvySovanie kvality organizacii poskytujicich verejné
sluzby. V niektorych pripadoch, najmi vo velmi velkych organiziciich, sa moze
samohodnotenie vykonat len v Casti organizacie, napr. vo vybranom organiza¢nom ttvare.

Prisposobovanie modelu CAF

Kedze model CAF je vSeobecny ndstroj, prisposobovanie jeho pouzitia sa nevylucuje, avak je
mozné len pri reSpektovani zdkladnych prvkov, ktoré st zavizné: 9 kritérii, 28 subkritérii
a systému bodového hodnotenia. Priklady a postup pri samohodnoteni tak, ako s popisané
v prirucke, si odporucané, tzn. flexibilnejsie, avsak je potrebné dodrzat zikladné principy
uvedené v prirucke.

Struktira

Strukttra modelu CAF je zobrazena dalej:

Model CAF
PREDPOKLADY VYSLEDKY
Vysledky
— Zamestnanci — — vo vztahu —
k zamestnancom
L. Vysledky Klacové
Stratégia a , |
Vodcovstvo |— JAnovanie — Procesy |— vo vztahu - vysledky
P k ob¢anom/zakaznikom vykonnosti
Partnerstvd a ‘}gyzlzﬁlﬁ);
zdroje k spolo¢nosti
INOVACIA A UCENIE SA
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Target organisations

The CAF has been designed for use in all parts of the public sector, applicable to public
organisations at the national/federal, regional and local level. It may also be used under a wide
variety of circumstances e.g. as part of a systematic programme of reform or as a basis for
targeting improvement efforts in specific public service organisations. In some cases, and
especially in very large organisations, a self-assessment may also be undertaken in part of an
organisation e.g. in a selected section or department.

Customisation of the tool

As CAF is a generic tool, the customisation of its use can be recommended but respecting its
basic elements is compulsory: the 9 criteria, 28 sub criteria and the scoring system. Examples
and the process of self-assessment as described in the guidelines are free/ flexible but it is
recommended to take into account the key elements of the guidelines.

Structure

The structure of the CAF is illustrated below:

Model CAF
ENABLERS RESULTS
L HRM L L PEOPIE L
Results
Citizen / Customer Key
Leadership — Strategy & — Processes |— Oriented —Performance
Planning Results Results
Partnerships & Society
I Resources I I Results I

A

INNOVATION AND LEARNING
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Strukedra deviatich oblasti urcuje hlavné aspekty, ktoré si vyzaduju pozornost pri akejkolvek
analyze organizicie. Kritéria 1 - 5 sa zaoberaju predpokladovymi charakteristikami
organizicie. Tieto urcujd, ¢o organizicia robi a ako pristupuje ku svojim tlohidm za tcelom
dosiahnutia zelanych vysledkov.

V kritéridch 6 - 9 sa meraju vysledky dosiahnuté vo vztahu k obéanom/zikaznikom,
zamestnancom, spoloc¢nosti a klucové vysledky vykonnosti prostrednictvom merania vnimania
a hodnotenia internych ukazovatelov.

Kazdé kritérium sa deli na subkritérid. 28 subkritérii urcuje hlavné oblasti, ktoré je potrebné
zvézit pri samohodnoteni organizicie.

Tieto st popisané prikladmi, ktoré detailnejsie vysvetluji obsah subkritérii a $pecifikuj
mozné oblasti zdujmu s ciefom objasnif to, ako organizicia plni poziadavky vyjadrené
v subkritériu.

Hlavné charakteristiky

Pouzivanie modelu CAF poskytuje organizicii G¢inny systém na inicidciu procesu trvalého
zlepSovania. Model CAF poskytuje:

* hodnotenie zalozené na dokazoch pri uplatneni saboru kritérii, ktoré st akceptované vo
verejnom sektore v celej Eurdpe,

* prilezitosti na stanovenie miery rozvoja a dosiahnutia vynimocnej trovne dosahovania
cielov,

¢ prostriedky na dosiahnutie zhody smerovania a dohody o tom, ¢o je potrebné urobit pre
zvySovanie kvality organizicie,

* prepojenie medzi roznymi vysledkami, ktoré treba dosiahnut, a podpornymi postupmi
alebo predpokladmi,

+ prostriedok na vytvorenie entuziazmu medzi zamestnancami ich zapojenim do
zlepSovatelského procesu,

o prilezitosti podporovat a zdielat najlepsie skiisenosti roznych casti vlastnej organizicie
alebo inych organizacii,

* prostriedok na integrciu roznych iniciativ v oblasti kvality do beznej ¢innosti organizicie,

* prostriedok na meranie pokroku v ¢ase prostrednictvom periodického samohodnotenia.
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The nine-box structure identifies the main aspects requiring consideration in any
organisational analysis. Criteria 1 - 5 deal with the Enabler features of an organisation. These
determine what the organisation does and how it approaches its tasks to achieve the desired
results.

In the criteria 6 - 9, results achieved in the fields of citizens/ customers, people, society and key
performance are measured by perception measurements and internal indicators are evaluated.
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 answers the
requirements expressed in the sub criterion.

Main characteristics

Using the CAF provides an organisation with a powerful framework to initiate a process of

continuous improvement. The CAF provides:

* an assessment based on evidence, against a set of criteria which has become widely
accepted across the public sector in Europe;

+ opportunities to identify progress and outstanding levels of achievement;

* ameans to achieve consistency of direction and consensus on what needs to be done to
improve an organisation;

¢ alink between the different results to be achieved and supportive practices or enablers;

¢ ameans to create enthusiasm among employees by involving them in the improve-ment
process;

* opportunities to promote and share good practice within different areas of an
organisation and with other organisations;

* ameans to integrate various quality initiatives into normal business operations;

+ ameans of measuring progress over time through periodic self-assessment.

13
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Koncepty a hodnoty modelu CAF

Model CAF, ako nastroj komplexného manazérstva kvality, je v zhode so zikladnymi
konceptmi vynimocnosti, definovanymi EFQM, ako st

* orientdcia na vysledky,

* zameranie na zdkaznika,

* vodcovstvo a stalost cielov,

* manazérstvo podla procesov a faktov,

* zapojenie zamestnancov,

o trvalé zlepSovanie a inovicia,

¢ vzajomne vyhodné/prospesné partnerstvd a spolocenskd zodpovednost.
Jeho cielom je zvySovanie vykonnosti organizicii verejnej spravy na tejto baze.

Manazérstvo vo verejnej sprave a kvalita vo verejnom sektore ma v porovnani so sukromnym

sektorom mnozstvo $pecifickych charakeeristik. Tie vychadzaji zo zdkladnych spolo¢nych

eur6pskych socialno-politickych predpokladov, kulttry a tradicie verejnej spravy:

*  zdkonnost (demokratickd, parlamentnd),

* princip pravneho $tdtu a etické sprévanie, zaloZené na v$eobecnych hodnotich a princi-
poch (otvorenost, zodpovednost, spoluticast, roznost, rovnost, socidlna spravodlivost,
solidarita, spoluprica a partnerstva).

Hoci sa model CAF primdrne zameriava na hodnotenie manazérstva vykonnosti a identifikdciu
jej organizacnych pricin na realiziciu zlepSovania, kone¢nym cielom je poskytnutie podpory
dobrej spravy veci verejnych.

Hodnotenie vykonnosti zahfna nasledovné hlavné charakteristiky organizicie verejného
sektora:

¢ demokratickd zodpovednost/sledovatelnost;

*  posobenie v legislativnom, pravnom a inak regulovanom ramci;

+ komunikdcia s politickou troviou riadenia;

* zapojenie zainteresovanych strdn a vyvaZenie ich potrieb;

* vynimoc¢nost v poskytovani sluzby;

* efektivita vynakladanych finan¢nych prostriedkov;

* dosahovanie cielov;

* manazérstvo modernizdcie, inovicie a zmeny.
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Concepts and Values of CAF

As a tool of Total Quality Management, CAF subscribes to the fundamental concepts of
excellence as defined by EFQM:

* results orientation,

¢ customer focus,

¢ leadership and constancy of purpose,

* management by processes and facts,

* involvement of people,

* continuous improvement and innovation,

+ mutually beneficial partnerships and corporate social responsibility.
It aims to improve the performance of public organisations on the basis of these concepts.

Public management and quality in the public sector have a number of special unique

conditions in comparison with the private sector. They presume basic preconditions, common

to our European socio-political and administrative culture:

¢ legitimacy (democratic, 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.

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

So the assessment of performance addresses the following main features of a public sector
organisation:

* democratic responsiveness/accountability;

¢ operating within the legislative, legal and regulatory framework;

* communicating with the political level;

¢ involvement of stakeholders and balancing of stakeholder needs;

* excellence in service delivery;

¢ value for money;

¢ achievement of objectives;

* management of modernisation, innovation and change.
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Vnittorné stuvislosti v rimci 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 vSetky prvky,

z ktorych sa sklada, sa navzajom ovplyviluja. Je potrebné rozliSovat medzi:

* vztahom pricina - ndsledok; medzi lavou (predpoklady - pri¢ina) a pravou castou (vysledky
- nasledok) a

¢ holistickym vzfahom medzi pri¢inami (predpoklady).

Iba vztah medzi predpokladmi ma holisticky charakeer.

DPrepojenie medzi lavymi a pravymi Castami modelu: spociva vo vztahu pri¢ina - nésledok medzi
predpokladmi (priciny) a vysledkami (nasledkami) rovnako ako v spitnej vizbe od sucasného
k predchadzajicemu. Overenie prepojeni pri¢iny - nasledku ma pre samohodnotenie zdkladny
vyznam, kde by mal posudzovatel vzdy preskiimat spojitost medzi danymi vysledkami (alebo
suborom rovnorodych vysledkov) a dokazom ziskanym k relevantnému kritériu a subkritériu
na strane predpokladov.

Takdto jednotnost je niekedy zlozité overit kvoli holistickému charakteru organizacie, rozli¢né
priciny (predpoklady) sa pri tvorbe vysledkov vzajomne ovplyviiuji. V kazdom pripade je
potrebné preskimat pri samohodnoteni primerant spitnu vizbu, od vysledkov objavujucich

sa na pravej strane ku kritéridm na lavej strane.

Prepojenie medzi kritériami a subkritériami na strane predpokladov: ked’ze kvalita vysledkov je do
velkej miery ovplyvnend typom a intenzitou vztahov medzi predpokladmi, tento charakter
vztahu sa musi samohodnotenim objasnit. V skuto¢nosti sa ich miera intenzity v pripade
roznych organizicii velmi lisi a ich povaha do velkej miery ovplyviiuje kvalitu organizacie.
Vynimocné organizicie st charakteristické napriklad silnym previazanim medzi kritériom
1 a kritériami 2, 3, 4 a medzi kritériom 3 a kritériami 4, S.

Prepojenia samozrejme nie st limitované len trovitou kritérii. Casto sa vyznamna previazanost

vyskytuje aj na trovni subkritéria.
Vyznamnost dékazov a merani

Samohodnotenie a zvySovanie kvality organizicii verejnej spravy je nerealizovatelné bez
spolahlivych a komplexnych informdcii o fungovani organizicie. Model CAF povzbudzuje
organizdcie verejnej spravy, aby ziskavali a vyuzivali informdcie. Velmi casto sa stdva, Ze tieto
informdcie nie st pri prvom samohodnoteni dostupné. Preto sa model CAF ¢asto povazuje za
nulty stupen merania. Stanovuje oblasti, v ktorych je nevyhnutné zaviest merania. Cim dalej sa
organizdcia na ceste trvalého zlep$ovania dostane, tym viac bude systematicky a komplexnejsie

zhromazdovat a riadit informdcie interne aj externe.
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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 composing 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).

Only to the latter can the holistic character be applied.

Cross connection between the left and right parts of the model: consists in the cause - effect relation
between the enablers (causes) and the results (effects), as well as in the feedback from the latter
to the former. Verification of cause - effect links is of fundamental importance in self-
assessment, where the assessor 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 side to
the appropriate criteria on the left side, should be checked in the assessment.

Cross connection between criteria and sub criteria on the enabler side: since quality of results is to
a large extent determined by the type and intensity of relationships between enablers, this type
of relationship must be explored in self-assessment. In fact their intensity is very different
between different organisations and their nature determines to a large extent the quality of the
organisation. Excellent organisations are, for example, characterised by strong interactions
between criterion 1 and criteria 2/3/4, and between 3 and 4/5.

Relationships are obviously not limited to the criteria level. Quite often substantial

interaction/relationships materialise at sub criterion level.
Importance of evidence and measurements

Self-assessment and improvement of public organisations is very difficult without reliable
information across 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 often is considered to be a zero base measurement. It
indicates the areas in which 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, internally and externally.
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Uvod

Uloha systému bodového hodnotenia

Jednym z povinnych prvkov modelu CAF je bodové hodnotenie. Hoci najdolezitej$im
vystupom samohodnotenia je stanovenie silnych strinok a oblasti na zlepsSenie, organizicie sa
niekedy prili§ zameriavaju na vysledky bodového hodnotenia. Systém bodového hodnotenia

bol v novej verzii modelu CAF zachovany a prepracovany.

Pridelenie bodového hodnotenia kazdému subkritériu a kritériu modelu CAF ma tieto Styri

ciele:

1. poskytniit nimet pre nasmerovanie zlepSovacich aktivit;

2. merat pokrok vlastnej organizicie;

3. urd¢it najlep$iu prax identifikovand vysokym bodovym hodnotenim predpokladov
a vysledkov;

4. napomoct pri hladani relevantnych partnerov, od ktorych sa bude organizacia uit - bench
learning.

Novinkou vo verzii modelu CAF 2006 st dva systémy bodového hodnotenia - , klasické bodové
hodnotenie“ a ,bodové hodnotenie pre pokrocilych®. Blizsie informdcie st uvedené v kapitole

Bodové hodnotenie a panely hodnotenia.
Jazyk a slovnik modelu CAF

Vela organizacii verejného sektora, ktoré implementujit model CAF po prvykrat, ma problém

s pochopenim terminoldgie modelu. Vedomosti a skisenosti z manazérstva verejnej spravy

mdzu samozrejme napomoct prekonat tento problém, ale ¢ast zamestnancov zapojenych do

samohodnotenia ich nemusi mat.

Slovnik na konci prirucky im méd poskytnat presny vyznam hlavnych terminov a konceptov.

Vzhladom na ,charakter zakaznikov* vo verejnom sektore je dolezité zadefinovat v samotnom

tvode, ¢o sa rozumie pod pojmom ob¢an/zikaznik. Tento termin sa pouziva na zdoraznenie

dudlneho vztahu medzi verejnou spravou a

*  pouzivatelmi verejnych sluzieb a

* verejnostou ako takou, pozostivajicou z obc¢anov a danovych poplatnikov, ktori maji
zdujem na poskytovanych sluzbach a ich vystupoch.
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Role of the scoring system

One of the compulsory elements of the CAF is the scoring system. Although the discovery of
strengths and areas for improvement and the linked improvement actions are the most
important outputs of the self-assessment, organisations sometimes focus too much on scores.

The scoring system has been retained and elaborated in the new CAF version.
Allocating a score to each sub criterion and criterion of the CAF model has 4 main aims:
to give an indication on the direction to follow for improvement activities;

o measure your own progress;

to identify Good Practices as indicated by high scoring for Enablers and Results;

Ea e

to help to find valid partners to learn from.

New in the CAF 2006 is the provision for two ways of scoring. The “classical CAF scoring” and

the “fine-tuned CAF scoring”. More information is given in the chapter on scoring.

Managerial language and the glossary

Many public sector organisations, that use CAF for the first time, are confronted with
a terminology that is difficult to access. A background in public management helps of course
to overcome this but some people participating at a CAF self-assessment may not have this
back ground. The glossary at the end of this brochure is there to assist them by providing
a more precise definition for the main words and concepts.

Given the nature of “clients” in the public sector however, we wish to define from the start
what we understand by citizen/customer. This term is used to emphasise the dual relationship
between public administration and

¢ the users of public services, and

¢ all the members of the public, who as citizens and taxpayers have a stake in the services

provided and their outputs.
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Uvod

Hlavné rozdiely medzi modelom CAF 2002 a CAF 2006

Pre pouzivatelov predchadzajicich verzii modelu CAF nebude prili§ obtiazne pouzivat novi
verziu modelu. V kontexte Lisabonskej stratégie sa kladie vicsi doraz na modernizaciu
a inovdciu.

Tento moment je preto este viac zrejmy v kritéridch 1 - Vodcovstvo a 2 - Stratégia a planovanie,

zatial ¢o potreba trvalej inovicie sa objavuje v kritériu 5 - Procesy.

Uvod do kritérii a mnoho novo formulovanych prikladov lepsie znazorfiuje prispevok
manazérstva kvality vo verejnom sektore ku dobrej sprave veci verejnych.

Systém bodového hodnotenia umoziiuje organizicii prehlbit ich vedomosti ziskané pocas
hodnotenia a cielenejsie sa zamerat na zlepSovacie aktivity.

Odportcany postup samohodnotenia a tvorby akénych planov zlep$ovania poskytuju dalsi
navod. Doterajsi Gspech bench learningu podla modelu CAF bol podnetom pre poskytnutie

navodu aj v tejto oblasti.

Sthrnne samohodnotenie podla modelu CAF pontika organizacii prilezitost naudit sa viac
o sebe. V porovnani s plne rozvinutym modelom komplexného manazérstva kvality je model
CAF navrhnuty ako pouzivatelsky priatefsky model. Predpoklada sa, ze kazda organizicia,
ktord chce ist eSte dalej, si zvoli jeden z ndrocnejSich modelov. Model CAF md vyhodu
kompatibility s tymito modelmi, a preto mdze byt prvym krokom pre organiziciu, ktora chce

napredovat v manazérstve kvality.
,Vieme, ze model CAF funguje!”

Model CAF je verejne pristupny. Organizicie mozu tento model volne pouzivat, ak sa tak

rozhodnd.
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Major differences between CAF 2002 and 2006

Users of previous CAF versions will not find it too difficult to find their way in the new
version.

In the context of the Lisbon strategy more emphasis is placed on modernisation and
innovation. This concern is therefore more explicitly present in the criteria on leadership and

strategy whilst the need for permanent innovation of the processes is presented in criterion 5.

The introduction and many new formulated examples illustrate better the contribution of
quality management in the public sector towards good governance.

The scoring system allows organisation to deepen their assessment knowledge and focus more
closely on their improvement actions.

The guidelines on self-assessment and improvement action plans give additional advice.

The recent success of bench learning with CAF has inspired new guidelines in this field.

To summarise, self-assessment against the CAF model offers the organisation an opportunity
to learn more about itself. Compared to a fully developed Total Quality Management model,
the CAF is designed to be a user-friendly introductory model. It is assumed that any
organisation that intends to go further will select one of the more detailed models. The CAF
has the advantage of being compatible with these models and may therefore be a first step for

an organisation wishing to go further with quality management.
We know that “CAF Works!”

The CAF is in public domain and free of charge. Organisations are free to use the model as they
wish.
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Kritérid predpokladov Enablers

Kritéria predpokladov Enablers

Kritérid 1 - 5 sa zaoberaji predpokladovymi charakteristikami organizicie. Urcujd, ¢o Criteria 1 - 5 deal with the Enabler features of an organisation. These determine what the
organizdcia robi a ako pristupuje k tlohdm, ktoré vedu k dosiahnutiu Zelanych vysledkov. organisation does and how it approaches its tasks to achieve the desired results. The
Hodnotenie ¢innosti tykajucich sa predpokladov by malo byt zalozené na paneli hodnotenia assessment of actions relating to the Enablers should be based on the Enablers Panel (see CAF
predpokladov (pozri Bodové hodnotenie a panely hodnotenia). scoring and Assessment panels).
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Kritérium 1: Vodcovstvo

Kritérium 1: Vodcovstvo
Definicia

Sprévanie sa vodcov organizicie napomdha vytviraniu jednoznacnosti a jednotnosti ciela
a prostredia, v ktorom organizicia a jej zamestnanci posobia.

Vodcovia ddvaji organizicii smerovanie. Tvoria a rozvijaji poslanie, viziu a hodnoty potrebné
pre dlhodoby uspech organizacie. Motivuji a podporuji zamestnancov v organizacii tym, ze
posobia ako vzor a prostrednictvom prikladného spravania sa, ktoré je v stilade s vyjadrenymi
a samozrejmymi hodnotami.

Vodcovia rozvijaji, implementujii a monitoruji systém manazérstva organizicie a presku-
mavaji vykonnost a vysledky. St zodpovedni za zlepSovanie vykonnosti a pripravu pre
budticnost tym, ze riadia zmeny potrebné pre naplnenie poslania.

Vo verejnom sektore s vodcovia hlavnym rozhranim medzi organiziciou a politikmi a riadia
s nimi zdielané zodpovednosti a tieZ si zodpovedni za riadenie vzfahov so zainteresovanymi

stranami a za zabezpecenie toho, Ze ich potreby budu naplnané.
Klicové hladiska

V systéme zastupitelskej demokracie robia voleni politici strategické rozhodnutia a stanovuju
ciele, ktoré chcu dosiahnut v rozliénych oblastiach politik.

Vodcovia organizacii verejného sektora pomahaju politikom pri tvorbe politik poskytnutim
rady v podobe analyz, prognéz alebo vizif a ziroven st zodpovedni za implementaciu a reali-

zaciu tychto politik.

Z tychto dovodov je potrebné v ramci verejného sekeora rozliSovat medzi ulohou politického
vodcovstva a tlohou vodcov/manazérov organizicie.
Model CAF sa zameriava na manazérstvo organizacie verejnej spravy, nie na kvalitu verejnych

politik, ktord je politickou zodpovednostou.

Okrem zakladnych hodnot organizacie eurdpskeho verejného sektora zdielaji mnozstvo
spolo¢nych hodnét ako zdkonnost, transparentnost, rovnost, roznost a predchidzanie
konfliktu zdujmov.

Vodcovia $iria tieto hodnoty v rdmci organizicie a na tento tcel moézu vyuzit napriklad ich
zakotvenie v etickych kodexoch, ktoré vedd zamestnancov v ich profesionalnom spravani sa.
Vodcovia vytvdraju svojej organizacii optimdlne podmienky na prisposobenie sa neustile sa
meniacej spolocnosti, ktorej slizia. Oni hladaju moznosti inovicie a modernizacie a aktivne

zapdjaju principy e-governmentu.
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Criterion 1: Leadership
Definition

The behaviour of an organisation’s Leaders can help to create clarity and unity of purpose and
an environment in which the organisation and its people excel.

Leaders provide direction for the organisation. Leaders develop the mission, vision and the
values required for the organisation’s long-term success. They motivate and support people in
the organisation by acting as role models and through appropriate behaviours which are
consistent with the expressed and implied values.

Leaders develop, implement, and monitor the organisation’s management system and review
performance and results. They are responsible for improving performance and prepare for the
future by organising the changes necessary to deliver its mission.

In the public sector, leaders are the main interface between the organisation and politicians
and manage their shared responsibilities and are also responsible for managing relationships

with other stakeholders and ensuring that their needs are met.
Key implications

In a representative democratic system, elected politicians make the strategic choices and define
the goals they want to achieve in the different policy areas. The leadership of public sector
organisations assists politicians in formulating policy by giving advice in terms of analysis,
horizon-scanning, or visioning, and is also responsible for policy implementation and

realisation.

Therefore a distinction needs to be drawn within the public sector between the role of the
political leadership and that of the leaders/managers of organisations. The CAF focuses on the
management of public organisation rather than on the "quality" of public policies which is

a political responsibility.

Beside their proper values, European public sector organisations share a number of common
values such as the legality, transparency, equity, diversity and the refusal of conflicts of
interest.

Leaders communicate these values throughout the organisation and may translate them, for
example, into codes of conduct that guide people’s professional behaviour.

Leaders create the optimal conditions for their organisation to adapt itself to the continuously
changing society they serve. They are themselves looking for opportunities to innovate and
modernise. They actively integrate e-government approaches.
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Kritérium 1: Vodcovstvo

Od vodcov organizacii verejnej spravy sa spravidla vyzaduje, aby dosahovali ciele v ramci
limitovanych zdrojov. To niekedy vyZzaduje vyvazovanie potrieb obéanov, politikov a ostatnych
zainteresovanych strdn.

Preto musi byt vodcom jasné, kto st ich zdkaznici, aké st ich poZiadavky a ako ich vyvazit
s politickymi prikazmi, pricom musia preukazat jasny zvizok vo¢i ob¢anom,zdkaznikom ale

e, . , ,
i dal$im zainteresovanym strandm.

Hodnotenie: Postidte dékaz o tom, ¢o robi vrcholovy
manazment/vodcovia organizicie, aby:

1.1. Poskytli organizicii smer tym, Ze rozvijaja poslanie, viziu a hodnoty.

Priklady:

a. PFormuldcia a rozvijanie poslania (aké st nase ciele) a vizie (kam chceme ist) organizicie so
vetkymi zainteresovanymi stranami a zamestnancami.

b. Prenesenie vizie a poslania do strategickych (strednodobych) a operativnych (konkrétnych
a kratkodobych) ciefov a ¢innosti.

c. Zavedenie hodnotového systému vritane transparentnosti, etiky a obcianskych sluzieb
a pravidiel spravania sa zapojenim zainteresovanych stran.

d. Posilfiovanie vzajomnej dovery a reSpektu medzi vodcami/manaZzérmi/zamestnancami
(napr. stanovenim noriem spravneho vodcovstva).

e. Vytvaranie podmienok pre efektivnu komunikdciu. Zabezpecovanie $irsej komunikacie
o poslani, vizii, hodnotach, strategickych a operativnych cieloch so vietkymi zamestnan-
cami v organizicii a s ostatnymi zainteresovanymi stranami.

f.  Pravidelné preskimavanie poslania, vizii a hodnot zohladfiujiic zmeny vonkajsieho
prostredia.

g. Riadenie konfliktu zdujmov identifikdciou potencidlnych oblasti konfliktov zdujmov

poskytnutim ndvodu/metodiky pre zamestnancov.

Pridelte bodové hodnotenie podla Panelu predpokladov
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Criterion 1: Leadership

Leaders in public service organisations typically are required to work within allocated
resources to achieve goals and targets. This sometimes necessitates balancing the needs of
citizens, politicians and other stakeholders.

Therefore leaders need to show a clear understanding of who their customers are, their
requirements, and how these can be balanced with political imperatives, demonstrating clear

commitment to citizens/customers, as well as to other stakeholders.

Assessment:  Consider the evidence of what the organisation’s
leadership is doing to:

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

Examples:

a. Formulating and developing the mission (what our goals are) and the vision (where we
want to go) of the organisation involving relevant stakeholders and employees.

b. Translating the mission and vision into strategic (long-term and medium term) and
operational (concrete and short-term) objectives and actions.

c. Establishing a value framework, including in it transparency, ethics and citizen service, and
a code of conduct involving stakeholders.

d. Strengthening of mutual trust and respect between leaders/managers/ employees (e.g.
defining norms of good leadership).

e. Creating conditions for effective communication. Ensuring the wider communication of
the mission, vision, values, strategic and operational objectives to all employees in the
organisation and to other stakeholders.

f.  Reviewing periodically the mission, vision and values reflecting changes in the external
environment.

g. Managing ‘ conflicts of interest * by identifying potential areas of conflicts of interest and

providing guidelines for employees.

Award a score using the Enablers Panel
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Kritérium 1: Vodcovstvo

1.2. Rozvijali a zavidzali systém manazérstva organizicie, vykonnosti a zmeny

Priklady:

a. Rozvijanie procesov a organizaénych $trukedr podla stratégie, plinovania, potrieb a ocaké-
vani zainteresovanych strdn za pouzitia vhodnych technoldgii.

b. Definovanie vhodnych manazérskych foriem (Grovne, funkcie, zodpovednosti a kompeten-
cie) a zabezpecenie systému pre manazérstvo procesov.

c. Rozvijanie a odsthlasovanie meratelnych dlhodobych a kratkodobych ciefov pre vsetky
urovne organizacie.

d. Stanovovanie ciefov pre vystupy a dosledky s ohfadom na potreby a ocakavania roznych
zainteresovanych stran.

e. Formuldcia a prispdsobovanie stratégie e-governmentu so strategickymi a operativnymi
cielmi organizicie.
Zavedenie manazérskeho informac¢ného systému obsahujiceho interné audity.

g. Zavedenie vhodnych predpokladov (rdmcov) pre projektové manazérstvo a timovid pracu.

h. Stila aplikicia principov komplexného manazérstva kvality (TQM): model CAF alebo
model vynimo¢nosti EFQM.

i.  Rozvijanie systému meratelnych strategickych a operativnych ciefov vykonnosti, ktoré sa
v organizacii meraju (napr. Balanced Scorecard, STN EN ISO 9001:2001).

j. Identifikovanie a stanovovanie priorit pre potrebné zmeny tykajice sa organizacného
navrhu a podnikatefského modelu (manazérstva).

k. Komunikovanie iniciativ zmeny a dovodov zmeny so zamestnancami a relevantnymi

zainteresovanymi stranami.

Pridelte bodové hodnotenie podla Panelu predpokladov

1.3. Motivovali a podporovali zamestnancov v organizicii a posobili ako vzor
spravania sa

Priklady:

a. Vedenie pomocou prikladov, a tym posobenie v stlade so stanovenymi ciefmi a hod-
notami.
b. Preukdzanie osobnej ochoty vodcov/manazérov akceptovat zmenu ako reakciu na

konstruktivnu spitnu vizbu.
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Criterion 1: Leadership

1.2. Develop and implement a system for the management of organisation,
performance and change

Examples:

a. Developing processes and organisational structures in accordance with strategy, planning
and needs and expectations of stakeholders using available technologies.

b. Defining appropriate management forms (levels, functions, responsibilities and
competencies) and ensuring a system for managing processes.

c. Developing and agreeing on measurable objectives and goals for all levels of the
organisation.

d. Giving direction on output and outcome targets balancing the needs and expectations of
different stakeholders.

e. Formulating and aligning the net/e-gov strategy with the strategic and operational
objectives of the organisation.
Establishing a management information system including internal audits.

g. Establishing appropriate enablers/assumptions (frameworks) for project management and
teamwork.

h. Permanent application of TQM-system principles such as the CAF Model or the EFQM
Excellence Model.

i. Developing a system of measurable strategic and operational goals/performance
measuring in the organisation (e.g. Balanced Scorecard, ISO 9001:2000).

j. Identifying and setting priorities for necessary changes regarding the organisational design
and business model.

k. Communicating change initiatives and the reasons for change to employees and relevant
stakeholders.

Award a score using the Enablers Panel

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

Examples:
a. Leading by example thus acting in accordance with established objectives and values.

b. Demonstrating personal willingness of leaders/managers to accept change by acting on
constructive feedback.
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Kritérium 1: Vodcovstvo

Udrzovanie pravidelnej informovanosti zamestnancov o kltcovych otdzkach tykajucich sa
organizacie.

Podporovanie zamestnancov tym, Ze im poskytnt pomoc pri vykonavani ich povinnosti,
planov a plneni cielov na podporu dosiahnutia vSetkych ciefov organizicie.

Stimulovanie, povzbudzovanie a vytviranie podmienok pre delegovanie autority a kompe-
tencif vratane sledovatelnosti (splnomoctiovanie).

Propagovanie kulttry inovdcie a zlepSovania prostrednictvom povzbudzovania a podporo-
vania zamestnancov tak, aby navrhovali inovicie a zlepSovanie a boli pri kazdodennej
¢innosti proaktivni.

Uznévanie a odmeniovanie usilia timov a jednotlivcov.

Respektovanie a pochopenie/ napiﬁanie individudlnych potrieb a osobnych okolnosti

zamestnancov.

Pridelte bodové hodnotenie podla Panelu predpokladov

1.4. Riadili vz€ahy s politikmi a inymi zainteresovanymi stranami s cielom

zabezpedit zdielanti zodpovednost

Priklady:
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Identifikovanie verejnych politik, ktoré ovplyviiuji organiziciu.

Udrziavanie proaktivnych a pravidelnych vztahov s politickymi autoritami prislusnych
vykonnych a legislativnych oblasti.

Zabezpecenie, aby ciele a zimery organizdcie boli v stlade s verejnymi politikami.
Rozvijanie a udrZovanie partnerstiev a kontaktov s dolezitymi zainteresovanymi stranami
(obcania, nevlddne organizicie (NGO), zdujmové skupiny, podnikatelské a iné verejné
autority).

Zapojenie politickych a inych zainteresovanych stran do:

+ formulovania ciefov pre vystupy a dosledky,

* do rozvoja systému manazérstva organizacie.

Hladanie verejného povedomia, reputicie a uznania organizacie a jej sluzieb.

Rozvijanie koncepcie marketingu (so zameranim na produkt a sluzbu) a jej komunikécia

vo vztahu k zainteresovanym stranam.

. Zucastiiovanie sa na ¢innosti profesiondlnych asocidcii, zastupitelskych organizicii

a zaujmovych skupin.

Pridelte bodové hodnotenie podla Panelu predpokladov

Criterion 1: Leadership

& oa

Keeping employees regularly informed about key issues related to the organisation.
Supporting employees by helping them to carry out their duties, plans and objectives in
support of the achievement of overall organisational objectives.

Stimulating, encouraging and creation of conditions for the delegation of authority,
responsibilities and competencies including accountability (empowerment).

Promoting a culture of innovation and improvement by encouraging and supporting
employees to make suggestions for innovation and improvement and to be proactive in
their daily work.

Recognizing and rewarding the efforts of teams and individuals.

Respecting and addressing individual needs and personal circumstances of employees.

Award a score using the Enablers Panel

1.4. Manage the relations with politicians and other stakeholders in order to

ensure shared responsibility

Examples:

Identifying the public policies affecting the organisation.

Maintaining proactive and regular relations with the political authorities of the
appropriate executive and legislative areas.

Ensuring that objectives and goals of the organisation are aligned with public policies.
Developing and maintaining partnerships and networks with important stakeholders
(citizens, Non-Government Organisations (NGOs), interest groups, industry and other
public authorities).

Involving political and other stakeholders in

¢ the setting of output and outcome targets

¢ the development of the organisation’s management system.

Seeking public awareness, reputation and recognition of the organisation and its services.
Developing a concept of marketing (product and service targeted) and its communication
in relation to stakeholders.

Taking part in the activities of professional associations, representative organisations and

interest groups.

Award a score using the Enablers Panel
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Kritérium 2: Stratégia a plinovanie

Kritérium 2: Stratégia a planovanie
Definicia

Sposob, akym organizicia efektivne prepdja vndtorne suvisiace aktivity, podmienuje jej
celkovti vykonnost. Organizicia zavidza poslanie a viziu prostrednictvom jasnej stratégie,
zameranej na zainteresované strany, pricom zostladuje verejné politiky, ich ciele a potreby
dalsich zainteresovanych strdn prostrednictvom vyuzitia podpory trvalého zlepSovania
manazérstva zdrojov a procesov. Stratégia je prendsand do plinov, zimerov a meratelnych
ciefov. Planovanie a stratégia odrdzaji pristup organizicie k uskutoctiovaniu modernizacie

a inovacie.
Klicové hladiska

Stratégia a pldnovanie je sticastou PDCA cyklu (Planuyj - Realizuj - Kontroluj - Konaj) po¢ntic
ziskavanim informdcii o stcasnych a budicich potrebich zainteresovanych stran a tiez
o dopadoch a vysledkoch s ciefom poskytnit informécie pre proces planovania.

To zahfnia pouzivanie spolahlivych informdcii, vritane vnimania vSetkych zainteresovanych
strdn pre aktualizdciu operativnych politik, plinovania a strategického planovania.

Spitna vizba z vnutorného preskiimania je takisto nevyhnutna pre dosiahnutie planovanych
zlepSeni vo vykonnosti organizicie.

Identifikdcia kritickych faktorov dspechu (podmienok, ktoré musia byt naplnené pre
dosiahnutie strategickych ciefov) a stanovovanie cielov hrd délezitt tlohu pri zabezpeceni
dalsieho napredovania a merania vysledkov.

Ciele musia byt naformulované takym spdsobom, aby bol zretelny rozdiel medzi vystupmi
a dopadmi.

Organizicie maja neustdle a kriticky monitorovat implementiciu svojej stratégie a planovania,
aktualizovat a prisposobovat ich kedykolvek je to potrebné.
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Criterion 2: Strategy and planning

Criterion 2: Strategy and planning
Definition

The way an organisation effectively combines its interrelated activities determines its overall
performance. The organisation implements its mission and vision via a clear stakeholder-
focused strategy aligning public policies/goals and other stakeholders needs, supported by
a continuously improving management of resources and processes. The strategy is translated
into plans, objectives and measurable targets. Planning and strategy reflects the organisation’s

approach to imple-menting modernisation and innovation.

Key implications

Strategy and planning is part of the PDCA (Plan Do Check Act) cycle, starting by gathering
information on the present and future needs of stakeholders and also from outcomes and
results in order to inform the planning process.

This includes the use of reliable information, including perceptions from all stakeholders to
inform operational policies, planning and strategic direction. Feedback from an internal
review process is also fundamental to producing planned improvements in organisational
performance.

Identifying critical success factors - conditions that must be fulfilled to achieve strategic goals
- and setting goals plays a crucial part to ensure an effective follow-up and measurement of the
results.

Goals need to be formulated in such a way that a distinction is made between outputs and
outcomes.

Organisations should consistently and critically monitor the implementation of their strategy

and planning, and update and adapt them whenever necessary.
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Kritérium 2: Stratégia a plinovanie

Hodnotenie: Postud’te dokaz o tom, ¢o organizicia robf, aby:

2.1. Zhromazdovala informadcie tykajice sa sicasnych a budicich potrieb

zainteresovanych strin
Priklady:

a. Identifikdcia vSetkych relevantnych zainteresovanych stran.

Systematické zhromazdovanie a analyzovanie informdcii o zainteresovanych stranach, ich
potrebach a ocakavaniach.

c. Pravidelné zhromazdovanie a analyzovanie informdcii, ich zdrojov, primeranosti a kvality.
Moéze to zahfiiat informacie o dolezitych zmendch, ako sd socidlny, ekologicky,
ekonomicky, pravny a demograficky vyvoj.

d. Systematické analyzovanie internych silnych a slabych strinok (napr. TQM alebo SWOT
analyza).

Pridelte bodové hodnotenie podla Panelu predpokladov

2.2. Rozvijala, preskimavala a aktualizovala stratégiu a planovanie, beric do
tvahy potreby zainteresovanych strdn a dostupné zdroje

Priklady:

a. Rozvijanie a implementdcia metdd na sledovanie, meranie a hodnotenie vykonnosti
organizicie na vSetkych drovniach tak, aby bolo zabezpecené monitorovanie
implementicie stratégie.

b. Systematické preskiimavanie rizik a prileZitosti (napr. SWOT-analyza) a identifikovanie
kritickych faktorov spechu prostrednictvom pravidelného hodnotenia tychto faktorov
v prostredi organizacie (vratane politickych zmien).

c. Hodnotenie existujucich tloh z hladiska vystupov (vysledkov) a dosledkov (dopadov)
a kvality strategickych a operativnych planov.

d. Vyvdzenie dloh a zdrojov, dlhodobych a kratkodobych vplyvov a poziadaviek
zainteresovanych stran.

e. Hodnotenie potreby reorganizicie a zlepsovania stratégii a metdd planovania.

Pridelte bodové hodnotenie podla Panelu predpokladov
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Criterion 2: Strategy and planning

Assessment: Consider evidence of what the organisation is doing to

2.1. Gather information relating to the present and future needs of stakeholders

Examples:

a. Identifying all relevant stakeholders.

b. Systematically gathering and analysing information about stakeholders, their needs and
expectations.

c¢. Regularly gathering and analysing information, its source, accuracy and quality. This may
include information about important variables such as social, ecological, economic, legal
and demographic developments.

d. Systematically analysing internal strengths and weaknesses (e.g. TQM-diagnosis or SWOT
analysis).

Award a score using the Enablers Panel

2.2. Develop, review and update strategy and planning taking into account the
needs of stakeholders and available resources

Examples:

a. Developing and applying methods to monitor, measure and/or evaluate the performance
of the organisation at all levels ensuring the monitoring of the strategy's implementation.

b. Systematically reviewing risks and opportunities (e.g. SWOT-analysis) and identifying
critical success factors by regularly assessing these factors in the organisation’s
environment (including political changes).

c. Evaluating existing tasks in terms of outputs (results) and outcomes (impacts) and the
quality of the strategic and operations plans.

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

e. Assessing the need to reorganise and improve strategies and methods of planning.

Award a score using the Enablers Panel
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Kritérium 2: Stratégia a plinovanie

2.3. Zavadzala stratégiu a pldnovanie v celej organizacii
Priklady:

a. Implementicia stratégie a planovania dosiahnutim dohody a stanovenim priorit, uréenim
¢asovych ohraniceni a vhodnych organiza¢nych Strukear.

b. Zapojenie zainteresovanych strdn do procesu rozsirovania stratégie a planovania a stanovo-
vania priorit, o¢akdvani a potrieb zainteresovanych strdn.

c. Prenesenie strategickych a operativnych cielov organizicie do relevantnych planov a tloh

organiza¢nych ttvarov a jednotlivcov v rimci organizicie.

Pridelte bodové hodnotenie podla Panelu predpokladov

2.4. Planovala, zavadzala a preskiimavala moderniziciu a inovacie
Priklady:

a. Vytvorenie a rozvijanie novej kultiry/pripravenosti na inovécie prostrednictvom $kolenia,
benchmarkingu, vytvirania Studijnych laboratorii, zameriavajiic sa na tlohu strategického
myslenia a pldnovania.

b. Systematické sledovanie internych indikdtorov/motivov/naznakov zmeny a externych
poziadaviek/dopytu po modernizicii a inovacii.

c. Plinovanie zmien veducich k procesu modernizicie a inovacii (napr. zavddzanie
internetovych sluzieb) na zdklade diskusie so zainteresovanymi stranami.

d. Integricia nastrojov a merani (napr. vstup + vystup + dosledok - meranie), aplikicia
principov TQM.

e. Zabezpecenie roz$irenia ucinného systému manazérstva zmeny, ktory zahria
monitorovanie postupu/napredovania inovécie.

f.  Zabezpecenie, aby boli dostupné zdroje potrebné na implementiciu planovanych zmien.

Pridelte bodové hodnotenie podla Panelu predpokladov
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Criterion 2: Strategy and planning

2.3. Implement strategy and planning in the whole organisation
Examples:

a. Implementing strategy and planning by reaching agreement and setting priorities,
establishing time frames, appropriate processes and the organisational structure.

b. Involving stakeholders in the process of deploying strategy and planning and prioritising
stakeholders_ expectations and needs.

c. Translating strategic and operational objectives of the organisation into relevant plans and

tasks for departmental units and individuals within the organisation.

Award a score using the Enablers Panel

2.4. Plan, implement and review modernisation and innovation
Examples:

a. Creating and developing a new culture/readiness for innovation by training, bench-
marking, establishment of learning laboratories, focusing on the role of strategic thinking
and planning.

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

c. Planning of changes leading towards the process of modernisation and innovation (e.g.
applying net services) on the basis of discussions with stakeholders.

d. Integration of instruments and measures; e.g. iInput + output + outcome - measurement;
use of TQM principles.

e. Ensuring the deployment of an efficient change management system which includes the
monitoring of progress in innovation.

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

Award score using the Enablers Panel
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Kritérium 3: Zamestnanci

Kritérium 3: Zamestnanci
Definicia

Zamestnanci tvoria organizaciu. S najdoleZitej$im aktivom organizicie. Sposob, akym
zamestnanci spoluposobia i medzi sebou navzijom a riadia dostupné zdroje, v kone¢nom
dosledku urcuje uspech organizicie.

Respeke, dialég, splnomocriovanie a tiez poskytovanie bezpe¢ného a zdravotne nezavadného
pracovného prostredia st zékladom pre zabezpecenie oddanosti a Gc¢asti zamestnancov na
ceste organizacie k vynimo¢nosti.

Organizicia riadi, rozvija a prenaSa kompetentnosti a plny potencial svojich zamestnancov od
individudlnej trovne po troveri celej organizicie za Gcelom podpory stratégie, plinovania

a efektivneho fungovania jej procesov.
Kliacové hladiska

Kritérium 3 hodnoti, ¢i organizicia zostladuje jej strategické ciele s Tudskymi zdrojmi tak, aby
boli identifikované, rozvijané, rozsirované a zamerané na ich optimalne vyuzZitie a Gspech.

K dosiahnutiu obojstranného prospechu organizicie i zamestnancov je potrebné prihliadat na
$irSie ponimanie manazérstva zamestnancov.

Aby zamestnanci naplnili svoj potencidl, je potrebné ich podporit. Starostlivost o spokojnost

zamestnancov je dolezity aspekt manazérstva zamestnancov.

Ak organizicie vytvaraji systémy, aby umoznili zamestnancom permanentne rozvijat ich
kompetentnosti, nadobtdat vicsiu zodpovednost a iniciativnost, potom zamestnanci viac
prispievaji k rozvoju pracovného prostredia.

To plati vtedy, ak je zabezpeceny stlad medzi vlastnymi cielmi vykonnosti zamestnanca
a strategickymi ciefmi organizicie, ale aj zainteresovanim zamestnancov do tvorby politik,

tykajicich sa vyberu, vzdeldvania a odmenovania zamestnancov.

Kritérium 3 dédva do pozornosti schopnost manazérov/vodcov a zamestnancov aktivne
spolupracovat na rozvoji organizicie, odstranovat organizaéné prekazky vytviranim dialégu
a priestoru pre kreativitu, inoviciu a ndvrhy na zlepSovanie vykonnosti. Toto okrem iného
prispieva k zvySovaniu spokojnosti zamestnancov.

Spravny sposob realizicie politik, zameranych na zamestnancov, je nielen tlohou dtvarov
Tudskych zdrojov, ale i vSetkych vodcov a manazérov v rdmci organizicie, ¢im demonstruji
ziujem o zdlezitosti zamestnancov a aktivne podporuji kultdru otvorenej komunikacie

a transparentnosti.
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Criterion 3: People

Criterion 3: People
Definition

People are the organisation. They are the organisation’s most important asset. The way in
which employees interact with each other and manage the available resources ultimately
decides organisational success.

Respect, dialogue, empowerment and also providing a safe and healthy environment are
fundamental to ensure the commitment and participation of people on the organisational
route to excellence.

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.
Key implications

Criterion 3 assesses whether the organisation aligns its strategic objectives with its human
resources so that they are identified, developed, deployed and cared for to achieve optimum
utilisation and success. Consideration should be given to widening the scope of people
management to the advantage of both the organisation and its people. People should be
assisted to achieve their full potential. Taking care of people’s well-being is an important aspect

of people management.

When organisations create frameworks to allow employees to continually develop their own
competencies, to assume greater responsibility and to take more initiative, employees
contribute to the development of the workplace.

This can be enabled 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 recruitment, training, and reward of people.

Finally, criterion 3 spotlights the ability of managers/ leaders and employees to actively
cooperate on developing the organisation, breaking down organisational silos by creating
dialogue, making room for creativity, innovation and suggestions for improving performance.
This also helps to increase employee satisfaction.

The proper execution of people policies is not just of concern to the HR department it depends
upon all leaders, managers and department heads throughout the organisation,
demonstrating that they care about people issues and they actively promote a culture of open

communication and transparency.
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Kritérium 3: Zamestnanci

Organizicie by mali bra¢ pri hodnoteni vykonnosti do tvahy vietky obmedzenia slobody
konania, vychadzajuce z narodnych/vSeobecnych verejnych zamestnaneckych politik, systémov
odmenovania, atd. a preukdzat, ako sa im darf v rAmci tychto obmedzeni optimalizovat ich

fudské zdroje.

Hodnotenie: Posud'te dokaz o tom, ako organizacia:

3.1. Planuje, riadi a zlepSuje ludské zdroje transparentne vzhladom na stratégiu

a planovanie
Priklady:

a. Pravidelné analyzovanie sticasnych a budicich potrieb fudskych zdrojov, bertc do tvahy
potreby a o¢akédvania zainteresovanych strdn.

b. Vypracovanie a komunikacia politiky manaZérstva fudskych zdrojov, zalozenej na stratégii
a pldnovani organizicie.

c. Zabezpecenie sposobilosti Iudskych zdrojov (vyber, ziskavanie, umiestriovanie a rozvoj),
aby sa splnili dlohy; vyvazenie tloh a zodpovednosti.

d. Sledovanie investovanych fudskych zdrojov do produkcie a rozvoja internetovych sluzieb.

e. Rozvijanie a odsthlasovanie jasnej politiky, obsahujtcej objektivne kritérid ohladom
vyberu, podpory, odmeriovania a ohodnotenia manazérskych funkcif.

f.  Zabezpecenie vhodnych pracovnych podmienok v rdmci celej organizicie, vritane
starostlivosti o zdravie a poziadavky na bezpecnost.

g. Riadenie prijimania a kariérny rast vzhfadom na dostupnost zamestnania, rovnost
prilezitosti a aspektov roznosti (napr. pohlavie, sexudlna orienticia, postihnutie, vek, rasa
a nabozenstvo).

h. Zabezpecenie primeranych podmienok smerom k dosiahnutiu vhodného vyvizenia prace
a osobného Zivota zamestnancov.

i.  Starostlivost hlavne o potreby spolocensky znevyhodnenych [udi a Tudi so zdravotnym
postihnutim.

Pridelte bodové hodnotenie podla Panelu predpokladov
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Criterion 3: People

Organisations, may, in assessing their performance, take account of any restrictions on their
freedom of action resulting from national/general public personnel policies, pay policies, etc.,
and indicate how they work within these restrictions to optimise their people’s potential.

Assessment: Consider evidence on what the organisation is doing to

3.1. Plan, manage and improve human resources transparently with regard to

strategy and planning
Examples:

a. Regularly analysing current and future human resource needs, taking into account the
needs and expectations of stakeholders.

b. Developing and communicating the human resources management policy based on the
strategy and planning of the organisation.

c. Ensuring HR capability (recruitment, allocation, development) is available to achieve tasks
and balancing tasks and responsibilities.

d.  Monitoring of invested human resources in producing and developing net services.

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

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

g. 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).

h. Ensuring that conditions are conducive towards achieving a reasonable work-life balance
for employees.

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

Award score using the Enablers Panel
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Kritérium 3: Zamestnanci

3.2. Identifikuje, rozvija a vyuZiva schopnosti zamestnancov v silade

s individudlnymi a organiza¢nymi ciel' mi

Priklady:

Identifikdcia sucasnych kompetentnosti na individudlnej a organiza¢nej tirovni z pohladu
poznatkov, zruénosti a postojov.

Diskusia, stanovenie kompetentnosti a komunikécia o stratégii pre rozvoj kompetentnosti.
To zahrna celkovy schvileny plan vzdelavania zalozeny na stcasnych a budtcich organi-
za¢nych a individudlnych kompetentnostiach (napr. rozdiely medzi povinnymi a dobro-
volnymi programami vzdelavania).

Vypracovanie a schvalovanie individualnych plinov kariérneho rozvoja pre vsetkych
zamestnancov so zvlaStnym dorazom na manazérske a vodcovské zruénosti, schopnosti
jednat s roznorodymi obéanmi/zdkaznikmi a partnermi. To zahffia aj $kolenie zru¢nosti
na poskytovanie internetovych sluzieb.

Podporovanie a pomoc novym zamestnancom (napr. mentoring, kaucovanie, titorstvo).
Podporovanie vniitornej a vonkajsej mobility zamestnancov.

Rozvijanie a podpora modernych metdd vzdeldvania (napr. vyuZivanie multimédi,
vzdeldvanie pri vykone zamestnania, e-learning).

Planovanie vzdelavacich aktivit a rozvoja komunikaénych technik v oblasti manazérstva
rizik a konfliktu zdujmov.

Hodnotenie vplyvu vzdeldvania a rozvojovych programov v nadviznosti na Skoliace

aktivity prostrednictvom sledovania a poskytovania analyzy nakladov a vynosov.

Pridelte bodové hodnotenie podla Panelu predpokladov

3.3. Zapaja zamestnancov rozvijanim otvoreného dialégu a splnomocriovanim

Priklady:

a. Podpora kultiry otvorenej komunikécie, dialogu a povzbudzovania timovej prace.

b. Aktivnejsie vytvaranie prostredia pre ziskavanie napadov a ndvrhov od zamestnancov
a rozvijanie vhodnych mechanizmov (napr. schémy navrhov, pracovné skupiny,
brainstorming).

c. Zapdjanie zamestnancov a ich zastupcov do tvorby planov, stratégii a cielov, navrhovania
procesov a do identifikdcie a implementacie zlepSovacich aktivit.
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Criterion 3: People

3.2. Identify, develop and use competencies of employees, aligning individual

and organisational goals

Examples:

Identifying current competencies at the individual and organisational levels in terms of
knowledge, skills and attitudes.

Discussing, establishing and communicating a strategy for developing competencies. This
includes an overall agreed training plan based on current and future organisational and
individual needs (with for example distinctions between mandatory and optional training
programmes).

Developing and agreeing on personal training and development plans for all employees
with a special emphasis on managerial, leadership, abilities to deal with diverse
customers/citizens and partners. This may also include skills training for the providing of
net services.

Supporting and assisting new employees (e.g. by means of mentoring, coaching, tutoring).
Promoting internal and external mobility of employees.

Developing and promoting modern training methods (e.g. multimedia approach, on the
job training, e-learning).

Planning of training activities and developing communication techniques in the areas of
risk and conflict of interest management .

Assessing the impacts of training and development programmes in relation to the costs of

the activities through monitoring and the provision of cost/benefit analyses.

Award a score using the Enablers Panel

3.3. Involve employees by developing open dialogue and empowerment

Examples:

a.

Promoting a culture of open communication and dialogue and the encouragement of
team working.

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

Involving employees and their representatives in the development of plans, strategies,
goals, the design of processes and in the identification and implementation of

improvement activities.
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Kritérium 3: Zamestnanci
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Hladanie konsenzu medzi manazérmi/predstavenymi a zamestnancami pri ur¢ovani cielov
a sposoboch merania dosiahnutia ciefa.

Pravidelné organizovanie a vykondvanie prieskumov u zamestnancov publikovanim
vysledkov/zhrnuti/interpretacii.

Zabezpelenie moznosti pre zamestnancov poskytndt spitnd vizbu svojim
nadriadenym/manazérom.

Konzultdcie so zdstupcami zamestnancov (napr. zamestnaneckymi odbormi).

Pridelte bodové hodnotenie podla Panelu predpokladov

Criterion 3: People

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

Regularly conducting staff surveys including publishing results/summaries/
interpretations.

Ensuring the employees have an opportunity to give feedback on their line
managers/directors.

Consulting with the representatives of employees (e.g. Trade Unions).

Award a score using the Enablers panel
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Kritérium 4: Partnerstvi a zdroje

Kritérium 4: Partnerstvi a zdroje
Definicia

Ako organizicia planuje a riadi svoje klucové partnerstvd, hlavne s obcanmi/zdkaznikmi,
s ciefom podporovat stratégiu, plinovanie a efektivne fungovanie procesov. V tomto zmysle st

partnerstvd dolezitymi zdrojmi spravneho fungovania organizdcie.

Okrem partnerstiev potrebuje organizicia aj tradi¢né zdroje, napr.: finan¢né prostriedky,
technoldgie a zariadenia na zabezpecenie svojho efektivneho fungovania. Tieto sa pouzivaji
a rozvijaju na podporu stratégie organizicie a jej najddlezitej$ich procesov za ucelom
najucinnejsieho dosahovania ciefov organizicie. Transparentne prezentované, organizicie
zabezpecuji ob¢anom/zdkaznikom sledovatelnost legitimneho vyuzivania dostupnych
zdrojov.

Kltucéové hladiska

V neustale sa meniacej spoloénosti s rastiicou komplexnostou sa od organizacii verejnej spravy
vyzaduje, aby riadili svoje vztahy s ostatnymi organizaciami vo verejnom i stkromnom sektore
s ciefom naplnit svoje strategické ciele.

Dalsim dosledkom tejto komplexnosti je potreba rasticej aktivnej tlohy obéanov/zikaznikov
ako klticovych partnerov. Vyrazy ob¢ania/zékaznici sa tykaji meniacej sa ilohy ob¢anov medzi
zainteresovanou stranou a pouzivatelom sluzby. V tomto kritériu sa model CAF zameriava na
zapojenie ob¢anov do veci verejnych, rozvoja verejnych politik a na tstretovost k ich potrebdm

a o¢akdvaniam.

Organizicie verejnej spravy pri manaZérstve zdrojov musia ¢asto prekondvat prekazky
a odolavat tlakom, s krorymi sa organizicie sikromného sektoru bezne nestretdvaju.
Schopnost organizacii verejnej spravy vytvarat dodato¢né finan¢né prostriedky je obmedzend
rovnako, ako ich sloboda alokovat alebo prerozdelovat svoje zdroje na sluzby, ktoré poskytuju.
Preto je rozhodujtice, aby merali G¢innost a efektivnost sluzieb, za poskytovanie ktorych st
zodpovedné. Komplexné finanéné manazérstvo, internd kontrola a wétovné systémy st
zikladom pre spolahlivé tctovnictvo.

Hoci organizicie verejnej spravy nemaji Casto rozhodujice slovo pri rozdefovani zdrojov,
preukdzanie schopnosti organizicie poskytovat viac a lep$ich sluzieb pri mensich nakladoch,

vytvara moznosti rychlejsieho zavedenia inovativnych sluzieb a produktov.

Je dolezité identifikovat vedomosti organizacie a informaéné poziadavky a tieto vyuzivat
v procese preskiimavania stratégie a plinovania. Organizacia by mala zabezpecit, aby potrebné
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Criterion 4: Partnerships and resources
Definition

How the organisation plans and manages its key partnerships - especially with
citizens/customers - in order to support its strategy and planning and the effective operation
of its processes. In this way partnerships are important resources for the well-functioning of
the organisation.

Next to partnerships, organisations need the more traditional resources - such as finances,
technology, facilities - to assure their effective functioning. These are used and developed to
support an organisation’s strategy and its most important processes in order to achieve the
organisation’s goals in the most efficient way. Presented in a transparent way, organisations
can assure accountability towards citizens/ customers on the legitimate use of available

resources.
Key implications

In our constantly changing society with growing complexity, public organisations are required
to manage relationships with other organisations in both the public and private sectors in
order to realise their strategic objectives.

Another consequence of this complexity is the need for an increasing active role of citizens/
customers as key partners. The terms citizens/ customers refers to the citizens’ varying role
between stakeholder and service-user. In this criterion, CAF focuses on the involvement of
citizens in public matters and the development of public policies and on the openness to their

needs and expectations.

Public organisations are often subject to constraints and pressures, when managing their
resources, over and above those normally encountered in the private sector. The ability of
public organi-sations to generate additional financial resources may be limited as may its
freedom to allocate, or reallocate, its funds to the services it wishes to deliver. It is therefore
critical that they measure the efficiency and effectiveness of the services they are charged to
deliver. Full financial management, internal control and accountancy systems are the basis for
sound cost accounting. Although public organisations often have little say in resource
allocation, demonstrating the organisations ability to deliver ‘more and improved services for
less cost',creates the opportunity for more innovative services or products to be introduced

more quickly.

It is important to identify the organisation’s knowledge and information requirements and
these should feed into the strategy and planning process reviews. The organisation should
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vedomosti a informacie boli dostupné v¢as a v fahko pristupnej forme tak, aby umoznili
zamestnancom efektivne vykonavat ich pracu.
Organizdcia by mala tiez zabezpecit, aby zdielala rozhodujtice vedomosti a informécie s kltco-

vymi partnermi a ostatnymi zainteresovanymi stranami podfa ich potrieb.

Hodnotenie: Postd'te dokaz o tom, ¢o organizicia robi, aby:
4.1. Vytvarala a zavadzala kltic¢ové partnerské vzeahy
Priklady:

a. Identifikdcia potencidlnych strategickych partnerov a definovanie vzdjomného vztahu
(napr. odberatel - poskytovatel, spolutvorca, internetové sluzby).

b. Uzatvorenie vhodnych partnerskych zmlav bertic do tvahy podstatu/charakter vzéahu
(napr. odberatel - poskytovatel, spolupracovnik/spoluposkytovatel/spolutvorca
produktov/sluzieb, spoluprica, internetové sluzby).

c. Definovanie zodpovednosti kazdej strany v riadeni partnerstiev, vratane kontrol.
Pravidelné monitorovanie a vyhodnocovanie procesov, vysledkov a charakteru partnerstiev.

e. Stimulovanie a organizovanie partnerstiev so Specifickymi tlohami, rozvoj a zavddzanie
spolocnych projektov s inymi organizaciami verejného sektora.

Vytviranie podmienok na vymenu zamestnancov s partnermi.

g. Stimulovanie aktivit v oblasti spolocenskej zodpovednosti.

Pridelte bodové hodnotenie podla Panelu predpokladov

4.2. Vytvarala a realizovala partnerstvd s obanmi/zdkaznikmi
Priklady:

a. Podpora zapojenia obcanov/zakaznikov do veci verejnych a do procesov politického
rozhodovania (napr. konzultacné skupiny, prieskumy, prieskumy verejnej mienky).

b. Otvorenost myslienkam, odportcaniam a staznostiam ob¢anov/zikaznikov a vytvaraniu
a pouzivaniu vhodnych mechanizmov (napr. prieskumy, konzultacné skupiny, dotazniky,
schranky podnetov a reklamdcii, prieskumy verejnej mienky a pod.).

c. Zabezpecovanie aktivnej informacnej politiky (napr. o kompetenciich niektorych

verejnych orgdnov, o ich procesoch atd).
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ensure that appropriate knowledge and information is made available timeously and in easily
accessible formats to enable employees to do their jobs effectively.
The organisation should also ensure that it shares critical information and knowledge with key

partners and other stakeholders according to their needs.

Assessment: Consider evidence on what the organisation is doing to

4.1. Develop and implement key partnership relations

Examples:

a. Identifying potential strategic partners and the nature of the relationship (e.g. purchaser-
provider, co-production, net services).

b. Establishing appropriate partnership agreements taking into account the nature of the

relationship (e.g. purchaser - provider, Collaborator/co-provider/co-producer of

products/services, co-operation, net services).

o

Defining each parties responsibilities in managing partnerships including controls.

d. Regularly monitoring and evaluating processes, results and the nature of partnerships.

e. Stimulating and organising task-specific partnerships and developing and implementing
joint projects with other public sector organisations.

Creating conditions for exchange of employees with partners.

g. Stimulating activities in the area of corporate social responsibility.

Award a score using the Enablers Panel

4.2. Develop and implement partnerships with the citizens/customers
Examples:

a. Encouraging the involvement of citizens/customers in public matters and in political
decision-making processes (e.g. consultation groups, survey, opinion polls, quality circles).

b. Being open to ideas, suggestions and complaints of citizens/customers and developing and
using appropriate mechanisms to collect them (e.g. by means of surveys, consultation
groups, questionnaires, complaints boxes, opinion polls, etc.).

c. Ensuring a proactive information policy (e.g. about the competencies of the several public
authorities, about their processes, etc.).
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d.

Zabezpecenie transparentnosti organizicie ako aj jej rozhodnuti a rozvoja (napr.
uverejiiovanim vyro¢nych sprav, poriadanim tlacovych konferencii a aktualizovanim
informdcii na internete).

Aktivne povzbudzovanie obc¢anov/zdkaznikov k organizovaniu sa, vyjadreniu svojich

potrieb a poziadaviek a podpore ob¢ianskych skupin.

Pridelte bodové hodnotenie podla Panelu predpokladov

4.3. Riadila finan¢né zdroje

Priklady:

a. Zosuladenie finan¢ného manazérstva so strategickymi cielmi.

b. Zabezpecenie finan¢nej a rozpoctovej transparentnosti.

c. Zabezpecenie nikladovo G¢inného manazérstva finanénych zdrojov.

d. Zavedenie inovaénych systémov rozpoctového a nakladového planovania (napr. viacroéné

SRS
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rozpocty, programové/projektové rozpoctovanie, rozpocty na zabezpeCovanie rodovej
rovnosti).

Permanentné monitorovanie nakladov na poskytovanie standardnych produktov a sluzieb,
poskytovanych organizciou, vritane zainteresovania organiza¢nych jednotiek.
Delegovanie a decentralizovanie finanénych zodpovednosti a ich vyvaZenie s centrdlnym
kontrolingom.

Finan¢né riadenie zalozené na analyze nakladov/vynosov.

Vytvorenie a zavedenie moderného finan¢ného kontrolingu (napr. cez vnutorné finan¢né
audity, atd.) a podporovanie transparentnosti finanéného riadenia u vSetkych
Zamestnancov.

Vytvorenie paralelnych finanénych a ndkladovych dctovnych systémov, vratane suvahy
(kapitalové ucty).

Zabezpecenie vnutorného pridelovania ndkladov (napr. vnitroorganizaéni cena:
organiza¢né utvary platia za vnitorné sluzby).

Zaclenenie udajov nefinancnej vykonnosti do rozpoctovych podkladov.

Zavedenie komparativnych analyz medzi roznymi cinitelmi a organiziciami (napr.

Benchmarking).

Pridelte bodové hodnotenie podla Panelu predpokladov

Criterion 4: Partnerships and resources

Ensuring transparency of the organisation as well as its decisions and development (e.g. by
publishing annual reports, holding press conferences and posting information on the
Internet).

Actively encouraging citizens/customers to organise themselves, express their needs and

requirements and supporting citizen groups.

Award a score using the Enablers Panel

4.3. Manage Finances

Examples:

a. Aligning financial management with strategic objectives.

b. Ensuring financial and budgetary transparency.

c. Ensuring the cost efficient management of financial resources.

d. Introducing innovative systems of budgetary and cost planning (e.g. multi-annual
budgets, programme of project budgets, gender budgets).

e. Permanently monitoring the costs of delivery and service standards of products and
services offered by the organisation including the involvement of organisational units.

f. Delegating and decentralising financial responsibilities and balancing them with central
controlling.

g. Basing investment decisions and financial control on cost/benefit-analysis.

h. Developing and introducing modern financial controlling (e.g. through internal financial
audits, etc.) and promoting transparency of the financial control for all employees.

1. Creating parallel financial and cost accounting systems including balance sheets (capital
accounts).

j. Ensuring internal cost allocation (e.g. transfer prices: units are charged for internal
services).

k. Including non-financial performance data in budget documents.

. Introducing comparative analyses (e.g. Benchmarking) between different actors and

organisations.

Award a score using the Enablers Panel
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4.4. Riadila svoje informdcie a vedomosti

Priklady:

Tvorba systémov pre riadenie, uchovavanie a vyhodnocovanie informdcii a vedomosti
v organizacii v stlade so strategickymi a operativnymi cie[mi.

Zabezpecenie, aby sa externe dostupné informdcie ziskavali, spracovavali a efektivne
vyuzivali.

Trvalé monitorovanie vedomosti a poznatkov dostupnych v organizicii, zabezpecenie ich
relevantnosti, spravnosti, spolahlivosti a bezpecnosti. Zaroven aj ich zostladenie so
strategickym planovanim a scasnymi i budiicimi potrebami vsetkych zainteresovanych
stran.

Vytvdranie vnatornych kandlov na rozsirovanie informdcii po celej organizicii, aby sa
zabezpecilo, Ze vSetci zamestnanci maji pristup k informdcidm a vedomostiam,
relevantnym pre ich dlohy a ciele.

Zabezpecenie pristupu a vzdjomnej vymeny internych informacii so vSetkymi
zainteresovanymi stranami a prezentovanie informdcii a dt pouzivatelsky prijatelnym
sposobom.

Zabezpecenie, pokial je to mozné predvidat, aby sa informacie a vedomosti tych

zamestnancov, ktori opt$taju organizaciu, zachovali pre organizaciu.

Pridelte bodové hodnotenie podla Panelu predpokladov

4.5. Riadila technolégie

Priklady:
a. Zavedenie jednotnej politiky v oblasti technoldgii v stilade so strategickymi a operativnymi
cielmi
b. Ucinné aplikovanie vhodnej technolégie do:
* manazérstva uloh,
* manazérstva vedomosti,
*  podpory vzdeldvania a zlepSovacich aktivit,
* podpory interakcie so zainteresovanymi stranami a partnermi,
* podpory rozvoja a udrziavania internych a externych zaujmovych skupin.
Pridelte bodové hodnotenie podla Panelu predpokladov
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4.4. Manage information and knowledge

Examples:

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 gained, processed and used
effectively.

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.

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.

Ensuring access and exchange of relevant information with all stakeholders and presenting
information and data in a user-friendly way.

Ensuring, as far as is practicable, that key information and knowledge of employees is

retained within the in the event of their leaving the organisation.

Award a score using the Enablers Panel

4.5. Manage Technology

Examples:

Implementing an integrated policy of technology management in accordance with the
strategic and operational objectives.

Efficiently applying appropriate technology to:

* Manage tasks.

* Manage knowledge.

* Support learning and improvement activities.

+  Support the interaction with stakeholders and partners.

+  Support the development and maintenance of internal and external networks.

Award a score using the Enablers Panel
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4.6. Riadila zariadenia

Priklady:
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Vyvézenie efektivnosti a tcinnosti fyzického umiestnenia s potrebami a ocakavaniami
pouzivatelov (napr. centralizicia verzus decentralizicia budov).

Zabezpecenie bezpe¢ného, ndkladovo d¢inného a ergonomicky vhodného vyuzivania
kancelarskych zariadeni, bertic do Gvahy strategické a operativne ciele organizdcie, osobné
potreby zamestnancov, miestnu kultdru a akékolvek fyzické obmedzenia (napr. otvorené
verzus individualne kanceldrie, mobilné kancelarie) a technické vybavenie (napr. mnozstvo
pocitacov a kopirovacich strojov v previdzke).

Zabezpecenie ucelnej, nikladovo efektivnej, plinovanej a trvalo udrzatelnej adrzby budov,
kanceldrif a zariadeni.

Zabezpecenie tcelného, ndkladovo efektivneho a vhodného vyuzivania dopravnych a ener-
getickych zdrojov.

Zabezpecenie primeranej fyzickej dostupnosti budov v stlade s potrebami a o¢akavaniami
zamestnancov a obcanov/zdkaznikov (napr. pristup k parkovaniu alebo k hromadnej
doprave).

Vybudovanie integrovanej politiky pre riadenie fyzickych aktiv, vritane bezpecnej
recyklacie, napr. priame zabezpecovanie alebo outsourcing

Pridelte bodové hodnotenie podla Panelu predpokladov

Criterion 4: Partnerships and resources

4.6. Manage facilities

Examples:

Balancing effectiveness and efficiency of physical locations with the needs and
expectations of users (e.g. centralisation versus decentralisation of buildings).

Ensuring a safe, cost efficient and ergonomically suitable use of office facilities based on
strategic and operational objectives, accessibility by public transport, the personnel needs
of employees, local culture and physical constraints (e.g. open plan offices vs. individual
offices, mobile offices) and technical equipment (e.g. number of PCs and copy-machines
by service).

Ensuring an efficient, cost effective, planned and sustainable maintenance of buildings,
offices and equipment.

Ensuring an efficient, cost effective and sustainable use of transport and energy resources.
Ensuring appropriate physical accessibility of buildings in line with the needs and
expectations of employees and citizens/customers (e.g. disabled access to parking or public
transport).

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

Award a score using the Enablers Panel
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Kritérium S: Procesy
Definicia

Ako organizicia identifikuje, riadi, zlep$uje a rozvija svoje klicové procesy s ciefom podporovat
stratégiu a planovanie. Inovicia a potreba vytvarat zvySent hodnotu pre jej obéanov/zikaz-
nikov a ostatné zainteresované strany, su dva hlavné hnacie motory rozvijania procesov.
[Gcové hladiska

Chod kazdej dobre fungujticej organizicie predstavuji mnohé procesy, pricom kazdy proces je
siborom po sebe iducich aktivit, ktoré transformuja zdroje alebo vstupy na vysledky, vystupy
alebo dopady, ¢im vytvaraju pridant hodnotu.

Tieto procesy mdzu byt rozli¢nej povahy. Hlavné procesy st rozhodujice pre poskytovanie
produktov alebo sluzieb. Manazérske procesy zabezpecuji manazérstvo organizicie a podpor-
né procesy poskytuji potrebné zdroje. Iba najdolezitejsie z tychto procesov, klticové procesy, st
predmetom hodnotenia modelu CAF. Klicom k identifikdcii, hodnoteniu a zlepSovaniu
klacovych procesov je to, ako efektivne prispievaji k napiﬁaniu poslania organizacie. Zapojenie
obcanov/zdkaznikov v rozli¢nych fizach manazérstva procesov a zohladiiovanie ich ocakdvani
prispieva k celkovej kvalite a spolahlivosti procesov.

Charakter procesov v organiziciich verejnej spravy moze byt velmi odlisny, od relativne
abstraktnych c¢innosti ako podpora rozvoja politiky, regulacia ekonomickych ¢innosti az po
velmi konkrétne ¢innosti poskytovania sluzieb. Vo vsetkych pripadoch musi byt organizacia
schopna identifikovat klticové procesy, ktoré vykonava, aby dosahovala ocakavané vystupy
a dopady/dosledky, bertc do twvahy ocakdvania obcanov/zikaznikov a ostatnych
zainteresovanych stran.

Uloha obéanov/zakaznikov by sa mala prejavovat v 3 Grovniach:

* zapojenie zdstupcov obc¢anov/zdkaznikov, asocidcii alebo ad hoc skupin obcanov pri
navrhovani sluzieb a produktov organizicie,

* spoluprica s ob¢anmi/zakaznikmi pri implementacii sluZieb a produktov,

+ splnomoctiovanie obéanov/zikaznikov s ciefom realizovat alebo spristupnit samotné

sluzby a produkty nimi samymi.
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Criterion S: Processes
Definition

How the organisation identifies, manages, improves and develops its key processes in order to
support strategy and planning. Innovation and the need to generate increasing value for its

citizens/ customers and other stakeholders are two of the main drivers in Process development
Key implications

Each organisation that performs well is run by many processes, each process being a set of
consecutive activities that transform resources or inputs into results or outputs and outcomes,
thereby adding value.

These processes can be of a different nature. The core processes are critical to the delivery of
products or services. Management processes steer the organisation and support processes
deliver the necessary resources. Only the most important of these processes, the key processes,
are the object of the assessment in the CAF. A key to the identification, evaluation and
improvement of key processes is how effectively they contribute in achieving the mission of the
organisation. Involving citizens/customers in the different stages of process management and

taking into account their expectations contributes to their overall quality and reliability.

The nature of 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. In all cases, an organisation needs to be able to
identify the key processes, which it performs in order to deliver its expected outputs and
outcomes, considering the expectations of citizens/customers and other stakeholders.

The role of citizens/customers could operate at 3 levels:

¢ the involvement of representative citizens/ customers, associations or ad hoc panels of
citizens in the design of the organisations services and products,

¢ collaboration with citizens/ customers in the implementation of services and products,

* empowerment of citizens/ customers in order to realise or access services and products

themselves.
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Procesy beZiace naprie¢ organizdciou sa vo verejnej sprave vyskytuju bezne. Je dolezité Gspesne
integrovat manazérstvo tychto procesov, kedze od tejto integracie zavisi efektivnost a ti¢innost
procesov. Vhodnou cestou na dosiahnutie tohto tcelu je zavedenie overenych foriem
organizacnej integricie, ako je vytvaranie timov pre manazérstvo prierezovych procesov s me-

novanymi timovymi vodcami.

Priklady procesov verejnej spravy su:

¢ poskytovanie hlavnych sluzieb vychddzajicich z poslania organizacie,

* poskytovanie sluzieb zikaznikom prostrednictvom vybavovania ziadosti/otdzok,
+ formulacia a uplatriovanie legislativy,

*  procesy prijimania rozhodnuti,

* rozpoctovanie a planovanie,

*  procesy manazérstva ludskych zdrojov.

Pre podporné ttvary predstavuju klta¢ové procesy plnenie podpornej funkcie pre organiziciu,
ktora je zodpovednd za poskytovanie hlavného predmetu ¢innosti. Je nutné, aby boli procesy
systematicky preskiimavané, ked'ze ndvrhy, inovicie a nové technoldgie prichidzaju na trh
velmi rychlo.

Aby mohli organizicie verejnej spravy vyhodne vyuzit potencidl zlepSovania, musia zabezpecit
funkéné mechanizmy, ktoré im umoznia ziskavat spitnt vizbu o skvalitfiovani produktov

a sluzieb od zainteresovanych stran.

Hodnotenie: Postid'te dokaz o tom, ¢o organizicia robi, aby:
5.1. Urcovala, navrhovala, riadila a priebezne zlepsovala procesy
Priklady:

a. Priebeznd identifikacia, opis a zdokumentovanie kltacovych procesov.
Identifikdcia a pridelovanie zodpovednosti vlastnikom procesu.
Zapojenie zamestnancov a externych zainteresovanych strin do navrhovania a rozvoja
klacovych procesov.

d. Pridelovanie zdrojov k procesom na zéklade miery ich prinosu k naplfaniu strategickych
cielov organizacie.

e. Zhromazdovanie, uchovdvanie a pochopenie pravnych poziadaviek a inych predpisov,
relevantnych pre procesy organizicie, ich analyzovanie a navrhovanie ndmetov na
zosuladenie prdvne integrovanych procesov s cielom elimindcie nepotrebnych
administrativnych prekazok a byrokracie.
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Cross-functional processes are common in Public Administration. It is vital to successfully
integrate the management of such processes, since from that integration the effectiveness and
efficiency of processes greatly depend. To that aim, well experimented forms of organisational
integration should be pursued, such as the creation of cross functional process management

teams with the appointment of team leaders.

Examples of Public Administration processes are:

s core service provision related to the mission(s) of the organisation
 providing customer service through enquiry handling

+ formulation and implementation of legislative policy

¢ decision-making processes

* budgeting and planning

¢ processes for human resource management

For support units, key processes will be linked to their support function of the organisation
which is responsible for the delivery of the core business.

It is essential that processes are continually reviewed as design, innovation and new
technologies arrive at an increasing pace to the market. In order to take advantage of potential
improvements public organisations need to ensure that they have mechanisms in place to
enable them to receive feedback from all stakeholders on product and service enhancements.

Assessment: Consider evidence on what the organisation is doing to
5.1. Identify, design, manage and improve processes on an ongoing basis
Examples:

a. Identifying, describing and documenting key processes on an ongoing basis.

b. Identifying process owners and assigning responsibilities to them.

c. Involving employees and other external stakeholders in the design and development of key
processes.

d. Allocating resources to processes based on the relative importance of their contribution to
the strategic aims of the organisation.

e. Gathering, recording and understanding legal requirements and other regulations relevant
to the processes of the organisation, analysing them and making proposals for
streamlining legally integrated processes aimed at eliminating unnecessary administrative

burdens and beauracracy.
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Kritérium 5: Procesy

Implementicia procesnych ukazovatelov a stanovenie cielov vykonnosti orientovanych na
obc¢ana/zakaznika.

Koordindcia a synchronizicia procesov.

Sledovanie a hodnotenie vplyvov internetovych sluzieb/sluzieb e-governmentu na procesy
organizicie (napr. Géinnost, kvalita, efektivnost).

V spolupréci s relevantnymi zainteresovanymi stranami zlepSovat procesy na ziklade
merania uc¢innosti, efektivnosti a vysledkov (vystupy a dopady).

Analyzovanie a hodnotenie kltc¢ovych procesov, rizik a kritickych faktorov aspechu, bertic
do tvahy ciele organizacie a meniace sa prostredie.

Identifikacia, navrhovanie a implementacia zmien procesov smerujucich k jednokrokovym
postupom v sluzbach.

Meranie a skiimanie efektivnosti procesu zmien a realizovanie benchmarkingu na podporu

zlepSovania.

Pridelte bodové hodnotenie podla Panelu predpokladov

5.2. Rozvijala a dodavala sluzby a produkty orientované na obc¢ana/zdkaznika

Priklady:
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Zapojenie obc¢anov/zikaznikov do navrhovania a zlepSovania sluzieb a produktov (napr.
prostrednictvom prieskumov/spatnych vizieb/poziadaviek, tykajucich sa vhodnosti
sluzieb a produktov a ich efektivity, bertic do Gvahy pohlavie a aspekty roznosti),
Zapojenie obcanov/zikaznikov a inych zainteresovanych stran do rozvoja noriem kvality
sluzieb, produktov a informacii.

Vytvaranie jasnej legislativy a predpisov pouzivanim jednoduchého jazyka.

Zapojenie ob¢anov/zdkaznikov do navrhu a vyvoja informacnych zdrojov a kanalov.
Zabezpecenie dostupnosti vhodnych a spolahlivych informacii s cielom poméct a podporit
obcanov/zékaznikov.

Podpora spristupnenia organizicie (napr. pruzné otvaracie hodiny a dokumenty
v papierovej aj elektronickej forme, napr. vhodnym jazykom, internetom, plagitmi,
brozarami a Brailovym pismom).

Podpora elektronickej komunikacie a st¢innosti s ob¢anmi/zakaznikmi.

Rozvijanie postupov a systémov pre dosledné vybavovanie staznosti.

Pridelte bodové hodnotenie podla Panelu predpokladov

Criterion S: Processes

& oa

Implementing process indicators and setting citizen/customer-oriented performance
goals.

Co-ordinating and synchronizing processes.

Monitoring and evaluating impacts of net services/e-gov on the organisation's processes
(e.g. efficiency, quality, effectiveness).

In conjunction with relevant stakeholders, improving processes on the basis of their
measured efficiency, effectiveness and results (outputs and outcomes).

Analysing and evaluating key processes, risks and critical success factors taking the
objectives of the organisation and its changing environment into consideration.
Identifying, designing and implementing process changes leading to one-stop-principle
services.

Measuring and reviewing the effectiveness of process changes and carrying out

benchmarking to drive improvement.

Award a score using the Enablers Panel

5.2. Develop and deliver citizen/customer-oriented services and products

Examples:

gl

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 taking into account gender and diversity
aspects).

Involving citizens/customers and other stakeholders in the development of quality
standards for services, products and information for citizens/customers.

Develop clear guidelines and regulations using plain language.

Involving citizens/customers in the design and development of information sources and
channels.

Ensuring the availability of appropriate and reliable information with an aim to assist and
support citizens/customers.

Promoting accessibility of the organisation (e.g. flexible opening hours and documents in
a variety of formats e.g. appropriate languages, internet, posters, brochures, Braille),
Promoting electronic communication and interaction with citizens/customers.
Developing sound response query handling and complaint management systems and
procedures.

Award a score using the Enablers Panel
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Kritérium 5: Procesy Criterion S: Processes

5.3. Inovovala procesy zapdjanim obcanov/zikaznikov 5.3. Innovate processes involving citizens/customers
Priklady: Examples:
a.  Aktivny pristup k uceniu sa od inovicif inych nirodnych a medzindrodnych organizacii. a. Active approach to learning from innovations of other organisations nationally and
Zapojenie zainteresovanych strin do procesu inovicie, napr. pilotny projekt novych sluzieb internationally.
a rie$eni e-governmentu. b. Involving stakeholders in process innovations e.g. by piloting new services and
c. Zapojenie ob¢anov/zdkaznikov a zainteresovanych strin do procesu inovdcie. e-government solutions.
Poskytnutie potrebnych zdrojov pre proces inovacie. c. Involving citizens/customers and stakeholders in process innovations.
e. Aktivne identifikovanie, analyzovanie a prekondvanie prekdzok inovacii. d. Providing the resources necessary for process innovations.

e. Actively identify, analyse and overcome obstacles to innovation.

Pridelte bodové hodnotenie podla Panelu predpokladov ‘ Award a score using the Enablers Panel
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Kritéria vysledkov

Kritéria vysledkov

Poc¢nuc kritériom 6, sa hodnotenie zameriava na vysledky. Vo vysledkovych kritériach sa meraja
vnimania toho, ¢o si nasi zamestnanci, obéania/zdkaznici a spolo¢nost o organizacii myslia.
Zaroven organizicia disponuje internymi indikdtormi vykonnosti, ktoré ukazuju, do akej
miery organizicia naplna ciele, ktoré si pre seba moze organizacia stanovit - dopady/dosledky.
Hodnotenie vysledkov vyzaduje odlisny sibor odpovedi, odpovede vo vysledkovych kritéridch
st zaloZené na paneli hodnotenia vysledkov (pozri Bodové hodnotenie a Panely hodnotenia).
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Results

Results

From Criterion 6 onwards, the focus of the assessment shifts from Enablers to Results. In the
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 vo vzfahu k obéanovi/zdkaznikovi

Kritérium 6: Vysledky vo vztahu k ob¢anovi/zikaznikovi
Definicia

Vysledky, ktoré dosahuje organizicia vo vztahu k spokojnosti obcanov/zékaznikov s orga-

niziciou, produkemi a sluzbami, ktoré poskytuje.
Kltcové hladiska

Organizicie verejného sektora maju s verejnostou komplexny vztah. V niektorych pripadoch
moze byt charakeerizovany ako vztah so zdkaznikmi, najmi v pripade priameho poskytovania
sluzieb organiziciami verejného sektora, inokedy ho mozno opisat ako vztah s verejnostou,
ked je organizicia zainteresovand do urcovania a ovplyviiovania prostredia, v ktorom sa
odohrava ekonomicky a socidlny zivot. KedZe tieto dva pripady nie st vzdy jasne oddelitelné,
bude tento komplexny vztah popisovany ako vzfah s obc¢anom/zikaznikom.
Zakaznici/ob¢ania s prijimatelia alebo pouzivatelia vysledkov ¢innosti, produktov alebo
sluzieb organizicii verejného sektora. Obéania/zakaznici by mali byt spravidla definovani
najmi ako primdrni uZzivatelia poskytovanych sluzieb, ale ich postavenie by nemalo byt

obmedzené len na ttto tlohu.

Organizicie verejnej spravy poskytuju sluzby v stlade s miestnou a/alebo centrdlnou vladnou
politikou a zodpovedaji za svoju ¢innost politickym zainteresovanym strandm. Vykonnost
organizcie vzhfadom na plnenie zdkonmi stanovenych poziadaviek je vyjadrend v klticovych
vysledkoch vykonnosti (Kritérium 9). Politické ciele st skor stanovované narodnymi,
regiondlnymi a miestnymi reprezentantmi ako obc¢anmi/zdkaznikmi. Merania spokojnosti
zikaznikov/obcanov sa vztahuju na oblasti, ktoré st oznacované ako dolezité pre skupiny
zédkaznikov, a na to, ¢o organizdcia moze zlepsit v rimci konkrétnej oblasti sluzieb.

Pre vietky druhy organizicii verejného sektora je dolezité priamo merat spokojnost svojich
obcanov/zdkaznikov s ohladom na celkovy imidz organizicie, na produkty a sluzby, kroré
organizdcia poskytuje, na otvorenost organizacie a na rozsah zapojenia obc¢anov/zikaznikov.
Organizicie na zistovanie drovne spokojnosti bezne vyuzivaju prieskum medzi
obéanmi/zakaznikmi, ale zdroven mozu pouzivat aj iné dopliiujice ndstroje, ako je oslovenie

cielovych skupin alebo skupin pouzivatelov.

Niektoré priklady informacii, ktoré je mozné zbierat, zahfniajii informdcie o produktoch

a sluzbach, imidzi organizacie, prospe$nosti a priatelskosti zamestnancov.
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Criterion 6: Citizen/customer-oriented results

Criterion 6: Citizen/customer-oriented results
Definition

The results the organisation is achieving in relation to the satisfaction of its citizens/customers

with the organisation and the products/services it provides.
Key implications

Public sector organisations can have a complex relationship with the public. In some cases it
can be characterised as a customer relationship - especially in the case of direct service delivery
by public sector organisations - and in other cases may be described as a citizen relation-ship,
where the organisation is involved in determining and enforcing the environment in which
economic and social life is conducted. Since the two cases are not always clearly separable, this
complex relationship will be described as a citizens/customers 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.

Public organisations deliver services according to local and/or central government policy and
are held accountable for their performance to political stakeholders. Performance against
statutory requirements is covered under organisational results (Criterion 9). Public policy
targets are those set by national, regional and local governments which may or may not be
citizens/customers driven. Citizens/customers satisfaction measures are normally based on
areas that have been identified as important by customer groups and based on what the

organisation is able to improve within its specific area of service.

It is important for all kinds of public sector organisations to directly measure the satisfaction
of their citizens/customers with regard to the overall image of the organisation, the products
and services the organisation provides, the openness of the organisation and the extent to
which it involves citizens/customers. Organisations typically use citizen/customer
questionnaires or surveys to record levels of satisfaction, but they may also use other
complementary tools such as focus groups or user panels.

Some examples of information which may be collected include data on products and services,

image of the organisation, politeness, helpfulness and friendliness of staff.
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Kritérium 6: Vysledky vo vzfahu k obéanovi/zdkaznikovi

Posud’te, aké vysledky dosiahla organizicia v usili splni€ potreby
a ocakavania obc¢anov/zdkaznikov cez

6.1. Vysledky merani spokojnosti ob¢ana/zdkaznika
Priklady:

a. Vysledky tykajice sa celkového imidzu organizacie (napr. priatelskost a Cestnost konania,
flexibilita a schopnost rieSenia konkrétnych situdcii).

b. Vysledky tykajtice sa zapojenia a ticasti.
Vysledky tykajice sa dostupnosti (napr. strankové/tradné hodiny a cakacie doby,
jednokrokové sluzby).

d. Vysledky tykajice sa produktov a sluzieb (napr. kvalita, spolahlivost, zhoda s normami
kvality, doba spracovania, kvalita poradenstva ob¢anovi/zakaznikovi).

Pridelte bodové hodnotenie podla Panelu vysledkov

6.2. Ukazovatele merani, orientovanych na obéanov/zikaznikov

Priklady:

Indikdtory tykajtce sa celkového imidZu organizcie:

Pocet a doba spracovania staznosti (napr. vyhldsenia o pripadoch konfliktu zaujmov).
Rozsah dévery verejnosti vo¢i organizacii a jej sluzbam alebo produktom.

Cakacia doba.
Doba vybavenia/poskytnutia sluzby.

oo oo

e. Rozsah vzdeldvania zamestnancov vo vztahu k efektivnemu zaobchiddzaniu so vzfahmi
k obcanovi/zdkaznikovi (napr. profesiondlna a priatelskd komunikicia a zaobchddzanie
s ob¢anmi/zakaznikmi).

f. Indikatory/ukazovatele vyhovenia aspektom roznosti a rodovej rovnosti.
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Criterion 6: Citizen/customer-oriented results

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

6.1. Results of citizen/customer satisfaction measurements

Examples:

a. Results regarding the overall image of the organisation (e.g. friendliness and fairness of
treatment; flexibility and ability to address individual solutions).

b. Results regarding involvement and participation.

Results regarding accessibility (e.g. opening and waiting times, one-stop-shops).

gl

d. Results relating to products and services (e.g. quality, reliability, compliance with quality

standards, processing time, quality of advice given to the customers/citizens).

Award a score using the Results Panel

6.2. Indicators of citizen/customer-oriented measurements

Examples:

Indicators regarding the overall image of the organisation

Number and processing time of complaints (e.g. resolution of conflict of interest cases).

Extent of public trust towards the organisation and its services or products.
Waiting time.

a0 oo

Handling/processing time of services delivery.

e. Extent of employee training in relation to the effective handling of citizen/customer
relationships (e.g. professionalism and friendly communication with, and treatment of,
citizens/customers).

f. Indicators of complying with diversity and gender aspects.
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Kritérium 6: Vysledky vo vzfahu k obéanovi/zdkaznikovi

Indikdtory tykajice sa zapojenia:

g Rozsah zapojenia jednotlivych zainteresovanych strin do procesu navrhovania
a poskytovania sluzieb a produktov a/alebo navrhovania procesov rozhodovania.

h. Prijaté a zaznamenané odporucania.

i.  Uplatnovanie a rozsah pouzivania novych a inovativnych sposobov v jednani s obéanmi/

zakaznikmi.
Indikdtory tykajtice sa produktov a sluzieb:
j. Dodrziavanie platnych noriem kvality sluzieb (napr. charty obcanov).

k. Mnozstvo materidlov vratenych spit s chybami a/alebo pripady vyzadujice kompenziciu.
. Rozsah usilia na zlep3enie dostupnosti, presnosti a transparentnosti informacil.

Pridelte bodové hodnotenie podla Panelu vysledkov
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Criterion 6: Citizen/customer-oriented results

Indicators regarding involvement

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

Suggestions received and recorded.

Implementation and extent of use of new and innovative ways in dealing with
citizens/customers.

Indicators regarding products and services.

—.

Adherence to published service standards (e.g. citizens' charters).

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

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

Award a score using the Results Panel
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Kritérium 7: Vysledky vo vztahu k zamestnancom

Kritérium 7: Vysledky vo vztahu k zamestnancom
Definicia

Aké vysledky organizicia dosahuje vo vztahu ku kompetentnosti, motivicii, spokojnosti

a vykonnosti svojich zamestnancov.
Kliacové hladiska

Toto kritérium vyjadruje spokojnost zamestnancov organizacie. Organizicie zvycajne
vyuzivaja prieskumy zamestnancov na zistenie urovne spokojnosti, ale zirovent mozu pouzivat
aj iné dopliujice nastroje, ako je oslovenie ciefovych skupin, rozhovory a posudky. Zaroveti je

mozné overovat vykonnost zamestnancov a Groven rozvoja zru¢nosti.

Niekedy mo6zu vonkajsie obmedzenia limitovat slobodu konania organizécie v tejto oblasti.
Obmedzenia, sposob, ako ich organizacia prekonava, alebo ako ovplyviuje tieto obmedzenia,

by malo byt jasne prezentované.

Pre vSetky druhy organizicii verejného sektora je dolezité priamo zaznamenavat vysledky vo
vztahu k zamestnancom. Tieto vysledky sa tykaji ndzoru zamestnanca:

* naimidz organizicie a jej poslanie,

* na pracovné prostredie,

* na manazérstvo organizicie a systémy manazérstva,

* na moznosti kariérneho rozvoja, ako aj rozvoja osobnych zru¢nosti,

* na poskytovanie produktov a sluzieb organizacie.

Organizdcie by mali disponovat celym radom internych indikatorov vykonnosti vo vztahu
k zamestnancom, pomocou ktorych mézu merat vysledky, ktoré dosahujt vo vzfahu k ciefom
a ocakdvaniam v oblasti celkovej spokojnosti zamestnancov, ich vykonnosti, rozvoja zru¢nosti,

ich motivicie a Grovne ich zapojenia v organizdcii.
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Criterion 7: People results

Criterion 7: People results
Definition

The results the organisation is achieving in relation to the competence, motivation,

satisfaction and performance of its people.
Key implications

This criterion addresses the satisfaction of all the people in the organisation. Organisations
typically use people (employee) surveys to record satisfaction levels, but they may also use other
complementary tools such as focus groups, termination interviews and appraisals. They may

also examine the performance of people and the level of skills development.

Sometimes external constraints may limit the organisation’s freedom in this area. The
constraints and how the organisation overcomes or influences constraints should therefore be
clearly presented.

It is important for all kinds of public sector organisations to directly record people results
concerning the employees’

* image of the organisation and its mission,

¢ the working environment,

* the organisation’s leadership and management systems,

s career development and the development of personal skills,

¢ the products and services the organisation provides.

Organisations should have a range of internal people-related performance indicators through
which they can measure the results they have achieved in relation to targets and expectations
in the areas of people overall satisfaction, their performance, the development of skills, their

motivation and their level of involvement in the organisation.

73



Kritérium 7: Vysledky vo vztahu k zamestnancom

Hodnotenie: Posudte, aké vysledky organizacia dosahuje,
aby splnila potreby a ocakdvania svojich
zamestnancov cez

7.1. Vysledky merani spokojnosti a motivicie zamestnancov
Priklady:
Vysledky tykajice sa celkovej spokojnosti s:

a. celkovym imidZom organizicie a celkovou vykonnostou organizicie (pre spolo¢nost,
obcanov/zdkaznikov, iné zainteresované strany),
b. troviou povedomia zamestnancov o konflikte zaujmov,

uroviiou zapojenia zamestnancov v organizacii a do naplnania jej poslania.
Vysledky tykajtce sa spokojnosti s manazmentom a systémami manazérstva:

d. Schopnost vrcholového, stredného a liniového manazmentu riadif¢ organiziciu (napr.
stanovovanie cielov, pridelovanie zdrojov atd.) a komunikovat.
e. Odmenovanie individudlneho a timového usilia.

f.  Pristup organizicie k zmendm a modernizacii.
Vysledky tykajtce sa spokojnosti s pracovnymi podmienkami:

g. Pracovna atmosféra a kultira v organizicii (napr. ako sa zaoberat konfliktom zdujmov,
uzndvanim staznosti a persondlnymi problémami).

h. Pristup k socidlnym otdzkam (napr. pruznost pracovného casu, zosuladenie price
s rodinnym Zivotom, osobnymi zlezitostami a zdravim).

i.  Zabezpecenie rovnakych prilezitosti, cestného jednania a spravania sa v organizicii.
Vysledky tykajice sa motivacie a spokojnosti s kariérnym rozvojom a rozvojom zrucnosti:
j. Schopnost manazmentu podporit/propagovat stratégiu manazérstva fudskych zdrojov

a systematicky rozvoj kompetentnosti a vedomosti zamestnancov o ciefoch organizicie.

k. Vysledky tykajtice sa ochoty zamestnancov akceptovat zmeny.

Pridelte bodové hodnotenie podla Panelu vysledkov
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Criterion 7: People results

Assessment: Consider what results the organisation has achieved
to meet the needs and expectations of its people,

through

7.1. Results of people satisfaction and motivation measurements
Examples:
Results regarding overall satisfaction with:

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

b. The level of employees_ awareness of conflicts of interest.

c. The level of employees_ involvement in the organisation and its mission.

Results regarding satisfaction with management and management systems:

d. The organisation's top management and middle management ability to steer the
organisation (e.g. setting goals, allocating resources, etc.) and communication.

e. Rewarding individual and team efforts.

f.  The organisation's approach to innovation.

Results regarding satisfaction with working conditions:

g The working atmosphere and the organisation's culture (e.g. how to deal with conflict,
grievances or personnel problems).

h. The approach to social issues (e.g. flexibility of working hours, balance between work and
personal matters, health).

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

organisation.
Results regarding motivation and satisfaction with career and skills development:
j. The ability of the management to promote HRM-strategy and systematic competency

development and the employees’ knowledge about the goals of the organisation.

k. Results regarding people's willingness to accept changes.

Award a score using the Results Panel
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Kritérium 7: Vysledky vo vztahu k zamestnancom

7.2. Indikatory, tykajtice sa vysledkov vo vzfahu k zamestnancom

Priklady:

76

Indikdtory tykajuce sa spokojnosti (napr. Groven absencif a chorobnosti, Groven fluktuacie
pracovného personalu, mnozstvo staznosti).

Vysledky tykajice sa vykonnosti (napr. meranie produktivity, vysledky sluzobnych
hodnoteni).

Uroven pouzivania informacnych a komunikaénych technoldgii zamestnancami.
Vysledky tykajace sa rozvoja zru¢nosti (napr. Gcast a dspe$nost vo vzdeldvani
zamestnancov, efekeivnost vynakladania rozpo¢tu na vzdeldvanie).

Dokaz o schopnosti jednat so zdkaznikmi/obcanmi a reagovat na ich potreby.
Stuperi/Groven roticie zamestnancov vo vautri organizacie (mobilita).

Vysledky tykajice sa motivacie a zapojenia (napr. miera reakcii na prieskumy personalu,
pocet navrhov inovécii, G¢ast v internych diskusnych skupinach).

Mnozstvo/frekvencia odmenovania jednotlivcov a timov.

Pocet nahldsenych potencidlnych pripadov konfliktov zdujmov.

Pridelte bodové hodnotenie podla Panelu vysledkov

Criterion 7: People results

7.2. Indicators of people results
Examples:

a. Indicators regarding satisfaction (e.g. levels of absenteeism or sickness, rates of staff
turnover, number of complaints).

b. Indicators regarding performance (e.g. measures of productivity, results of evaluations).

c. Levels of using information and communication technologies by employees.

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

e. Evidence on the ability to deal with citizens/customers and to respond to their needs.
Degree of employee rotation inside the organisation (mobility).

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

h.  Amount/frequency of rewarding individuals and teams.

i.  Number of reported possible conflict of interest cases.

Award a score using the Results Panel
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Kritérium 8: Vysledky vo vzfahu k spolo¢nosti

Kritérium 8: Vysledky vo vztahu k spolo¢nosti
Definicia

Aké vysledky organizacia vo vSeobecnosti dosahuje v oblasti uspokojovania potrieb a o¢akavani
miestneho, nirodného a medzindrodného spolocenstva. To zahfnia vnimanie pristupu organi-
zacie ku kvalite Zivota, k Zivotnému prostrediu, k ochrane globdlnych zdrojov a vlastnych
internych ukazovatelov efektivnosti prispevkov organizicie v prospech spolo¢nosti.

Kltucéové hladiska

Organizicie verejného sektora vplyvaji na spolo¢nost vzhladom na samotnt podstatu ich
primdrnej ¢innosti alebo prostrednictvom ich zdkonného mandatu a vystupy tychto hlavnych
¢innosti ovplyviluja priamych a nepriamych prijimatefov. Tieto analyzy priamych dopadov na
prijimatelov by sa mali odrazit na spokojnosti obéanov/zékaznikov (kritérium 6) a klacovych
vysledkoch vykonnosti (kritérium 9).

Kritérium 8 meria plinované a neplinované vplyvy na spolo¢nost, napr. globdlne ucinky
politik organizicie za hranicami primarneho poslania/zikonného manddtu alebo hlavnych
¢innosti. V tomto smere bude analyza zvazovat vplyvy odvodené z planovanych cielov rovnako
ako neplanovanych nasledkov, napr. boénych efektov, ktoré moézu mat pozitivny alebo

negativny vplyv na spolo¢nost.

Merania sa tykaja tak merani vnimania, ako aj kvantitativnych ukazovatelov.
Mozu sa tykat:

+ ekonomického vplyvu,

* socidlnej dimenzie, napr. spolocensky znevyhodnent,
*  kvality zivota,

*  vplyvu na zivotné prostredie,

¢ kvality demokracie.
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Criterion 8: Society results
Definition

The results the organisation is achieving in satisfying the needs and the expectations of the
local, national and international community. This may include the perception of the
organisation's approach and contribution to quality of life, the environment and the
preservation of global resources and the organisations' own internal measures of its
effectiveness in contributing to society.

Key Implications

Public Sector organisations have an impact on society by the very nature of their primary
business or statutory mandate, and the outputs of these core activities will affect direct and
indirect beneficiaries. These analyses of the immediate effects on the beneficiaries should be
presented in the citizen/ customer satisfaction (Cr. 6) and key performance results criteria
(Cr.9).

Criterion 8 will measure the intended or unintended impacts on society, i.e. the global effects
of the organisation’ policies beyond its primary missions/ statutory mandate or core activities.
In this direction, the analysis will consider the impacts derived from planned objectives as well
as the unintended consequences i.e. side effects which may have positive and/or negative
effects on society.

The measures cover both qualitative measures of perception and quantitative indicators.
They can be related to

* economic impact

* social dimension e.g. disabled people
+ quality of life

* impact on the environment

* quality of democracy.
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Kritérium 8: Vysledky vo vzfahu k spolo¢nosti

Hodnotenie: Postdte, ¢o organizacia dosiahla vo vztahu

k spolo¢nosti s ohladom na

8.1. Vysledky vykonnosti v spoloc¢enskej oblasti vnimané zainteresovanymi

stranami

Priklady:

a. Vseobecné povedomie verejnosti o vplyve; ako vykonnost organizicie ovplyviiuje kvalitu
Zivota ob¢anov/zdkaznikov.

b. Vseobecnd reputdcia organizicie (napr. ako zamestnavatel/prispievatel miestnej/globalnej
spolocnosti).

c. Ekonomicky vplyv na miestnu, regiondlnu, narodnt a medzinarodnt Groven.

d. Pristup k environmentilnym otizkam (napr. ochrana pred hlukom, znecistenim ovzdusia).

e. Environmentilny vplyv na spolo¢nost na lokdlnej, regiondlnej, narodnej a medzindrodnej
Grovni.

f. Vplyv na spolo¢nost s ohfadom na zodpovednost na lokalnej, regiondlnej, nirodne;
a medzindrodnej trovni.

g Vplyv na spoloc¢nost, bertic do Gvahy kvalitu demokratickej ti¢asti na lokalnej, regiondlnej,
narodnej a medzinarodnej Grovni.

h. VSeobecny pohlad verejnosti na otvorenost a transparentnost organizdcie.

i.  Etické spravanie sa organizcie.

j. Druh pozornosti venovanej organizicii médiami.

Pridelte bodové hodnotenie podla Panelu vysledkov

8.2. Indikatory vykonnosti v spoloc¢enskej oblasti stanovené organiziciou

Priklady:

a. Vztah s relevantnymi predstavitelmi, skupinami a predstavitelmi komunity.
b. MnozZstvo pozornosti, ktord venuji média organizacii.

c. Podpora venovana spolocensky znevyhodnenym ob¢anom.

d. Podpora venovana integracii a akceptacii etnickych skupin.

e.  Podpora medzindrodnym rozvojovym projektom.

f. Podpora civilného zavizku obc¢anov/zikaznikov a zamestnancov.
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Produktivna vymena vedomosti a informécif s ostatnymi.

Criterion 8: Society results

Assessment:  Consider what the organisation has achieved

in respect of impact on society, with reference to

8.1. Results of societal measurements perceived by the stakeholders

Examples:

™o oo

General public's awareness of the impact of how the organisation’s performance affects
the quality of citizens/customers’ life.

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

Economic impact on society at the local, regional, national and international level.

The approach to environmental issues (e.g. protection against noise, air pollution).
Environmental impact on society at the local, regional, national and international level
Impact on society with regard to sustainability at the local, regional, national and
international level.

Impact on society taking into account quality of democratic participation at the local,
regional, national and international level.

General public's view about the organisation’s openness and transparency.
Organisation's ethical behaviour.

The tone of media coverage received.

Award a score using the Results Panel

8.2. Indicators of societal performance established by the organisation

Examples:

a. Relationship with relevant authorities, groups and community representatives.
b. The amount of media coverage received.

c. Support dedicated to socially disadvantaged citizens.

d. Support for integration and acceptance of ethnic minorities.

e. Support for international development projects.

f. Support for civic engagement of citizens/customers and employees.

Productive exchange of knowledge and information with others.
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Kritérium 8: Vysledky vo vztahu k spolo¢nosti

82

Programy na prevenciu obcanov/zikaznikov a zamestnancov pred zdravotnymi rizikami
a trazmi.

Aktivity organizicie na ochranu a udrziavanie zdrojov (napr. urovent dodrZiavania
environmentdlnych noriem, pouzivanie recyklovanych materialov, pouzivanie ekologicky
prijatelnych druhov prepravy, redukovanie hluku, tGrazov a negativnych dopadov,

redukovanie pouzivania zdrojov, napr. vody, eleketriny, plynu).

Pridelte bodové hodnotenie podla Panelu vysledkov

Criterion 8: Society results

Programmes to prevent citizens/customers and employees from health risks and accidents.
Organisation activities to preserve and sustain the resources (e.g. degree of compliance
with environmental standards, use of recycled materials, use of environmentally friendly
modes of transport, reduction of nuisance, harms and noise, reduction in use of utilities

e.g. water. electricity, gas).

Award a score using the Results Panel
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Kritérium 9: Kltic¢ové vysledky vykonnosti

Kritérium 9: Kla¢ové vysledky vykonnosti
Definicia

Vysledky, kroré organizacia dosahuje vo vztahu k svojej stratégii a pldnovaniu, tykajice sa
potrieb a poziadaviek rozli¢nych zainteresovanych strin (napr. externé vysledky), a vysledky,
ktoré organizicia dosahuje vo vztahu k jej manazérstvu a zlepovaniu (interné vysledky).
[Gcové hladiska

Klacové vysledky vykonnosti sa vzfahuji k tomu, ¢o organizicia stanovila za podstatné

a meratelné pre dspech organizicie v kritkodobom a dlhodobom horizonte. Predstavuju

schopnost politik a procesov dosahovat ciele vratane $pecifickych politickych cielov.

Klacové vysledky vykonnosti je mozné rozdelit na:

1) Externé vysledky: ukazovatele efektivnosti politik a sluzieb/produktov z hladiska
schopnosti zlepsovat podmienky priamych prijimatelov: dosahovanie cielov kltac¢ovych
¢innosti z hladiska vystupov - sluzieb a produktov - a dopadov/désledkov - Géinkov
hlavnych ¢innosti organizicie na externé zainteresované strany (efektivnost).

2) Interné vysledky: ukazovatele interného fungovania organizicie: jej manazérstva,
zlep$ovania a finanénej vykonnosti (4¢innost a hospoddrnost).

Tieto merania su tGzko prepojené s politikou a stratégiou (kritérium 2), partnerstvami

a zdrojmi (kritérium 4) a procesmi (kritérium 5).

Hodnotenie: Postidte ddkaz o definovanych cieloch dosiahnutych
organizaciou cez

9.1. Externé vysledky: vystupy a vysledky vo vztahu k ciefom
Priklady:

a. Rozsah, v ktorom sa ciele dosiahli z hladiska vystupov (poskytovanie produktov alebo
sluzieb) a vysledkov (dopad na spolo¢nost).
b. Zlepsenie kvality sluzieb alebo produktu poskytnutych s ohfadom na meranie vysledkov.

Nékladova t¢innost (vystupy pri najnizsich moznych nakladoch).
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Criterion 9: Key performance results
Definition

The results the organisation is achieving with regard to its strategy and planning related to the
needs and demands of the different stakeholders (i.e.: external results); and the results the

organisation has achieved in relation to its management and improvement (internal results).
Key implications

Key performance results relate to whatever the organisation has determined are essential,
measurable achievements for the success of the organisation in the short and longer term.
They represent the capacity of policies and processes to reach goals and objectives including
specific targets, which are politically driven.

Key performance results can be divided into:

1) External results: the measures of the effectiveness of policies and services/products in
terms of the capacity to improve the condition of direct beneficiaries: the achievement of
key activities’ goals in terms of outputs - services and products - and outcomes - effects
of the organisation’s core activities on external stakeholders (effectiveness).

2) Internal results: the measures of the internal functioning of the organisation: its

management, improvement and financial performance (efficiency and economy).

These measures are likely to be closely linked to policy and strategy (Criterion 2), partnerships
and resources (Criterion 4) and processes (Criterion 5).

Assessment:  Consider the evidence of defined goals achieved
by the organisation in relation to

9.1. External results: outputs and outcomes to goals
Examples:

a. The extent to which the goals are achieved in terms of output (delivery of products or
services).

b. Improved quality of service or product delivery with respect to measurement results.

c. Cost efficiency (outputs achieved at the lowest possible cost).
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Kritérium 9: Kltic¢ové vysledky vykonnosti

Vysledky kontrol a auditov.

Vysledky tcasti na sutaziach, ceny za kvalitu a certifikicii systému manazérstva kvality
(Ceny za vynimo¢nost - Benchmark).

Vysledky benchmarkingovych/bench learningovych aktivit.

Nékladovd efektivnost (vysledky dosiahnuté pri najnizsich moznych nikladoch).

Pridelte bodové hodnotenie podla Panelu vysledkov

9.2. Interné vysledky

Priklady:

Vysledky v oblasti manazérstva a inovécie

a. Dokaz o zapojeni vSetkych zainteresovanych stran v organizicii.

b. Vysledky uzatvorenych partnerstiev a vysledky spolo¢nych aktivit.

c. Dokaz o schopnosti uspokojovat a zostladovat potreby vsetkych zainteresovanych stran.

d. Dokaz o tspechoch v zlepovani a inovdcii organizaénych stratégii, Strukttr a/alebo
procesov.

e. Dokaz o zlepSenom vyuzivani informacnych technoldgii (v manazérstve internych
vedomosti a/alebo v internej a externej komunikdcii a pri vytvarani kontakeov).
Vysledky kontrol a auditov.

g. Vykonnost procesov.

Finan¢né vysledky

h. Rozsah, v akom sa plnia rozpocty a finan¢né ciele.

i.  Rozsah alebo trend, v ktorych ¢astiach sa organizacia spolieha na vlastné rozpoctové zdroje
ana poplatky a prijmy z predaja sluzieb/tovaru.

j. Dokaz o schopnosti uspokojovat a vyrovnavat finanéné zdujmy zainteresovanych stran.

k. Opatrenia na efektivne vyuZivanie previdzkovych zdrojov.

I Vysledky finan¢nych kontrol a auditov.
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Pridelte bodové hodnotenie podla Panelu vysledkov

Criterion 9: Key performance results

Results of inspections and audits.

Results of participation in competitions, quality awards and the quality management
system certification. ( Excellence Awards - League table/Benchmark).

Results of benchmarking/bench learning activities.

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

Award a score using the Results Panel

9.2. Internal results

Examples:

Results in the field of management and innovation

a0 oo

Evidence of involvement of all stakeholders in the organisation.

Results of the establishment of partnerships and results of joint activities.

Evidence of ability to satisfy and balance the needs of all the stakeholders.

Evidence of success in improving and innovating organisational strategies, structures
and/or processes.

Evidence of improved use of information technology (in managing internal knowledge
and/or in internal and external communication and networking).

Results of inspections and audits.

Process performance‘

Financial results

Extent to which budgets and financial targets are met.

Extent or trend to which part the organisation relies on own fiscal resources and revenues
from fees and earnings from selling services/goods.

Evidence of ability to satisfy and balance the financial interests of all stakeholders.
Measures of effective use of operating funds.

Results of financial inspections and audits.

Award a score using the Results Panel
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Bodové hodnotenie a panely hodnotenia

Bodové hodnotenie a panely hodnotenia

Preco bodovat?
Stanovit bodové hodnotenie subkritéria a kritéria modelu CAF ma 4 hlavné ciele:

Poskytnut informacie a indikovat smerovanie zlep$ovacich akeivit.

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 vi¢siny konceptov
manazérstva kvality.

3. Identifikovat dobrt prax indikovand vysokym bodovym hodnotenim predpokladov
a vysledkov. Vysoké bodové hodnotenia vysledkov st zvycajne implikované existenciou
dobrej praxe v oblasti predpokladov.

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

Treba poznamenat, ze porovnavanie bodovych hodnoteni modelu CAF md obmedzent
vypovednt hodnotu a nesie so sebou uréité riziko. Zvlast, ak je toto bodové hodnotenie
realizované bez skuisenych externych poradcov vyskolenych na validiciu vykondvania bodovych
hodnoteni (site visit - postidenie na mieste) v roznych organiziciach verejného sektora.
Problémy sa mo6zu objavit najmi pri realizacii benchmarkingu/bench learningu. Hlavnym
ciefom bench learningu je porovnavat rozliéné spdsoby manazérstva predpokladov a dosa-
hovania vysledkov. Tak méze bench learning prispiet k zlepSovaniu. V tomto kontexte moze

byt bodové hodnotenie za podmienky jeho validacie Startovacou ¢iarou.
Ako vykonat bodové hodnotenie?

Novinkou modelu CAF 2006 je, Ze poskytuje dva sposoby bodového hodnotenia. Klasické
bodové hodnotenie je aktualizovanou verziou panelov hodnotenia modelu CAF 2002.

Bodové hodnotenie pre pokrocilych je vhodné pre organizicie, ktoré maji zdujem o detail-
nejsiu analyzu subkritérii. Toto hodnotenie umoznuje bodovat vietky fazy PDCA cyklu pre
kazdé subkritérium. Cyklus PDCA je zikladom pre oba sposoby bodového hodnotenia.
V porovnani s modelom CAF 2002, ked bol rozsah stupnice stanoveny na 0 - -5 bodov, je
v modeli CAF 2006 rozsah stupnice zmeneny a stanoveny na 0 - 100 bodov. Takéto stupnice
st ¢asto pouzivané a vseobecne akceptované na medzinarodnej trovni (napr. RADAR karta

modelu vynimoc¢nosti EFQM).
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CAF Scoring and Assessment panels

Why score?
Allocating a score to each sub criterion and criterion of the CAF model has 4 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?

New in the CAF 2006 is that it provides two ways of scoring. The “classical” CAF scoring is the
updated version of the CAF 2002 assessment panels. The “fine-tuned” CAF scoring is suitable
for organisations that wish to reflect in more detail the analysis of the sub criteria. It allows
you to score - for each sub criterion - all phases of the Plan Do Check Act (PDCA) cycle
simultaneously.

The PDCA-cycle is the fundament of both ways of scoring. Compared to 2002 when the scale
was set at 0-5, the scale has been revised and set at 0-100, this scale being more widely used and

generally accepted at an international level.
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Bodové hodnotenie a panely hodnotenia

1. Klasické bodové hodnotenie

Tento kumulativny spdsob bodového hodnotenia napomaha organizicii oboznimit sa
s cyklom PDCA a nasmerovat ju cielene k manazérstvu kvality.

Bodové hodnotenie verzie modelu CAF 2002 je uvedené v stlpci ,verzia 20024 V paneli
hodnotenia predpokladov sa troven oznacend PDCA (pozri Panel predpokladov - troven
PDCA, bodové hodnotenie 91-100) dd dosiahnut len vtedy, ak saéastou cyklu trvalého
zlepSovania st bench learningové aktivity. V paneli hodnotenia vysledkov sa rozlisuje medzi
trendom vysledkov a dosiahnutim cielov.

Panely hodnotenia 1

CAF Scoring and Assessment panels

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.

The scores as defined in the CAF 2002 version are presented in the column “level 2002”.

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.

Assessment panels 1

Uroveni/Fiza | PANEL PREDPOKLADOV 1 Bodové | Verzia
hodnotenie | 2002
- V tejto oblasti nie sme aktivni. 0-10 0
Mame velmi obmedzené alebo Ziadne informacie.
PLANUJ Mame plin ¢innosti pre tato oblast. 11-30 1
(P)
REALIZU] | Implementujeme/vykondvame plinované ¢innosti. 31-50 2
(D)
KONTROLU]J | Kontrolujeme/preskiimavame, ¢i robime spravne 51-70 3
(9] veci spravnym sposobom.
KONAJ Na zaklade kontroly/preskiimania upravujeme 71-90 4
(A) nase ¢innosti, ak je to potrebné.
PDCA Vsetko, ¢o robime, aj plinujeme, implementujeme 91 - 100 5
a pravidelne preskiimavame a u¢ime sa od inych.
V tejto oblasti je aplikovany cyklus trvalého
zlepSovania vratane bench learningovych aktivit.

Pokyny:

- Vyberte si troven, ktorti dosahujete: Plinuyj, Realizuj, Kontroluj, Konaj alebo PDCA. Tento
sposob bodového hodnotenia je kumulativny: pre dosiahnutie urcitej trovne bodového
hodnotenia - uritej fizy cyklu PDCA (napr. Kontroluj) musite naplni¢ vietky
predchadzajtice drovne - fazy cyklu PDCA (tzn. Plinuj a Realizuj).

- Pridelte bodové hodnotenie od 0 do 100 podla miery naplnenia, ktort ste dosiahli v ramci
danej drovne. 100-bodova stupnica umoznuje $pecifikovat stupefi rozsirenia a imple-

mentdcie v danej oblasti.

90

Phase ENABLERS PANEL 1 Score Level
2002
- We are not active in this field 0-10 0
We have no information or very anecdotal.
PLAN We have a plan to do this. 11 - 30 1
DO We are implementing/doing this. 31-50 2
CHECK We check/review if we do the right things 51-70 3
in the right way.
ACT On the basis of checking/reviews we adjust 71-90 4
if necessary.
PDCA Everything we do, we plan, implement and adjust 91 - 100 5
regularly and we learn from others.
We are in a continuous improvement cycle on this igsue.
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.
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PANEL VYSLEDKOV 1 Bodové Verzia
hodnotenie | 2002
Nemeraju sa ziadne vysledky a/alebo nie st dostupné 0-10 0

7iadne informacie.

Vysledky sa meraji a ukazuji negativne trendy a/alebo vysledky 11 - 30 1

nenapliiaju stanovené ciele.

Vysledky ukazuji mierny pokrok a/alebo niektoré stanovené 31-50 2

ciele st splnené.

Vysledky ukazuji rastice trendy a/alebo vicSina stanovenych 51-70 3

cielov je splnend.

Vysledky ukazuji podstatny pokrok a/alebo vietky stanovené 71-90 4
ciele st splnené.

Dosahujt sa vynimocné a trvalo udrzatel'né vysledky. 91 - 100 5
Vsetky stanovené ciele st splnené.

Porovnavania s relevantnymi organiziciami vo vetkych kltacovych

oblastiach ukazuju pozitivne vysledky.

Pokyny:
- Pridelte bodové hodnotenie od 0 do 100 pre kazdé subkritérium na stupnici rozdelenej na
6 trovni (v stlade s panelom hodnotenia vysledkov modelu CAF 2002).

- Pre kazdu troven moZete brat do tvahy bud’ trend, alebo dosiahnutie ciela alebo oboje.

2. Bodové hodnotenie pre pokrocilych

Bodové hodnotenie pre pokrocilych je paralelny sposob bodového hodnotenia, bliZiaci sa viac
redlnej situdcii organizdcie, ked napr. vela organizicif verejného sektora sice vykondva ¢innosti
(Realizuj-DO), ale v mnohych pripadoch bez dostatoéného predchidzajiceho planovania
(Planuj - PLAN).

* V paneli hodnotenia predpokladov sa viac kladie doraz na vlastny priebeh cyklu PDCA
a pokrok je vyjadreny ako $pirdla, kde v kazdej jej obratke cyklu sa mozZe zlepSovanie objavit
vo faze: PLANUJ, REALIZUJ, KONTROLUJ a KONAJ.

*  Bench learningové aktivity sa bezne berti do tivahy na najvyssej trovni vietkych tychto faz.

¢ Tento spésob bodového hodnotenia poskytuje viac informacii o tych oblastiach, kde je
zlepSovanie najviac potrebné.

¢ Panel hodnotenia vysledkov ukazuje, ¢i je potrebné skor dbat o akeelerdciu trendu, alebo

sa zamerat na dosahovanie cielov.
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RESULTS PANEL 1 Score Level
2002

No results are measured and/or no information is available. 0-10 0

Results are measured and show negative trends 11-30 1

and/or results do not meet relevant targets.

Results show flat trends and/or some relevant targets are met. 31-50 2

Results show improving trends 51-70 3

and/or most of the relevant targets are met.

Results show substantial progress 71-90 4
and/or all the relevant targets are met.

Excellent and sustained results are achieved. 91 - 100 S
All the relevant targets are met.

Positive comparisons with relevant organisations

for all the key results are made.

Instructions:

- Give a score between 0 and 100 for each sub criterion on a scale divided in 6 levels
(corresponding to the results panel of the CAF 2002).

- For each level, you can take into account either the trend, either the achievement of the

target or both.

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.

¢ The results panel shows you if you have to accelerate the trend or focus on the targets
achievement.
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Bodové hodnotenie a panely hodnotenia

Pokyny pre hodnotenie kazdého subkritéria:

Preditajte si definiciu kazdej trovne/fazy v Paneli hodnotenia predpokladov 2 (Plinuj,
Realizuj, Kontroluj, Konaj);

* Nijdite dokaz o silnych a slabych strankach a komplexne posiadte kazdd fazu/droven
oznadenim v prislusnom policku panelu hodnotenia. Tento komplexny dsudok moze byt
doplneny konkrétnymi prikladmi alebo dokazmi tak, aby bodové hodnotenie nebolo prilis
neprehladné. Hoci ti, ¢o chet ist viac do hibky, mézu vlozit vietky priklady alebo dokazy
do roznych policok v ramci vSetkych 4 fiz/urovni cyklu a vypoéitat priemer za kazdu
fazu/aroven.

*  Zrérajte sucet vSetkych 4 bodovych hodnoteni fiz/trovni a vydelte ho 4 s ciefom vypocitat
pocet dosiahnutych bodov zo 100 moznych pre kazdé subkritérium. Toto bodové
hodnotenie by malo byt hodnoverné a konzistentné, napr. celkové bodové hodnotenie by
nemalo prekrocit 40, ak niektord zo 4 hodnotenych faz (Plinuj, Realizuj, Kontroluj, Konaj)
bola hodnotend bodovou hodnotou menej alebo rovnou 20. Bodové hodnotenie by nemalo
prekro¢it 60, ak niektora z féz je hodnotend menej ako 30.

PRIKLAD bodového hodnotenia pre pokrocilych: Predpoklady subkritérium 1.1:
Postad’te dokaz o tom, ¢o robi vrcholovy manazment/vodcovia organizicie,

aby poskytli organizicii smer tym, Ze rozvijaja poslanie, viziu a hodnoty

Syntéza dokazov ziskanych samobodnotenim (Startovaci bod pre planovanie zlepsovania
a zdklad pre bodové bodnotenie).

1.1.a. - Vizia a poslanie organizdcie boli stanovené pred tromi rokmi. Poziadavku vzniesol generdlny
riaditel a do diskusie boli zapojeni vietci clenovia vrcholového manazmentu. Vietkym
zamestnancom bola distribuovand farebnd Rarta s viziou a poslanim.

1.1.b — V oblasti stanovenia hodnot a etického kddexu nebolo este nic zrealizované.

L1c— Zamestnanci, zdkaznici/oblania a dalsie zainteresované stramy doteraz meboli zapojené do
procesu stanovenia vizie a poslania. Predsa len, uvedomovanie si doleZitosti tohto zapojenia
vzrdstlo pred dvoma rokmi, ked’ sa niekolko nasich manazérov zicastnilo semindrov o kom-
plexnom manazérstve kvality, hlavne jedného venovaného modelu CAF. Ndsledne bolo prijaté
rozhodnutie vykonat interné a externé prieskumy za dcelom ziskania spitnej vizby
zamestnancov a obéanov. Vysledky naznadili, Ze clenovia stredného manaZmentu a zamestnanci
povaZujii viziu a poslanie za ,imidZové“ vybldsenia, absolitne odtrbnuté od reality a Ze ciele
Casto nie sii v siilade s tymito vybldseniami. Co sa tyka zdkaznikov, prieskumy naznadili, Ze je
potrebné zosiladit vnimanie manazmentu s vnimanim zdkaznikov. Stretnutia manazérov
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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. This judgement can be illustrated by some examples or evidence in
order not to overcomplicate the scoring exercise. However, those who want to go further
can put all the examples or evidence in the different boxes of the 4 phases and calculate the
average for each phase.

¢ Calculate the sum of the four phase scores and divide by 4 in order to obtain a score on
100 for the enabler sub criterion. This score should be plausible and consistent e.g. total
scoring should not exceed 40 if any of the four evaluation criteria (Plan, Do, Check, Act) is

lower than or equal to 20. It should not exceed 60 if any of the criteria is lower than 30.

EXAMPLE of a fine-tuned scoring: Enablers — sub criterion 1.1:
Provide direction to the organisation by developing its mission, vision and

values

Synthesis of the evidence emerged in self-assessments (starting points for improvement

planning and basis for scoring).

1.1.a. - Avision 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.

1.1.b — Nothing has been done yet in the area of values statement and code of conduct.

L1c—  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
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a zamestnancov so zdstupcami obcanov boli napldnované a uskutocnia sa v krdtkej dobe. Tiez
bolo rozhodnuté, Ze sa budi kazdorocne realizovat prieskumy zamestnancov a zdkaznikov.
Zdroven sa naplanovalo celoorganizacné samohodnotenie.

1.1.d - Vyssie uvedené prieskumy by mali zarucit, Ze v budiicnosti budii vybldsenia vizii a poslania
pravidelne preskimavané a aktualizované, beriic do sivaby potreby a ocakdvania zdkaznikov/
zainteresovanych stran. Takisto zapojenie zamestnancov sa zvysi spolu s intenzitou komunikdcie
v rdmci organizdcie.

Vyssie uvedené zistenia boli prenesené do nasledovnej tabulky predpokladov, aby umoznili

stanovenie komplexného bodového hodnotenia subkritéria.

Poznamka: To nemusi nevyhnutne znamenat, Ze sa uréuji bodové hodnotenia pre jednotlivé
priklady; prazdne policka tabulky sa pouZiju na zaznamenanie dokazov ziskanych pocas
hodnotenia subkritéria a tie budd vyuzité pri stanoveni celkového bodového hodnotenia

subkritéria. Takisto mézu byt vyuzité ako ndmety na vedenie diskusie pocas konsenzu.

98

CAF Scoring and Assessment panels

representatives of citizens have been planned and will take place soon. The decision was also taken
to conduct employees and customer surveys every year. An administration wide self-assessment is
also being planned.

1.1.d— 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 organization.

The above findings have been placed in the following 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 evidences collected during the
sub criterion assessment to a global sub criterion scoring. And a way to guide the discussion

in the consensus meeting.
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PANEL VYSLEDKOV 2
Stupnica 0-10 11 - 30 31-50 51-70 71-90 91 - 100
TRENDY Ziadne Negativny | Stagnujici Trvaly Podstatny Pozitivne
meranie trend trend alebo pokrok pokrok vysledky
mierny v porovndvani
\ pokrok / /V s relevantnymi
4 organizdciami
Bodové
hodnotenie
CIELE Ziadne Vysledky | Niekolko Niektoré Vicsina Vsetky
alebo nenaplfiajii | stanovenych | stanovené | stanovenych |  stanovené
ndhodné | stanovené cielov je ciele st cielov je ciele su
informdcie ciele splnenych splnené splnend splnené
Bodové
hodnotenie
Spolu
Bodové hodnotenie
Pokyny

+ Posudte zvlase trend vasich vysledkov za posledné 3 roky a dosiahnuté ciele za posledny
rok.

¢ Pridelte bodové hodnotenie trendu od 0 do 100 na stupnici rozdelenej na 6 trovni.

¢ Pridelte bodové hodnotenie dosiahnutym ciefom za posledny rok na stupnici od 0 do 100
rozdelenej na 6 trovni.

*  Vypoditajte sucet bodovych hodnoteni za trendy a dosiahnuté ciele a vydelte 2 s cielom
ziskat pocet bodov zo 100 moznych pre subkritérium vysledkov.

PRIKLAD bodového hodnotenia pre pokrocilych: Vysledky — subkritérium 9.1:
Posad'te dokaz o definovanych cieloch dosiahnutych organiziciou cez
externé vysledky: vystupy a vysledky vo vztahu k cielom

Syntéza dokazov ziskanych samobodnotenim (Startovaci bod pre planovanie zlepsovania
a zdklad pre bodové bodnotenie).

Pri priprave strategického stretnutia zaciatkom roku bola vypracovand sprdva pre vrcholovy manazment
o kliicovych vysledkoch vykonnosti za posledny rok s cielom optimalizovat strategické planovanie na
budici rok. Zdver tejto spravy bol jasny: ciele vykonnosti boli naplnené viac nez na 50 %, co je v porov-
nani s predchddzajiicim rokom 10 % ndrast. Ocenenie tychto zdverov bolo velmi adresné a umoZnilo Zivi
diskusin medzi clenmi vrcholového manazmentu.

102

RESULTS PANEL 2
Scale 0-10 11 -30 31-50 51-70 71-90 91 - 100
TRENDS No Negative Flat trend | Sustained | Substantial Positive
measure- trend ormodest | progress progress comparison
ment progress with relevant
\ / /V organisations
/: for all results
Score
TARGETS No or Results | Few targets Some Most of the All the
anecdotal do not are met relevant relevant targets
information meet targets targets are met
targets are met are met
Score
Total/200
Score/100
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.

* Calculate the sum for the trends and targets achievement and divide by 2 in order to obtain

a score on 100 for the result sub criterion.

EXAMPLE of a fine-tuned CAF scoring: Results— sub criterion 9.1:
Key performance results. External results.

Synthesis of the evidence emerged in self-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 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 last year a progress of 10% was established. The appreciation of
these conclusions were far from anonymous and gave way to intensive discussions among the members of
the board.
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RESULTS PANEL 2 - Scoring 9.1

PANEL VYSLEDKOV 2 - bodové hodnotenie subkritéria 9.1
Stupnica 0-10 11 - 30 31-50 51-70 71-90 91 - 100
TRENDY Ziadne Negativny | Stagnujici Trvaly Podstatny Pozitivne
meranie trend trend alebo pokrok pokrok vysledky
mierny v porovndvani
\ pokrok / /V s relevantnymi
4 organizdciami
Bodové
hodnotenie 45
CIELE Ziadne Vysledky | Niekolko Niektoré Vicsina Vsetky
alebo nenaplfiajii | stanovenych | stanovené | stanovenych |  stanovené
ndhodné | stanovené cielov je ciele st cielov je ciele su
informdcie ciele splnenych splnené splnend splnené
Bodové
hodnotenie 65
Spolu 110
Bodové hodnotenie 55
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Scale 0-10 11 -30 31-50 51-70 71-90 91 - 100
TRENDS No Negative Flat trend | Sustained | Substantial Positive
measure- trend ormodest | progress progress comparison
ment progress with relevant
\ / /V organisations
/: for all results
Score 45
TARGETS No or Results | Few targets Some Most of the All the
anecdotal do not are met relevant relevant targets
information meet targets targets are met
targets are met are met
Score 65
Total/200 110
Score/100 55
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Postup zlepsSovania organizicii verejnej spravy podla modelu CAF

Proces samohodnotenia moze byt navrhnuty a realizovany réznymi sposobmi. Velkost organi-
zacie, jej kulttra a predchddzajice sktisenosti s nastrojmi komplexného manazérstva kvality st
hlavnymi parametrami, ktoré pomahaju ur¢it najvhodnejsi sposob realizicie samohodnotenia.
Zakladnym vychodiskom je chdpanie samohodnotenia ako projektu, tzn. s presne stanovenym
zaCiatkom, terminom ukoncenia, pridelenymi zdrojmi (ludskymi, finan¢nymi a inymi)

a zodpovednymi osobami.

V tejto kapitole je zadefinovanych 10 krokov procesu samohodnotenia, ktoré st povazované za
vhodné pre vicsinu organizacii.

Je dolezité zdoraznit, ze navrhnuty postup vychddza zo sktisenosti mnozstva organizcii, ktoré
pouzivaji model CAF. KedZe kazdé samohodnotenie je svojim spésobom unikdtne, mal by byt
tento ndvod vnimany skor ako in$pirdcia pre zamestnancov, zodpovednych za realizdciu
samohodnotenia, a nie ako presny/zavizny postup.

Fdza 1 — Zaciatok cesty s modelom CAF

Krok 1 ROZHODNITE SA, AKO BUDETE PLANOVAT
A ORGANIZOVAT SAMOHODNOTENIE

Silny spolo¢ny zdvizok a vlastnicky vztah vrcholového manaZmentu a zamestnancov
organizicie k projektu je najpodstatnej$i prvok zabezpecenia uspechu procesu

samohodnotenia.

Skisenosti mnohych organizacii ukazujd, ze pre vznik spolo¢ného zavizku a vlastnickeho
vztahu je nevyhnutné ziskat jednoznaéné rozhodnutie vrcholového manazmentu prostrednic-
tvom cielenej diskusie so zainteresovanymi stranami. Toto rozhodnutie potom jasne demon-
struje ochotu vrcholového manaZzmentu byt aktivne zapojeny do procesu prostrednictvom:

* uznania pridanej hodnoty samohodnotenia,

¢ zabezpecenia otvorenej mysle,

¢ re$pektu k vysledkom,

s pripravenosti k naslednému zacatiu zlep$ovania.

To zahffia i zdvizok vytvorit rezervu finanénych prostriedkov na vykonanie samohodnotenia

profesiondlnym spdsobom.
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Guidelines to improving organisations using CAF

The process of self-assessment 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 process of self-
assessment will be.

In this chapter we have identified a 10 step self-assessment process 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 self-assessment 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.

Phase 1 — The start of the CAF journey

Step 1 DECIDE HOW TO ORGANISE AND PLAN THE SELF-
ASSESSMENT

A high level of commitment and shared ownership between the senior management and the
people of the organisation are 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 recognizing

¢ the added value of the self-assessment,

 guaranteeing the openness of mind,

* respect for the results,

¢ 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.
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Vedomosti o moznych prinosoch samohodnotenia podla modelu CAF (pozri kapitolu Uvod:
Hlavné charakteristiky), informacie o S$truktdre modelu a procese samohodnotenia st
nevyhnutnymi prvkami pre zabezpecenie zakladnej informacie, na zaklade ktorej vrcholovy
manazment rozhodne. Pre vietkych vrcholovych manazérov je dolezité presvedcenie o tychto

prinosoch od samotného zaciatku.

Prieskum 2005 - Najdolezitejsie prinosy samohodnotenia podla modelu CAF
Prieskum medzi pouzivatelmi modelu CAF z roku 2005 ukézal, Ze hlavné prinosy
samohodnotenia zahfnaju:

o efektivnu identifikdciu silnych strnok organizicie a oblasti, kde je potrebné realizovat

zlepSovanie,

identifikaciu relevantnych aktivit na zlep$ovanie,
¢ zvySené povedomie a komunikdciu v organizicii,

* zamestnanci sa zacali zaujimat o manazérstvo kvality.

V stvislosti s ostatnymi nastrojmi komplexného manazérstva kvality pouzivatelia modelu
CAF konstatovali, Ze model CAF je jednoduché pouzivat pri nizkych ndkladoch a je dobre

prisposobeny verejnému sektoru.

V tejto fize je nesmierne dolezité, Ze jedna alebo viac 0sdb v organizicii preberd na seba
zodpovednost za zachovanie vyssie uvedenych zikladnych principov. Dobrym ndpadom je
kontaktovat organiziciu, ktord je v danej krajine zodpovedna za rozsirovanie modelu CAF
(pozti webovi stranku EIPA www.eipa.eu) a poziadaf ju o prezenticiu modelu CAF alebo
ziskat informdcie od dalsich organizicii, ktoré uz model CAF pouzili a st ochotné podelit sa
o svoje skuisenosti.

S ciefom podporit zamestnancov organizicie pri samohodnoteni, je dolezité, aby sa
konzultacie uskutocnili pred prijatim kone¢ného rozhodnutia o vykonani samohodnotenia.
Okrem vseobecnych prinosov vykonania samohodnotenia, skdsenosti ukazuji, ze vela
zamestnancov vnima model CAF, ako vynikajticu prileZitost ziskat detailnejsi prehlad o svojej

organizacii. Tym vzrastd zdujem o aktivne zapojenie sa do rozvoja organizdcie.

Pre niektoré organizicie moze byt tiez relevantné poziadat pred vykonanim samohodnotenia
o sthlas alebo schvalenie externé zainteresované strany. To moZe zahffiat aj politikov alebo
vy$$i manazment organizdcii, ktori si prirodzene zapojeni do prijimania manazérskych
rozhodnuti. Klucové externé zainteresované strany mézu zohrdvat vyznamna tlohu, zvlase

v oblasti zberu a spracovania tidajov, a zaroven st potencialni prijimatelia prinosov zmien.
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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 2005 - The most important benefits of a CAF self-assessment
The CAF users’ survey of 2005 shows that major benefits of a self-assessment include:

* Effective identification of the strengths of the organisation and the areas where
improvement has to be made

¢ Identification of relevant improvement actions

¢ Increased level of awareness and communication throughout the organisation

¢ People started to become aware and interested in quality issues

In relation to other TQM tools the CAF users generally find CAF to be easy to use, low
cost and well adapted to the public sector.

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) 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 are willing to share their experience.

In order for the people of 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 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 also potentially benefit from changes
regarding some of the areas of improvement that may be identified.
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Uvodné planovanie samohodnotenia
Proces planovania moze zacat, ak bolo rozhodnuté vykonat samohodnotenie. Jednou zo

zakladnych casti tohto rozhodnutia je definovanie rozsahu a pristupu k samohodnoteniu.

Casto kladenou otazkou je, ¢i musi samohodnotenie zahfnat celd organiziciu alebo len jej
jednotlivé casti, ako s odbory alebo sekcie. Odpoved: jednotlivé casti organizicie mozu
vykonat samohodnotenie, ale v zdujme zhodnotit vietky kritérid a subkritérid zmysluplnym
sposobom, musia mat dostatoénti autonémiu v rimci organizacie, tzn. maja vlastné poslanie
a podstatnt zodpovednost za ludské zdroje a financné procesy. V tychto pripadoch je
nevyhnutné hodnotit relevantné vztahy dodévatel/zikaznik rovnako ako vzfahy zaintere-
sovanych strin medzi vybranym ttvarom a zvy$kom organizicie.

Odporica sa zahrndt do rozhodnutia manazmentu aj vyber panelu bodového hodnotenia,
keory bude pouzity. Model CAF pontika dva spdsoby bodového hodnotenia. Organizicia by si
mala vybrat na zdklade kritérif:

¢ mnozstva ¢asu, ktory chce bodovému hodnoteniu venovat,

 urovne skasenosti a vyspelosti.

Velmi dolezitou ¢innostou, ktortt musi vrcholovy manazment v tejto fize vykonat, je
vymenovanie projektového manazéra/garanta samohodnotenia. Ulohy, ktoré projektovy

manazér/garant bezne vykonava, zahfnaja:

Detailné naplanovanie projektu vratane jeho komunikacie.

Komunikdcia a konzulticie so véetkymi zainteresovanymi stranami o projekte.
Organizovanie Skoleni CAF timu.

Zhromazdovanie potrebnych dokumentov a dokazov.

Aktivna Gcast na praci CAF timu.

Pomahanie procesu hladania konsenzu.

Spracovanie ziverecnej verzie samohodnotiacej spravy.

© N LR w

Podpora manazmentu pri urcovani prioritnych aktivit a ndvrhu akéného plinu
zlepSovania CAF.

Poziadavky na kompetencie projektového manazéra/garanta st vysoké. Tito osoba musi
disponovat jednak vysokou znalostou vlastnej organizacie, ako aj modelu CAF a zdroven byt
schopnd pomédhat procesu samohodnotenia. Vymenovanie spravneho projektového
manazéra/garanta, krory ma tieto vedomosti a doveru vrcholového manazmentu a zamest-
nancov organizicie, je jednym z klta¢ovych manazérskych rozhodnuti, ktoré ovplyviiuju kvalitu
a vysledok samohodnotenia. Vhodné $kolenia o projektovom manazérstve si dostupné na

ndrodnej i eurdpskej tirovni.
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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 in this - that 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,

* on the level of experience and maturity.

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;

R N O L AW N =

Supporting the management in prioritising actions and out-lining 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 and 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.
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Pre niektoré organizdcie st jazyk a priklady pouzivané modelom CAF nezrozumitelné a vzdia-
lené od ich kazdodennej praxe. Ak problém dostatoéného pochopenia modelu CAF nie je
vyrieSeny vcas, prindsa to problémy pri jeho priamom pouziti. RieSenim moze byt Géast na
skoleniach o modeli CAF, pripadne nevyhnutné prispdsobenie modelu CAF $pecifikim
organizacie (napr. sektor posobenia, umiestnenie organizicie v rimci hierarchie verejnej spravy
a pod.). Pred zacatim tejto ¢innosti je vhodné informovact sa, ¢i toto nevyhnutné prispésobenie
modelu uz nevykonala ind organizicia s podobnym charakterom. Tuto informaciu moze
poskytnut:

* organizacia zodpovedna za rozsirovanie modelu CAF v danej krajine,

* Informacné centrum modelu CAF v EIPA.

Krok 2 KOMUNIKUJTE O SAMOHODNOTEN{

Velmi délezitou ¢astou pldnovania, ked je uréeny pristup k samohodnoteniu, je navrh
komunika¢ného plinu projektu. Tento plin zahrfia komunikacné aktivity orientované na
vietky zainteresované strany v projekte so zvldStnym dorazom na stredny manazment
a zamestnancov organizacie.

Komunikicia je zdkladnou oblastou vo vsetkych projektoch manazérstva zmeny, ale zvlase, ked
organizicia realizuje samohodnotenie. Ak nie je komunikicia o zdmere a aktivitich
samohodnotenia jasnd a dostato¢na, je velmi pravdepodobné, ze pokus o samohodnotenie
bude vnimany len ako ,dalsi projekt“ alebo ,,cvicenie manazmentu®.

Rizikom je, ze tieto domnienky sa stavaji automaticky sa plniacim proroctvom, ked’ze sa da
ocakavat urc¢itd miera neochoty stredného manazmentu a ostatnych zamestnancov, byt plne
zainteresovanymi alebo zapojenymi do projeketu.

Prieskum 2005 - Vyznam komunikacie pre vytvorenie vlastnickeho vztahu

zamestnancov k projektu samohodnotenia je vo vSeobecnosti podceriovany

Dolezitym zaverom posledného prieskumu medzi pouzivatelmi modelu CAF je zistenie,
Zze nestanovili dostato¢ne priority komunikacie vo vztahu k zamestnancom pocas
projekeu. Poucenie pre buddcnost: jednym z hlavnych potencialnych prinosov modelu
CAF pre organizaciu je zvySenie tirovne povedomia a komunikdcie v rimci organizacie. Ale
toto je mozné dosiahnut len vtedy, ak manazment a zamestnanci, zodpovedni za
samohodnotenie podla modelu CAF, su aktivni od samotného zac¢iatku a komunikuja
o0 zamere a potencidlnych prinosoch samohodnotenia a zapijaji zamestnancov a stredny

manazment organizacie.
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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 early in the
familiarisation of the model, it can later be an obstacle in the process of self-assessment. 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,
¢ the CAF Resource Centre at EIPA.

Step 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 of 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 and 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
a reluctance from middle managers and other people to be fully committed or involved.

Survey 2005 - The importance of communication to create ownership by the

employees is generally underestimated

An important conclusion of the latest CAF users’ survey is that the users of CAF find that
they have generally not prioritised sufficiently 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 realized 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.
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Dolezitym vysledkom véasnej komunikacie je zvySenie zdujmu niektorych zamestnancov
a manazérov o priame zapojenie do prace CAF timu. Zapojenie by malo byt dosahované
prostrednictvom osobnej motivacie.

Motivicia by mala byt zdkladnym prvkom zapdjajicim zamestnancov do celého procesu
samohodnotenia. Zamestnanci musia mat jasnd predstavu o déele samohodnotenia:
zlep$ovanie celkovej vykonnosti organizicie. Komunika¢nd politika o samohodnoteni by sa
mala zamerat na vSestranne prospe$ny vysledok pre vSetky zainteresované strany,
zamestnancov a obcanov/zdkaznikov.

Takdto jasnd a jednotna komunikacia vo vztahu ku vSetkym zainteresovanym stranim pocas

vetkych podstatnych fiz projektu je klucom k zaisteniu tspesného priebehu projektu

a néslednych ¢innosti. Projektovy manazér/garant spolu s vrcholovym manazmentom

organizdcie by mal zabezpe(it, aby sa takdto komunika¢nd politika zameriavala na nasledovné:

1. Aky moze mat samohodnotenie vyznam.

2. Preco je prioritou.

3. Ako je prepojené so strategickym planovanim organizacie.

4. Ako je prepojené (napr. ako prvy krok) so vSeobecnym usilim zlepSovania vykonnosti
organizcie, napr. prostrednictvom zavddzania inovativnych operativnych programov
reforiem.

Komunika¢ny pldn by mal rozliSovat a posudzovat nasledujtice prvky:
¢ cielovd skupina,

* sprava,

o médium,

* odosielatel,

 opakovatelnost,

* ndstroje.

Fiza 2 — Proces samohodnotenia

Krok 3 VYTVORTE JEDEN ALEBO VIACERE SAMOHODNOTIACE
TIMY - CAF TIMY

CAF tim by mal reprezentovat organizaciu v ¢o najvicSej miere. Zvycajne su v time zahrnuti
zamestnanci z roznych Casti organizicie, v roznych funkciach, s roznymi skdsenostami a z roz-
nych riadiacich arovni organizicie. Cielom je vytvorit ¢o najefektivnej$iu skupinu, ktord bude
schopna poskytnut najobjektivnejsi a najdetailnejsi vntitorny pohlad na organizaciu.
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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.

So 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 it is connected to the strategic planning of the organisation;

4. how it is connected (for example as the first step to) 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,

e tools.

Phase 2 — Self-Assessment Process

Step 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 an effective 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.
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Postup zlepSovania organizicii verejnej spravy podla modelu CAF

Skusenosti pouzivatelom modelu CAF ukazuju, ze timy st tvorené 5 - 20 ¢lenmi. Napriek
tomu sa odporica, aby tim mal cca 10 ¢lenov (z dovodu efektivneho a neformalneho 3tylu

prace).

V pripade velkych a komplexne pdsobiacich organizacif je vhodné zostavit viac ako jeden CAF
tim. V tomto pripade je nevyhnutné, aby navrh projektu bral do dvahy nutnt koordindciu
prace tychto timov. Clenovia by mali by€ vyberani skor na zaklade trovne poznania organizcie
a ich osobnych zru¢nosti (napr. analytické a komunikaéné zru¢nosti), nez na ziklade ich
profesionalnych zruénosti ako takych. Vyber moze byt zaloZeny na dobrovolnosti, ale len
projektovy manazér/garant a manazment nesd zodpovednost za kvalitu, réznorodost a dovery-
hodnost CAF timu.

Projektovy manazér/garant CAF timu moze tiez CAF tim priamo viest, ¢o moze pomdct
kontinuite projektu, zaroven sa v$ak musi dbat na predchadzanie stretu zdujmov.

Dolezité je, aby ten, kto vedie CAF tim/metodik, mal déveru vSetkych ¢lenov timu. Musi byt
schopny moderovat diskusie ¢estnym a efektivnym spdsobom, ¢o umozni kazdému prispiet
k celému procesu. Moze byt zvoleny samotnym CAF timom. Pre Gspesny priebeh stretnuti CAF
timu je potrebné zabezpedit:

+ funkény sekretariat,

*  vhodné priestory,

* podporu IKT.

Casto kladenou otizkou je, ¢i by mali byt vrcholovi manazéri ¢lenmi CAF timu. Odpoved: to
zavisi od kultary a tradicie organizicie. Ak je manazment zapojeny, moze poskytndt
dodato¢né informacie a zvysit pravdepodobnost, Ze bude mat vlastnicky vztah k dalSej
implementacii stanovenych zlepSovacich aktivit. Zvy$uje to tiez réznorodost a reprezen-
tativnost CAF timu. Ale ak kultdra organizicie tomuto zloZeniu naklonena nie je, potom je
kvalita samohodnotenia ohrozend, pretoZe jeden alebo viaceri ¢lenovia CAF timu sa moézu citit

obmedzovani a nie st schopni prispievat alebo volne diskutovat.

Krok 4 ZORGANIZUJTE SKOLENIE
Informovanie a vzdeldvanie manazmentu

Dobrovolné zapojenie vrcholového a stredného manazmentu i ostatnych zainteresovanych
strdn do vzdeldvania o samohodnoteni podla modelu CAF moéze byt prinosom pre projekt.
Prehlbi to vedomosti a pochopenie konceptu komplexného manazérstva kvality vo vieobec-

nosti a zvlast modelu CAF.
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The experience of the CAF users shows that groups are composed with between 5 - 20
participants. However, in order to secure an effective and relatively informal working style,
groups 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,

» 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 to 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.

Step4 ORGANISE TRAINING
Information and training of management
It could be of value to involve top, middle management and other stakeholders in self-

assessment training, on a voluntary basis, to widen knowledge and understanding of the
concepts of TQM in general and self-assessment with CAF in particular.
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Informovanie a vzdelavanie CAF timu

CAF timu mus{ byt jasne predstaveny model CAF ako taky a vysvetlend podstata a ciele
samohodnotenia. Ak projektovy manazér/garant absolvoval vzdelavanie v predstihu, je velmi
dobré, ak zohrd vo vzdeldvani vyznamnt tlohu. Okrem teoretickej ¢asti by malo vzdeldvanie
obsahovat aj praktické cviCenia, aby ucastnici lahsie prijimali principy manazérstva kvality
a tiez, aby si nacvicili dosahovanie konsenzu, pretoze vo vicsine pripadov st tieto principy

a najmi dosahovanie konsenzu ¢lenom timu nezndme.

Informac¢né centrum modelu CAF v EIPA organizuje kazdy rok $kolenia $kolitelov, podobné

aktivity st organizované vo viacerych eurépskych krajinach.

Pre zhodnotenie organizicie ¢o najefektivnej$im sposobom, potrebuje CAF tim zoznam rele-
vantnych dokumentov a informdcii, ktoré pripravi projektovy manazér/garant. Preto aj pre
vzdelavanie je vhodné mat takyto zoznam k dispozicii. Spolo¢ne by sa malo v rdmci
vzdelavania hodnotit jedno subkritérium z kritérii predpokladov spolu s jednym subkritériom
kritérif vysledkov. To poskytne CAF timu lepsiu predstavu o tom, ako samohodnotenie podfa
modelu CAF funguje. Konsenzus je potrebné dosiahnut v oblasti hodnotenia silnych strinok

organizacie, v oblasti pre zlepSovanie a v tom, ako bodovo hodnotit.

Dalsou relevantnou aktivitou, ktord by si mal CAF tim precvi¢it a krord pocas pisania
samohodnotiacej spravy Setri cas, je ziskanie spolo¢ného obrazu o klti¢ovych zainteresovanych
stranach organizicie, tzn. tych, ktoré maji hlavny zaujem na jej ¢innostiach: obc¢ania/zikaz-
nici, politici, doddvatelia, partneri, manazéri a zamestnanci. Je potrebné jasne urcit
najdolezitejsie sluzby a produkty, poskytované alebo prijimané, spolu so zainteresovanymi

stranami a klu¢ovymi procesmi na ich zabezpecenie.

Krok S VYKONAJTE SAMOHODNOTENIE

Vykonajte individudlne samohodnotenie

Od kazdého ¢lena CAF timu, ktorému boli projektovym manazérom/garantom poskytnuté
relevantné dokumenty a informdcie, sa vyZaduje primerané zhodnotenie organizicie z pohladu
kazdého subkritéria. Toto hodnotenie vychddza z vlastnych vedomosti a skusenosti,
nadobudnutych pocas price v organizicii. Kazdy ¢len CAF timu si zaznamena kltucové slovd
dokazov o silnych strinkach a oblastiach pre zlep3enie. Odporuca sa naformulovat oblasti pre
zlepSovanie ¢o najkonkrétnejsie, aby to ulahéilo identifikiciu navrhovanych aktivit v dal3ej
faze. Nésledne by sa mali tieto zistenia zosumarizovat a bodovo ohodnotit kazdé subkritérium

v stlade s vybranym panelom bodového hodnotenia.
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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 behaviours 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 afterwards - 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 S UNDERTAKE THE SELF-ASSESSMENT

Undertake individual assessment

Each member of the self-assessment group, using the relevant documents and information
provided by the 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 overview their findings and score each sub criterion, according to the scoring panel that
has been chosen.
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Metodik musi byt schopny reagovat na otdzky ¢lenov CAF timu pocas individualneho samo-
hodnotenia. Musi takisto koordinovat zistenia clenov CAF timu v rdmci pripravy na stretnutie,
na ktorom sa bude hlada¢ konsenzus.

Timové dosahovanie konsenzu

Akonihle bolo vykonané individudlne samohodnotenie, mal by sa CAF tim zist a dohodnut sa
na silnych strankach, oblastiach pre zlep$ovanie a bodovo ohodnotit kazdé subkritérium.
Otvoreny dialdg a diskusia je nevyhnutna pre dosiahnutie konsenzu, takisto ako je dolezité
pochopit, preco existuju rozliéné pohlady na silné stranky, oblasti pre zlep$ovanie a bodové
hodnotenie. Toto je hlavnou ¢astou prinosu, ktory pocas dosahovania konsenzu ¢lenovia CAF
timu ziskaju. Poradie hodnotenia deviatich kritérii si moze ur¢i¢ CAF tim. Poradie hodnotenia
kritérif nie je striktne dané, ale odportca sa dodrzat logiku modelu - prepojenie stvisiacich
kritérii.

Hladanie konsenzu

Ako dosiahnut konsenzus?

Na ceste ku konsenzu moéze byt pouzitd 4-krokovd metdda:

1. Kazdy ¢len CAF timu individualne prezentuje vSetky dokazy tykajuce sa identifikovanych
silnych strdnok a oblasti pre zlepSovanie pre dané subkritérium.

2. Dosiahnutie konsenzu o silnych strdnkach a oblastiach pre zlepSovanie; toto sa obycajne
realizuje po zvZeni vietkych dodato¢nych dokazov alebo informacii.

3. Prezentdcia rozpitia individualnych bodovych hodnoteni jednotlivych subkritérii.

4. Dosiahnutie konsenzu o konecnej verzii bodového hodnotenia.

Doékladna priprava tohto stretnutia, organizovaného projektovym manazérom/garantom,
metodikom a jednotlivymi ¢lenmi timu, je zdrukou hladkého priebehu stretnutia bez ¢asovych

strt. V rdmci pripravy stretnutia byva obvykle vyuzité nasledovné rozdelenie tloh:

Projektovy manazér/garant md najmd:

o zabezpecit pristup k potrebnym dokumentom a informdciam v organizdcii,

s zorganizovat stretnutie CAF timu,

s zabezpecit komunikdciu o samohodnoteni na sirovni vrcholového manazmentu,
o vytvorit clenom CAF timu podmienky na vykonanie samobodnotenia,

o aktivne sa zicastnit na prici CAF timu,

s napomdhat procesu hladania konsenzu.
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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, 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.

A good preparation of the meeting by the chairperson (e.g. collection of important

information, coordination of the individual assessments) can lead to smooth running of

meetings and important time saving,
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Metodik md najmd:
o zhromazdit vsetky individudlne samobodnotenia,
o vytvorit z tychto podkladov ucelensi samobodnotiacu spravu (prvy ndvrh),

s po dosiabnuti konsenzu pripravit konecnii verziu samohodnotiacej spravy.

Clenovia CAF timu maji najma:

o spracovat individudlne samohodnotenie za pridelené kritérid/kritérium/subkritérium,
s obozndmit sa s pryym ndvrhom ucelenej samohodnotiacej sprdvy,

¢ bodovo ohodnotit’ vsetky subkritérid,

o poskytnit metodikovi siicinnost pri priprave konecnej verzie samobodnotiacej spravy.

Sekretaridt md najma:

o zabezpecit distribiiciu prvého ndvrhu samohodnotiacej spravy vsetkym clenom CAF timu,

o zabezpecit' podporu vietkym clenom CAF timu (napr. zhromazdenie a spracovanie dodatocnych
dokumentov a informdcii),

o zaznamendvat pocas stretnutia vystupy a ndmety z diskusie,

s zaznamendvat vysledné bodové hodnotenie,

*  organizacne zabezpeCit stretnutie.

Prieskum 2005 - Pridand hodnota diskusii

Vseobecne plati, ze postup tvorby ziverov bol ten isty, ako bolo mozné pozorovat
v prieskume roku 2003: vicsina konsenzov bola dosiahnutd po diskusidch. Samotna
diskusia je velmi Casto povazovana za skuto¢ni pridant hodnotu samohodnotenia. Ked
sa dosiahne konsenzus, vysledok je ovela viac nez len prostd sumarizicia individudlnych
nazorov. Odraza spolo¢né videnie reprezentativnej skupiny a tymto spdsobom koriguje
a presahuje subjektivne individualne nazory. Objastiujtice dokazy. Vyjadrenie odévodneni
rozliénych pohladov na silné a slabé stranky je casto hodnotené ako dolezitejsie nez
samotné bodové hodnotenie.

Metodik je zodpovedny a hrd kla¢ovi dlohu pri dosahovani skupinového konsenzu. V kazdom
pripade diskusia md byt zalozend na jasnych dokazoch o vykonavanych aktivitich a dosiah-
nutych vysledkoch. Model CAF obsahuje zoznam relevantnych prikladov (aktivit) pre lepsiu
identifikaciu vhodnych dékazov. Tento zoznam je indikativny, nie je povinné pokryt vsetky
priklady, ale iba tie, ktoré st relevantné pre organiziciu. Avsak CAF tim moéze doplnit

existujice priklady novymi prikladmi, ak ich povazuje za relevantné pre organizaciu.
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Survey 2005 - The added value of discussions

Overall, the practice of coming to conclusions was the same as observed in 2003: the
majority 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 evidences 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.
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Ulohou prikladov je detailnejsie vysvetlit obsah subkritérii s ciefom:

1. Zistit, ako organizicia spliia poziadavky vyjadrené v subkricériu.
2. Poskytnat pomoc pri identifikdcii dokazu.
3. Byt indikiciou dobrej praxe v danej $pecifickej oblasti.

Ako bodovo hodnotit

Model CAF poskytuje dva sposoby bodového hodnotenia: klasicky postup a postup pre
pokrocilych. Obidva systémy bodového hodnotenia st v tejto prirucke detailne vysvetlené.
Odportca sa pouzit klasické bodové hodnotenie, ak organizicia nema skusenosti so

samohodnotenim a/alebo s komplexnym manazérstvom kvality.

Dizka trvania samohodnotenia

Porovnanie skutoénej a planovanej dizky samohodnotenia podla prieskumu 2005 ukazuje, 7e
2-3 dni je prili§ kratka doba na realizaciu spolahlivého samohodnotenia, zatial ¢o 10 dni a viac
je prili§ dlha doba. Je tazké navrhnue idealny ¢asovy harmonogram pre samohodnotenie podla
modelu CAF, vzhladom na mnoZstvo roznych okolnosti, ktoré ovplyviiuju priebeh
samohodnotenia. To zahfna napr. zimery manazmentu, ¢asové hladisko, zdroje a odborny
potencial k dispozicii projektu, dostupnost ddt, ¢as a informacie zainteresovanych strn a poli-
tické tlaky. Aviak pre vicsinu organizicii je dlzka trvania samohodnotenia do 5 dni

standardom, vratane individudlnych samohodnoteni a stretnutia na dosiahnutie konsenzu.

Velka vicsina organizicii dokoncila celé samohodnotenie podfa modelu CAF v rimci troch
mesiacov, vratane pripravy, samohodnotenia, prijatia zdverov a formuldcie akéného planu
zlepSovania CAF.

Tri mesiace od rozhodnutia vykonat samohodnotenie po vytvorenie akéného plinu
zlepSovania CAF sa zdaji byt idedlnou dobou na udrZanie sdstredenia sa na projekt.
S predlzovanim casu sa zvySuje riziko poklesu motivicie a zaujmu vSetkych zapojenych stran.
Naviac sa moze zmenit situdcia medzi zaciatkom projektu a jeho ukoncenim. V takomto
pripade ani samohodnotiaca spréva, ani bodové hodnotenie neodraza redlny stav. Toto je velmi
casté, pretoze zlepSovanie organizicie za pomoci modelu CAF je dynamicky proces, a preto je

aktualizicia Gdajov a informacif beznou sti¢astou procesu.
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The role of the examples is to explain the content of the sub criteria in more detail in order to:

1 explore how the administration answers the requirements expressed in the sub criterion;
2 provide assistance in identifying evidence; and

3 bean indication 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, based on the survey 2005, 2 to 3 days seems to be
rather short to do a reliable self-assessment whilst 10 days or more is too long. It is difficult to
suggest an ideal time schedule for a CAF self-assessment as there are too many variables which
include the objectives of management, the time, resources and expertise available for
investment, the availability of data, stakeholder time and information and political pressures.
However to the majority of organisations a duration of up to 5 days is the norm. This includes
individual assessment and consensus meeting(s).

The large majority of organisations completed the whole CAF application process in 3 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 stay 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 therefore
updating data and information is part of that process.
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Krok 6 NAPISTE SAMOHODNOTIACU SPRAVU

Zavere¢nd verzia samohodnotiacej spravy musi re$pektovat $truktiru modelu CAF (pozri

schému A) a sklada sa z nasledujtcich casti:

1. Popis stavu organizicie s identifikdciou silnych stranok a oblasti na zlepSovanie pre
kazdé subkritérium vratane relevantnych dokazov.

2. Bodové hodnotenie, ktoré je stanovené na zaklade prislusného panelu bodového
hodnotenia.

3. Navrhy aktivit zlepSovania.

Aby mohla byt samohodnotiaca spriva pouzitd ako zdklad pre zlepsovacie aktivity, je
nevyhnutné, aby vrcholovy manazment samohodnotiacu spravu oficidlne prijal, v lepSom
pripade odsdhlasil a schvdlil. To vyzaduje dodrzanie formdlnych pravidiel pri predkladani
materidlov vedeniu organizicie, ako je napr. interné pripomienkové konanie. Toto sa moze stat
dal$im zdrojom dodatoénych informdcii, a tym prispiet k objektivite ssimohodnotiacej spravy.
Ak bola dobre zvlidnutd komunikicia medzi CAF timom a vrcholovym manaZzmentom
(hlavna dloha projektového manazéra/garanta), potom by nemali nastat pri akceptdcii spravy
problémy. Vrcholovy manazment musi opitovne potvrdit svoj zdvizok k implementdcii
zlep$ovacich aktivit. V tejto fize je velmi dolezité komunikovat hlavné vysledky so

zamestnancami organizicie a ostatnymi zi¢astnenymi zainteresovanymi stranami.

Fdza 3 — Pldn zlepsovania (akcny plan zlepsovania CAF)/urcenie priorit

Krok 7 ZOSTAVTE PLAN ZLEPSOVANIA

Prieskum 2005: Nedostatok merani

Vela organizicii narazilo na problémy pocas prvej implementicie modelu CAF.
Nedostatok merani sposobil hlavny problém v mnohych organizicich verejnej spravy
podstupujucich samohodnotenie po prvykrit. Dosledkom bolo ¢asto vytvorenie systému
merani ako prvej zlepSovacej aktivity.

Projekt samohodnotenia nezahffia len napisanie samohodnotiacej spravy, ale musi naplnit
ucel implementicie modelu CAF. Tzn. projekt musi priamo viest k zostaveniu akéného planu

zlepSovania CAF s ciefom zvysit vykonnost organizacie.
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Step 6 DRAW UP A REPORT DESCRIBING THE RESULTS OF SELF-
ASSESSMENT

A typical self-assessment report should follow the structure of CAF (as showed in scheme A)

and consist at least of the following elements:

1 The strengths and areas for improvement for each sub criterion supported by relevant
evidence.
A score which is justified on the basis of the scoring panel.

3 Ideas for improvement actions.

In order to use the report as basis for improvement actions it is crucial that Senior
Management officially accepts the self-assessment report, 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.

Phase 3 — Improvement plan/prioritisation

Step 7 DRAFT AN IMPROVEMENT PLAN

Survey 2005: 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 doing
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.
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Akény plan zlepsovania CAF je teda jednym z hlavnych ciefov samohodnotiaceho tsilia podfa
modelu CAF a tiez ndstrojom na doplnenie, pre organiziciu podstatnych informacii do
systému strategického planovania. Akény plén zlep$ovania CAF musi predstavovat integrovany
plan organizicie na zvySenie vykonnosti organizacie ako celku.

Akény plan zlep$ovania CAF vychddza z nasledovnej logiky:

Je to systematicky integrovany pldn aktivit pre komplexné fungovanie organizécie.

2. Je vysledkom samohodnotiacej sprdvy, tiez je zalozeny na ddokazoch a udajoch
poskytnutych samotnou organizciou a ¢o je najdolezitejsie, z hfadiska zamestnancov
organizcie.

3. Vychadza zo silnych stranok, poukazuje na slabé strinky organizicie a reaguje na kazda

z nich vhodnou zlepSovacou aktivitou.

Stanovenie prioritnych oblasti pre zlepSovanie
Pri priprave akéného planu zlepSovania moze vrcholovy manazment zvazit moznost pouZitia

struktirovaného pristupu, ktory kladie nasledovné otazky:

+  Kde sa chceme v stlade s celkovou viziou a stratégiou organizicie za dva roky dostat?

+  Co musime urobit, aby sme dosiahli tieto ciele (stratégia/stanovenie tiloh)?

Proces tvorby akéného planu zlepSovania CAF moéze/ma byt Strukturovany. Vrcholovy

manazment po dohode so zainteresovanymi stranami:

1. Zhromazdi ndpady na zlepSovanie zo samohodnotiacej spravy a zatriedi tieto napady na
zlepSovanie podla jednotlivych tém.
2. Zanalyzuje oblasti na zlep$ovanie a navrhované ndpady nasledne sformuluje do
zlepSovacich aktivit bertic do Gvahy strategické ciele organizacie.
3. Stanovi priority zlepSovacich aktivit s pouzitim dohodnutych kritérii na urcenie ich
dopadu (nizky, stredny, vysoky) na oblasti pre zlep$ovanie, ako st:
¢ strategicky vyznam aktivity (kombindcia dopadu na zainteresované strany, dopadu na
vysledky organizicie, internd/externd viditelnost),
¢ jednoduchost implementacie aktivit (bertic do Gvahy ich stuper obtiaznosti, potrebné
zdroje a rychlost realizacie).
4. Pridelenie zodpovednosti za kazdu aktivitu ako aj harmonogram realizicie, vritane
potrebnych zdrojov (pozri schému B).

Je vhodné, ak st prebiehajice zlepovacie aktivity prepojené so Struktdrou modelu CAF
s ciefom umoznit ich jasny prehlad.
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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 integrated systematic action planning for the whole span of the organisations
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 vital - from the aspect of the people of
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 2 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 & identifies the

necessary resources (cf. scheme B).

It can be useful to link the ongoing improvement actions to the CAF structure in order to keep

a clear overview.
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Dalsim sposobom stanovenia priorit moze byt kombinacia:
¢ Grovne bodového hodnotenia kritéria alebo subkritéria, ktoré poskytuje prehlad
o vykonnosti organizicie v danych oblastiach,

kltcovych strategickych cielov.

Odporicania

Pokial sa samohodnotenie podla modelu CAF povazuje za zaciatok dlhodobej stratégie
zlepSovania, samohodnotenie nevyhnutne zvyrazni niektoré oblasti, ktoré mozu byt riesené
relativne rychlo a jednoducho. Prica na nich pomodze zvySeniu doveryhodnosti procesu
zlepSovania a predstavuje okamzity profit organizicie z investovaného casu a financnych
prostriedkov. Poskytuje tiez pohnutku na pokracovanie (,uspech plodi tispech”).

Dobrym ndpadom je zapojit zamestnancov, ktori sa zdcastnili na samohodnoteni do
zlepSovacich aktivit. Osobne to povazuji za odmenu a posiliuje to ich sebadoveru a moralku.
Mozu sa tiez stat priekopnikmi dal$ich zlepSovacich iniciativ.

Prieskum 2005 - Clenovia CAF timu

Clenovia CAF timu éastokrt investovali do samohodnotenia vela energie, mimo svojej
beznej prace. Casto zaéinali pracu v CAF time s pochybnostami o uéelnosti
samohodnotenia, zainteresovanosti vrcholového manazmentu, riziku otvoreného a Cest-
ného dialégu atd. Po ¢ase, ked videli, Ze veci sa berti vazne, ich motivacia a aj entuziazmus
rastol a na konci prebrali na seba plnt zodpovednost za vysledky. Tito zamestnanci maja
potencidl stat sa najmotivovanej$imi kandidatmi na timy zlep$ovania a mali by byt

vnimani v stlade s touto tlohou.

Takto zostaveny akény pldn zlep$ovania CAF vyplyvajuci zo samohodnotenia, zac¢leneny do
strategického pldnovania organizdcie sa stiva stcastou celkového manazérstva organizicie.

Krok 8 KOMUNIKUJTE O PLANE ZLEPSOVANIA

Komunikdcia je jednym z kritickych faktorov tspechu samohodnotenia a néslednych
zlepSovacich aktivit. Komunikacéné aktivity musia poskytovat vhodné informacie, spravnym
sposobom ciefovej skupine, vo vhodnom case, nielen pred a pocas samohodnotenia, ale aj po
samohodnoteni. Organizicia sa sama rozhodne, ¢ spristupni samohodnotiacu spravu.
Osvedcil sa vsak postup, ked st o vysledkoch samohodnotenia informovani vsetci
zamestnanci, t.j. o hlavnych zisteniach samohodnotenia, oblastiach pre zlep$ovanie a pldno-
vanych aktivitich zlep$ovania. Ak samohodnotiaca spriva nie je zverejnend, je ohrozend
moznost vytvorenia vhodnej platformy pre zmeny a zlepovanie. Pri kazdom komunikovani

o vysledkoch je dobré zdéraziiovat veci, ktoré organizicia robi dobre a aké su jej zamery pre
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One way to prioritise is to combine:
o the level of scoring per criterion or sub criterion which gives an idea of the organisations’
performance in all fields,

¢ 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.

Itis 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.

Survey 2005 - 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
besides their usual daily work. Very often they start their work in the SAG with some
suspicion about the usefulness of the task, the engagement 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 raise 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 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 makes 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

131



Postup zlepSovania organizicii verejnej spravy podla modelu CAF

dalsie zlepSovanie. Je vela prikladov organizicii, ktoré povazuju svoje silné stranky za
samozrejmé a zabudaju, alebo dokonca nevedia, aké dolezité je ocenit dspech.

Krok 9 REALIZUJTE/IMPLEMENTUJTE PLAN ZLEPSOVANIA

Ako je uvedené v kroku 7, naformulovanie akéného planu zlepsovania CAF je velmi dolezité.
Vela prikladov v modeli CAF mozno povazovat za prvy krok/nimet smerom k zlep$ovacim
aktivitdim. Existujica dobrd prax a manazérske ndstroje mozu byt prepojené na rozliéné
kritérid modelu. Tieto priklady s uvedené niZsie.

STN EN ISO ZlepSovacie
9000:2001 aktivity
Investors in People Prirucky pre Prieskumy spokojnosti
pouzivatefov  zamestnancov
BSC
Model CAF Prieskumy
POKLADY VYSLE! SEOkOJr,wSU
1 > 7 >  zakaznikov

Manazérstvo __| , V)?slefil}:)r y
, . ﬂ» amestnanct — o Vo vztahu —
vykonnosti \\ T~ [ Rrmmestnancom
\ [ —a Audity
Vysledky Kla¢ové

Rozvijanie Vodcovstvo N S;Ilattgyla & L| Procesy |—| vovztahuk obcm?é vysledky
i B pranorae - zakaznikom vykonnosti
poslania | ‘ /
Partnerstva & szleéiy
> zdroje [ — l{\‘0 1‘ 2 u‘ ) -

L 4 spolocnosti g

Charty — 7 o .
N o .

Obfal}.o"; / INOVACIA A UCENIE SA ISIOI | 14000
a sluzie

Rozpoctovanie, Uctovnictvo

Implementdcia tychto aktivit zlepSovania musi byt zalozend na vhodnom a doslednom
pristupe, vratane monitorovania a hodnotenia. Terminy a poZadované vysledky maju byt
zrozumite[né, maja byt urcené osoby zodpovedné za kazdu aktivitu a pre ndroc¢nejsie aktivity

maju byt pripravené alternativne scendre.

Kazdy proces manazérstva kvality musi byt zaloZeny na pravidelnom monitorovani
implementacie a hodnoteni vystupov a dopadov. Monitorovanie umozriuje prispdsobovanie
pocas implementacie, nasledné hodnotenie (vysledky a dopady) toho, ¢o sa dosiahlo a aky bol
celkovy dopad. Je nevyhnutné stanovit spdsoby merania vykonnosti aktivit (indikitory
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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 sometimes forgetting, or even not realising, how important it is to
celebrate success.

Step 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 below.

ISO 9000 Inprovement

actions

Investors in People User Manuals ~ People Surveys

BSC
Model CAF Citizen/
ABLERS RESUL (Grgsmer
> 7 }rveys

HRM - People ’

N Results
\ ‘ [ \/ Audits
Key

\\ Strategy & Citizen / Customer é

Performance __|
Management ™

/]

Mission .Leaderslnp — Planning — Processes — Oriented / Performance
Development Results Results
Partnerships & Society
/74 Resources Results ~
Citizen or = / ISO 14000
Service INNOVATION AND LEARNING
Charters
Budgeting, Accounting

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
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vykonnosti, kritérid Gspechu, atd.). Organizicie mozu pri manazérstve zlepSovacich aktivit
vyuzivat cyklus PDCA. Pre maximaliziciu prinosov zlepSovacich aktivit musia byt tieto plne

integrované do beznych procesov organizicie.

Stéle viac a viac krajin organizuje sitaze na baze modelu CAF. Samohodnotenie podla modelu
CAF moze byt tiez zikladom pre uznanie stupna vynimocnosti podla modelu vynimoc¢nosti
EFQM (EFQM Levels of Excellence - www.efqm.org).

Implementdcia akénych planov zlepSovania CAF ulah¢uje permanentné pouzivanie
manazérskych ndstrojov, ako je Balanced Scorecard, prieskumov spokojnosti zikaznikov

a zamestnancov, systémov manazérstva vykonnosti, atd.

Prieskum 2005 - Model CAF ako tivod do komplexného manazérstva kvality

Prieskum ukdzal, Ze pouzivanie nastrojov kvality alebo manazérstva kvality bolo predtym,
ako pouzivatelia aplikovali model CAF, obmedzené. NajpouzivanejSie st prieskumy
spokojnosti zakaznikov a zamestnancov, externé a interné audity, normy STN EN ISO
9000:2001 s alebo bez certifikacie, projektové manazérstvo a BSC. Ambicia pouzivat tieto

nastroje vo zvySenej miere je do buddcnosti velmi vysoka.

Krok 10 NAPLANUJTE DALSIE SAMOHODNOTENIE

Vyuzitie cyklu PDCA pre manazérstvo akéného planu zlepsovania CAF zahfnia aj nové bodové
hodnotenie modelu CAF.

Monitorujte pokrok a opakujte hodnotenie

Akonahle je vypracovany akény plan zlepSovania CAF a zacala sa implementdcia zmien, je
dolezité zabezpetit, aby zmeny mali pozitivny ti¢inok a nemali negativny vplyv na veci, ktoré
organizicia vykondvala dobre aj predtym. Niektoré organizicie zaradili pravidelné
samohodnotenie do svojich planovacich procesov - ich hodnotenia s nacasované tak, aby
informovali o kazdoro¢ne stanovovanych cieloch a navrhovanych finan¢nych zdrojoch.
Panely hodnotenia modelu CAF st jednoduché, ale vikonné nastroje pre hodnotenie pokroku

dosiahnutého implementaciou akéného planu zlepsovania CAF.

Prieskum 2005 - Model CAF sa vo v§eobecnosti aplikuje kazdé dva roky

Organizdcie suhlasia s tym, Ze na to, aby sa stala organizdcia efektivnou, musi byt model
CAF aplikovany niekolkokrit. Uprednostiiuje sa pouzitie modelu CAF kazdé dva roky
(44%). Investicie do samohodnotenia a ¢as potrebny na dosiahnutie vysledkov pocas

zlepSovacich aktivit podporuje tento nazor.
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measure the performance of the actions (performance indicators, success criterion, etc).
Organisations could use the Plan-Do-Check and Act cycle (PDCA) 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 a recognition from EFQM Levels of
Excellence (www.efqgm.org).

Implementation of CAF action plans facilitates the permanent use of management tools such
as Balanced Scorecard, customer and employee’s satisfaction surveys, performance
management systems, etc.

Survey 2005 - CAF as an introduction to TQM

The study shows that the use of quality or management instruments was limited before
users applied CAF. Most used are customer and employees satisfaction surveys, external
and internal audits, ISO 9000 /2000 standard(s) with and without certification, project

management and BSC. The ambition to use more of these tools in the future is very high.

Step 10 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 things that 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 on-
going progress of the improvement action plan.

Survey 2005 - CAF is generally repeated every 2nd year

The organisations consent that in order to be effective, the CAF has to be applied several
times. There is a preference towards the use of CAF every 2 years (44%). The investments
in the exercise and the time needed to generate results in the improvement actions
support this view.
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10 krokov, ako zlepsit organizicie verejnej spravy podla modelu CAF
Fiza 1 - Zaciatok cesty s modelom CAF

Krok 1 Rozhodnite sa, ako budete pldnovat a organizovat samohodnotenie

* zabezpecte jasné rozhodnutie manazmentu zalozené na konzulticii s organiziciou,
¢ stanovte rozsah a spdsob vykonania samohodnotenia,
* vyberte si panel bodového hodnotenia,

* vymenujte projektového manazéra/garanta samohodnotenia.

Krok 2 Komunikujte samohodnotenie

* vytvorte a implementujte komunikacny plan,

* podporujte zapojenie zamestnancov do samohodnotenia,

¢ komunikujte so vSetkymi zainteresovanymi stranami pocas jednotlivych fiz
samohodnotenia.

Fdza 2 — Proces samobodnotenia

Krok 3 Vytvorte jeden alebo viaceré CAF timy

* rozhodnite o pocte CAF timov,

¢ vytvorte CAF tim, ktory je schopny zhodnotit celtl organiziciu zo vSetkych hladisk
podla stboru kritérii,

¢ urcite metodika/metodikov CAF timu/timoyv,

¢ rozhodnite, ¢ ¢len manazmentu bude ¢lenom CAF timu.

Krok 4 Zorganizujte $kolenie

* zorganizujte informovanie a vzdeldvanie manazmentu,

¢ zorganizujte informovanie a vzdeldvanie CAF timu,

* projektovy manazér/garant samohodnotenia poskytne zoznam vsetkych relevantnych
dokumentov,

* urcite klticové zainteresované strany, dodavané produkty a sluzby, definujte kltucové
procesy.

Krok 5 Vykonajte samohodnotenie

* vykonajte individualne samohodnotenie,
* vykonajte timové hodnotenie - dosiahnite konsenzus,
* vykonajte bodové hodnotenie.

Ten step to improve organisations with CAF
Phase 1 — The start of the CAF journey

Step 1 Decide how to organise and plan the self-assessment (SA)

* Assure a clear management decision in consultation with the organisation
¢ Define the scope and the approach of the SA

¢ Choose the scoring panel

* Appoint a project leader

Step 2 Communicate the self-assessment project

¢ Define and implement a communication plan
* Stimulate involvement of the staff in the SA
¢+ Communicate during the different phases to all the stakeholders

Phase 2 — Self-Assessment Process

Step 3 Compose one or more self-assessment groups

* Decide on the number of self assessment groups

¢ Create a self assessment group that is relevant for the whole organisation in all its
aspects, respecting a set of criteria

¢ Choose the chair of the group(s)

* Decide if the manager should be part of the self assessment group

Step 4 Organise training

* Organise information and training of the management team

¢ Organise information and training of the self-assessment group

¢ The project leader provides a list with all relevant documents

* Define the key stakeholders, the products and services that are delivered and the key
processes

Step 5 Undertake the self-assessment
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¢ Undertake individual assessment
¢ Undertake consensus in group
* Score
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Krok 6 Napiste samohodnotiacu spravu

o zostavte samohodnotiacu spravu v stanovenej struktiire,
o predlozte samobodnotiacu sprdvu na interné pripomienkové konanie,
o zostavte Ronecnii verziu samohodnotiacej sprdvy,

o predlozte samohodnotiacu spravu vrcholovému manazmentu.

Fdza 3 — Plan zlepsovania (akcwy plan zlepsovania CAF)/urcenie priovit

Krok 7 Zostavte ak¢ny plan zlepsovania CAF zaloZeny na prijatej samohodnotiacej
sprave

s urdite priority zlepSovacich aktivit,
* rozlozte aktivity do redlneho casového ramca,

* integrujte akény pldn zlepSovania CAF do bezného procesu strategického planovania.

Krok 8 Komunikujte o akénom plane zlepsovania CAF

o zverejnite samobodnotiacu spravu (napr. na intranete, pripadne webovej strinke),

o zverejnite akny plan zlepsovania CAF (napr. na intranete, pripadne webovej strinke),

o zverejriujte priebezne vysledky monitorovania plnenia akcného planu CAF,

s vedte otvoreny dialdg so zainteresovawymi stranami o ich vnimani realizdcie akiného planu
CAF.

Krok 9 Realizujte akény plan zlepSovania CAF

* urcite dosledny postup monitorovania a hodnotenia zlepSovacich akeivit, zalozeny na
cykle PDCA,
* urcite zodpovednd osobu pre kazdu aktivitu,

* implementujte vhodné manazérske nastroje na permanentnej bize.

Krok 10 Napldnujte d'alsie samohodnotenie

o zabezpecte jasné rozhodnutie manaZmentu, zaloZené na skisenostiach z predchddzajiiceho
samohbodnotenia,

o komunikujte toto rozhodnutie so zainteresovanymi stranami,

o stanovte Casovy horizont wvykonania samobodnotenia, beric do dvaby prepojenie
samohodnotenia s procesom strategického planovania organizdcie,

* nezabudnite na skolenia novych clenov CAF timu, novych clenov vrcholového manazmentu.

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

* Prioritize improvement actions
* Differentiate the actions within realistic time scales

¢ Integrate the action plan in the normal strategic planning process

Step 8 Communicate the improvement plan

Step 9 Implement the improvement Plan

* Define a consistent approach of monitoring and assessing the improvement actions,
based on the Plan-Do-Check-Act cycle
* Appoint a responsible person for each action

* Implement the appropriate management tools on a permanent basis
P pprop g p

Step 10 Plan next self-assessment
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¢ Evaluate the improvement actions by a new self-assessment
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Schéma A - Vzor samohodnotiaceho hiarku pre klasické bodové
hodnotenie

Guidelines to improving organisations using CAF

Kritérium 1: Vodcovstvo

Hodnotenie kritéria 1

Scheme A - Pro forma self-assessment sheet for classical scoring

Criterion 1. Leadership

Posud'te dékaz o tom, ¢o robia vodcovia/vrcholovy manazment organizcie, aby:

Evaluation of Criterion 1

Consider evidence of what the organisation’s leadership is doing to

Subkritéria

1.1. Poskytli organizacii smer tym, ze rozvijaji poslanie, viziu a hodnoty

Subcriteria

1.2. Rozvijali a zavadzali systém manazérstva organizicie, vykonnosti a zmeny

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

1.3. Motivovali a podporovali zamestnancov v organizacii a posobili ako vzor spravania sa

1.2. Develop and implement a system for the management of organisation, performance
and change

1.4. Riadili vzéahy s politikmi a inymi zainteresovanymi stranami

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

1.4. Manage relations with politicians and other stakeholders in order to ensure

shared responsibility

Subkritérium | Silné stranky Oblasti Bodové (Dobrovol'né)
pre zlepSovanie | hodnotenie & Cinnosti
zddvodnenie/100

1.1.

Subcriteria Strengths Areas for Score & (Optional)

improvement | Justification /100 | Action items

1.2.

1.1.

1.3.

1.2.

1.4.

1.3.

Spolu /400

14.

Priemer/ 100

Total /400

Average on 100
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Schéma B - Vzor samohodnotiaceho hirku aké¢ného planu zlepSovania

CAF

Guidelines to improving organisations using CAF

Akcny plan zlepsovania CAF 1: (napr. Vodcovstvo)

Aktivita 1.1.

Opis aktivity

Scheme B - Action sheet

Action programme 1: (e.g.Leadership)

Sponzor:

Najvyssia autorita, ktora je zodpovednd za
dant aktivitu, podporuje ju; je mozné ju

povazovat za koncového prijimatela

Action 1.1. description of the action

Vodca realiza¢ného timu:

Osoba, ktord ma realiziciu danej aktivity

na starosti

Sponsor: the highest authority that is responsible for
the item and wants and supports a specific

action; could be considered as the end user

Realiza¢ny tim:

Uréeni jednotlivci pre pracu pri implementdcii
¢innosti/aktivit; fudia mozu byt priamo

z organizicie i mimo nej

Action leader: the person or service who is in charge
of the action

Kontaktné tdaje:

Action team: the individuals identified to work
in implementing the action; can be people

from inside and/or outside the organisation

Ciel

Contact:

Zainteresované strany

Scope

Silné stranky zadefinované

v samohodnotiacej sprave

Stakeholders

Oblasti na zlep$ovanie

Strengths as defined
in self-assessment

Alternativne rieSenia

Context and areas for improvement

Obmedzenia

Alternatives to explore

Potrebné Tudské zdroje (v ¢lovekodnoch)

Constraints

Rozpocet

Human resources needed (in man/ days)

Détum schvalenia

Budget

Den zacatia

Deliverable

Predpokladany termin ukoncenia

Starting date

Estimated Deadline
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Bench learning
1. Definicia

Hlavny dovod zavedenia bench learningovych a/alebo benchmarkingovych akeivit je hfadanie
lepsich metdd prace so zdmerom zlepsit celkovi vikonnost organizcie. Bezne sa pri tom
vychadza z lepsich vysledkov, dosahovanych v inych organiziciach. Jednoducho, benchmarking
je proces, v ktorom organizicia nachidza vhodné organizicie pre porovnivanie, alebo
benchmarkuje seba samu a svoju vykonnost. Tato technika moze byt velmi silny a efektivny
ndstroj rozvoja organizdcie, pretoze vyuziva také zakladné principy, ako ,neobjavovat znovu
koleso“ a ,ucit sa od druhych®.

Model CAF a dalsie ndstroje organizacnej analyzy mozu byt vyuzité pre podporu tohto
zameru.

Na rozdiel od klasického benchmarkingu, bench learning nezahfiia nevyhnutne hladanie
porovnatelnych organizicii a pouzitie jednoznaénych indikatorov pre priame porovnavanie.
Ststreduje sa viac na proces ucenia sa od inych ako na vytviranie porovnani. Ciefom bench
learningu je ucenie sa zo silnych stranok inych organizicii, ucenie sa z ich dobrych metdd
prace, hfadanie in$piracie a vyhybanie sa chybam, ktoré urobili ini. Je to aktivny, kontinudlny

proces, nielen porovnanie benchmarkov: faktov a merani.

Priklady dobrej praxe st zvycajne neoddelitelne spojené s bench learningom. Vybrani bench
learningovi partneri by mali byt organizicie, pouzivajice dobri prax, ktord po prisposobeni

a implementdcii vedie k zlepSenej vykonnosti.

Je dobré si uvedomit, ze pri hladani bench learningovych partnerov nema byt hladanie
obmedzené na podobné organizacie. Inovdcia je Casto skutocne inSpirovand ucenim sa od
odli$nych partnerov z inych sektorov. Implementaciou poznatkov, ktoré sa organizicia naucila
pomocou bench learningu, nevyhnutne vytvira vlastnt dobra prax.

2. Model CAF a Bench learning

Samohodnotenie je Gvodny krok k procesu bench learningu a implementicii naslednych
zmien tym, ze umoznuje diagnézu organizicie - poznanie a pochopenie jej silnych stranok
a oblasti pre zlepSovanie. Pred zavedenim bench learningu je délezité mat jasnd predstavu
o aktuélnej vykonnosti organizacie tak, aby bolo mozné rozhodnut o oblastiach/kritériach,

ktoré budd pouzivané ako vychodisko v procese zlepsovania.
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Bench learning
1. Definition

The main purpose of establishing bench learning and/or benchmarking activities is to find
better ways of doing things with a view to improving overall organisation performance. This
is normally based on better results achieved in other organisations. At its simplest,
benchmarking is a process by which an organisation finds relevant organisations with which
it can compare, or benchmark, its own organisation and performance. The technique can be a
powerful and effective tool for organisational development, as it exploits sound basic
principles such as “not re-inventing the wheel” and “learning from others”.

The CAF, and other relevant organisational analysis tools, can be used to support the purpose.

Unlike classical benchmarking, bench learning does not necessarily include searching for
comparable organisations and using clear indicators for direct comparisons. It emphasises
more the process of learning from others rather than making comparisons. The goal of bench
learning is to learn from the strengths of other organisations, to learn from them the things
they do well, to search for inspiration in our own work and to learn from and to avoid the
mistakes that others have made. It is an active, continuous process and not just a comparison

of benchmarks: facts and measurements.

Good practices are usually inextricably linked with bench learning. The bench learning
partners chosen should be organisations employing good practices which- when adapted and
implemented in your own organisation - lead to improved performance. It is worth noting that
when searching for bench learning partners the search should not be restricted to similar
organisations, indeed innovation is often inspired through learning from dissimilar cross
sector partners. By implementing in your own organisation what you have learnt through the
bench learning process you are inevitably creating your own good practices.

2. CAF and Bench learning

Self-assessment is a preliminary step towards the process of bench learning and the
subsequent changes to be implemented as it allows for a diagnosis of the organisation - the
knowledge and understanding of its strengths and areas for improvement. Prior to introducing
bench learning, it is important to have a clear picture of the current performance of the
organisation in order to decide on the areas/criteria that will be used as the basis for the

improvement process.
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Bench learning s vyuzitim modelu CAF predpokladd, Ze organizicia zhodnotila svoju
vykonnost minimélne vo vztahu k $tyrom klt¢ovym oblastiam:

Zamestnanci organizcie.
Zakaznici.

Prostredie, v ktorom organizicia posobi.

B

Celkova vykonnost organizicie.

Hodnotenie vysledkov v tychto klti¢ovych oblastiach ndm poskytne podrobny obraz o tom, ako
je organizicia Uspesna, a poda nim ddaje o vykonnosti a vhodnych meraniach.

Napriek tomu, aby bolo mozné dosiahnut cely rozsah prinosov bench learningovych aktivit, je
nutné posudit aj otdzky spravovania a manazérstva organizacie. Tieto sa odrdZaju v kritéridch
predpokladov modelu CAF, ktoré popisujd, ako organizacia pristupuje k stanovovaniu ciefov,
rozvoju Tudskych zdrojov, tlohe vodcovstva, manazérstvu zdrojov a procesov, atd.

Kazdd ¢innost, proces a tloha organizicie moze byt objektom bench learningu. Vyhodou
prepojenia bench learningovych aktivit s modelom CAF je, Ze model CAF so svojimi deviatimi
kritériami a 28 subkritériami moze byt vyuzity na identifikdciu problémovych oblasti a vyhla-
danie vhodnych bench learningovych partnerov, ktori v danych oblastiach dosahuju dobré
vysledky.

Samohodnotenie podla modelu CAF ma viest k zostaveniu akéného planu, ktory sa venuje
oblastiam pre zlepSovanie. Bench learning s inymi organiziciami je len jednou z ciest
realizicie tychto akdivit. Takisto ako samohodnotenie aj bench learning v sebe obsahuje

myslienku kontinuity a zlepSovania vykonnosti s dlhodobou perspektivou.

So stpajicim vyuzivanim modelu CAF v Eurdpe je jednoduchsie néjst bench learningovych
partnerov na baze modelu. Informacné centrum modelu CAF v EIPA, s pomocou narodnych
korespondentov a spolupracujiicich organizicii, udrziava kontakey s pouzivatelmi modelu

CAF v Eurdpe a nabada ich, aby predstavili svoje priklady dobrej praxe v databdze EIPA.

Po registracii na web strinke Eurépskeho instittitu pre verejnt spravu (EIPA) - www.eipa.eu -
moze organizicia zadat svoje identifikaéné tdaje, vysledky bodového hodnotenia (nepovinné
a doverné) a informdcie o svojej dobrej praxi.

Ponukou zakladnych informécii databaza poméha organizicidm verejného sektora nachadzat
bench learningovych partnerov, tzn. vyhladavat pouzivatefov modelu CAF v jednotlivej krajine,
sektore ¢innosti alebo oblasti dobrej praxe.
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Bench learning using CAF thus implies that an organisation has assessed its performance in
relation to at least four key areas:

The people in the organisation
The customers

The environment in which the organisation operates

O O N S

The overall performance of the organisation

An assessment of results in these key areas will give us a comprehensive view of what an
organisation is achieving and will provide us with performance data and appropriate metrics.
However, in order to offer the full range of benefits that can be obtained by a bench learning
activity, it is also necessary to consider the question of governance and how the organisation
is managed; this is reflected in the enablers criteria of the CAF model, which describe how the
organisation approaches issues such as the setting of objectives, the development of human

resources, the function of leadership, resources management and processes, etc.

Every function, process and task of the organisation can be the subject of bench learning. The
advantage of linking bench learning initiatives to CAF is that the CAF framework with the 9
criteria and 28 subcriteria can be used to identify the organisations problem areas and look for
appropriate bench learning partners that have performed well in the given areas.

A self-assessment with CAF should lead to the drawing up of an action plan addressing the
areas of improvement. Bench learning with other organisations is just one way to realise these
improvement actions. As in the case for self-assessment, bench learning has an inherent idea

of continuity and performance improvement over the long term.

Given the increased use of CAF in Europe, it has become easier to find bench learning partners
through CAF. The EIPA CAF resource centre, with the help of the national correspondents and
its network of organisations, keeps track of CAF users in Europe and invites them to introduce

their good practices in the EIPA database.

When registering as a CAF user at the website of the European Institute of Public
Administration (EIPA) - www.eipa.eu - an organisation is able to register its organisation
details, its CAF self-assessment scores (optional & confidential) and information on its good
practices.

By offering key information the database can help public sector organisations identify suitable
bench learning partners i.e. to allow a search for CAF users in a particular country, sector of
activity, or good practice area.
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3. Bench learningovy cyklus a projekt

Vyjadreny schémou moéze byt bench learning znazorneny ako S-krokovy cyklus:
1. Planovanie.

2. Zhromazdovanie tidajov, meranie a porovndvanie.
3. Analyzovanie.

4. Implementacia.

S.

Hodnotenie a opakovanie.

5. Hodnotenie

okroku # 1. Pldnovanie
b (¢o, ako, kedy a s kym)

a opakovanie

Bench
learningovy
cyklus
4. Implementdcia
dobrej praxe 2. Zhromazdovanie
v organizacii tdajov, meranie

a porovnavanie
zaujimavych postupov,
silnych stranok
a vysledkov

3. Analyzovanie [

oblasti na ucenie sa

1. Planovanie

V prvom kroku bench learningovych projektov - planovani - sa vyhladavaju a identifikuji
vhodni partneri. Bench learningovy projekt méze byt zorganizovany medzi dvomi alebo
viacerymi partnermi. Je velmi dolezité, aby v kazdej zic¢astnenej organizicii bol vymenovany
projektovy manazér a spomedzi Gcastnikov projektu koordindtor. Partneri sa musia dohodnat
na oblastiach a/alebo vysledkoch, ktorym sa budii venovat. Takisto je potrebné zohladnit
tlohy a prispevky jednotlivych partnerov. Podmienkou je udrziavanie rovnovihy medzi
pontknutymi prispevkami a ziskanymi prinosmi tak, aby vSetci partneri v projekte mali pocit
uspechu. Partneri by mali tieZ prijat spolo¢né pravidla projektu - kédex obsahujtci dohodu
o terminoch, pravidla vyuzivania informdcii z pohladu ich manazérstva, bezpe¢nosti a zacho-
vania dovernosti.
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3. Bench learning cycle and project

Schematically, bench learning can be presented as a 5-step cycle:
1. Plan

2. Collect, measure and compare
3. Analyse
4. Implement
5. Evaluate and repeat
5. Evaluate 1. Plan
progress # (what, how, when,
and repeat with whom)
Bench
learning
cycle
4. Implement
the good practices in 2. Collect, measure and
your organisation compare
interesting procedures,
strengths and results
3. Analyse
areas for learning
1. Plan

In the first step of bench learning projects - the planning - suitable partners are searched,
identified and approached. Bench learning projects can be set up among two or more partners.
It is very important to appoint a project manager in each organisation. Among the project
participants a coordinator can be chosen. The partners must agree upon the areas and/or
results that will be addressed taking into account the roles and contributions of the various
partners. They should always have in mind balancing the contributions made and benefits
received by the partners, creating a win-win situation for all participants. The partners should
also agree a code of conduct which may include deadline conformities and rules on

confidentiality, management and security of information.
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2. Zhromazdovanie Gdajov, meranie a porovnavanie

V druhom kroku sa zhromazduja tdaje o zaujimavych postupoch a navrhoch partnerov, ktoré
sa tykaju danych problémov, ako aj ddaje o vysledkoch dosiahnutych v relevantnych
oblastiach. Zhromazdovanie tdajov sa moze zabezpecovat $truktéirovanymi dotaznikmi,
stretnutiami Gc¢astnikov a/alebo navtevami na mieste. Vsetky zhromazdené tdaje, tak o tspe-
choch, ako i netspechoch, sa maji porovnivat a/alebo merat za tcelom identifikacie

odli$nosti a uréenia predpokladov tGspechu.

3. Analyzovanie

Tretim krokom je analyzovanie. Zicastnené organizicie maju definovat pri¢iny problémov,
keoré sa objavili v danej oblasti. Ich tlohou je tieZ tam, kde je to mozné, ur¢it hlbsie priciny
problémov a pochopit, akym spoésobom mozno poznanie pricin vyuzit ako vychodisko pre
Uspe$né napredovanie pri ich rieSeni. Akonahle st pri¢iny problémov zndme, je treba zvolit,
pripadne prisposobit dobri prax alebo ndjst iné potencidlne Gspesné rieSenia. Odporica sa
tiez, aby ucastnici projektu urcili, preco s niektoré postupy, vysledky alebo metddy viac

vhodné alebo tspesné a iné menej. Tieto zistenia treba aj zdokumentovat.

4. Implementdcia

Implementicia je $tvrtou fazou procesu bench learningu. Obsahuje vyber dobrych ndpadov,
navrhov, postupov a ich zavadzanie do beZnej praxe organizicie. Pre tspesnti implementdciu je
rozhodujice ziskanie podpory zamestnancov a ich zapojenie do nej. Zamestnanci by takisto
mali byt informovani o postupe projektu v jeho jednotlivych fazach beznymi informac¢nymi
kandlmi organizicie.

Zavere¢nd sprava projektu by mala obsahovat zoznam névrhov dobrej praxe, implementa¢nych

postupov a o¢akavanych vysledkov/dopadov.

5. Hodnotenie a opakovanie

Poslednym krokom je zhodnotenie vysledkov projektu. Hodnotia sa vysledky bench
learningového projektu a prijimaji sa rozhodnutia o dalSom postupe. Méze obsahovat
zlepSovanie existujicich procesov pomocou novych napadov/nametov. Dolezité je uvedomiC si,
ze trvalé zlepSovanie je dynamicky proces a dotyka sa vetkych zainteresovanych strdn. Preto je
aj ich zapojenie nevyhnutné. Pre monitorovanie pokroku je dolezité meranie dosahovanych
vysledkov, preto sa odporica opakovanie samohodnotenia podla modelu CAF.
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2. Collect, measure and compare

During the second stage, interesting procedures and suggestions from the partner
organisations to address the identified problems are collected as well as results achieved in the
relevant areas. This data gathering can be done by well prepared questionnaires, through
participant meetings and/or by site visits. All information collected - information on successes
and failures - should be compared and/or measured and differences and preconditions for

success identified.

3. Analyse

The third step is the analysis. Participant organisations are asked to define the causes of the
problems that occurred in each area. They are also asked, wherever possible, to determine the
root causes of problems and to understand how the reasons can be key to making the
successful first steps in resolution of problems. Once the problem causes are known, it is
necessary to choose or adapt good practices or identify other potentially successful solutions.
It is also recommended that project participants determine why some procedures, results or

methods are more suitable and successful than others and document these findings.

4. Implement

The fourth stage is the implementation. It includes the selection of good ideas, suggestions,
procedures and solutions and their introduction into the daily practice of the organisation.
The full agreement, involvement and participation of employees at this stage is crucial to
successful implementation. Employees should also of course be aware of the progress of the
project at all stages as part of the organisations normal communication channels.

A final report should be drafted including a list of the good practice suggestions, their
implementation and expected results/outcomes.

5. Evaluate and repeat

The final stage is an evaluation of the results of the project. An assessment is made of the
results of the bench learning project and decisions are taken on the next steps. These steps may
include improving existing processes, including new suggestions/ideas - the main point here is
that continuous improvement is a dynamic process and affects, and therefore necessitates the
involvement of, all stakeholders. To measure the improvements achieved on an ongoing basis
it is important to monitor progress, it is therefore recommended that organisations repeat a
full self-assessment based on the CAF Model.
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4. Pripadné rizika
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Hladanie bench learningovych partnerov len vo vlastnom sektore ¢innosti. Niektoré
postupy, ako merania spokojnosti zikaznikov a zamestnancov sa spolo¢né a mozu byt
efektivne porovndvané s roznymi druhmi organizicii napriek tomu, Ze tieto pdsobia
v inych sektoroch. Ide o ziskanie inej perspektivy, oslobodenie sa od tradi¢ného
sektorového/rezortného pohladu na veci.

Zameranie sa len na porovndvacie merania vykonnosti, neberdc do tdvahy procesy
a ¢innosti veduce k dobrej praxi.

Ocakavanie, Ze bench learning bude rychly a jednoduchy.

VynaloZenie neprimeranych zdrojov a ¢asu na niektort z jednotlivych fiz procesu na tkor
inych.

Ocakavanie, Ze vietky Casti organizicie s porovnatelné s inymi organiziciami.
Pozadovanie informdcii a idajov bez ochoty poskytnut vlastné tidaje a takisto oc¢akavanie,
ze organizicie budd poskytovat komer¢ne cenné informdcie. Skisenosti hovoria, ze pokial
bol hned na zaciatku vytvoreny dobry partnersky vztah, organizicie bez problémov
poskytuji vicsinu informdcif a idajov. Vzajomny reSpekt a duch partnerstva je zidkladom
uspechu bench learningovych projektov.

Pridlhé trvanie bench learningu sposobuje problémy pri udrziavani entuziazmu a zipalu
pre vec u zamestnancov, ktori zodpovedaju za podporné aktivity a napokon aj
implementaciu.

Bench learning

4. Potential Pitfalls

To limit yourself to your own sector to look for bench learning partners. Some processes
such as the measurement of customer or people satisfaction - although from different
sectors - are common and can be compared effectively with different kinds of
organisations. It’s about “getting out of the box”.

To focus only on the comparison measures of the performance, without taking into
account the processes and the activities that lead to good practices.

To expect that benchmarking is going to be fast or easy.

Spending too much time and resource in one specific phase of the process.

Have the expectation that all the components of the organisation can be compared with
other organisations.

Asking for information and data without being prepared to share your own data and
information with others, and inversely, to expect that other organisations will openly share
information that is valuable to them in commercial terms, although in our experience
most organisations are happy to share most information if the right partnership is
established at the outset, respecting others and working in the true spirit of partnership is
fundamental to successful bench learning projects.

The longer the bench learning process takes, the more difficult it is to maintain
enthusiasm and the commitment of people responsible for promoting action and
ultimately its implementation.
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Accountability - Sledovatel'nost

Sledovatelnost je povinnost zodpovedat sa za pridelené a prijaté povinnosti a podavat spravy
o stave vyuzivania (sklada¢ G¢ty) manazérstva zverenych zdrojov. Zamestnanci, krori prijali
zavizok sledovatelnosti, st zodpovedni fudom, ktorych zdujmom je zachovanie
sledovatelnosti, za zodpovedanie otdzok a podavanie sprav o zdrojoch a ¢innostiach, kroré

riadia. Kazda strana md svoje povinnosti.

Appraisal/Performance appraisal - Hodnotenie/Hodnotenie vykonnosti/
Sluzobné hodnotenie

,Hodnotenie vykonnosti“ treba chdpat v kontexte manaZzérstva organizicie. Systém
manazérstva organizacie zvycajne zahfna hodnotenie individudlnej vykonnosti zamestnancov.
Tato prax pomdha monitorovat Gtvarovd a celkovi vykonnost organizicie agregovanim
individudlnej vykonnosti na roznych trovniach manazérstva organizicie. Hodnotiaci rozhovor
medzi zamestnancom a jeho priamym nadriadenym je najcastejsim spésobom vykonavania
hodnotenia vykonnosti. V priebehu rozhovoru mézu byt okrem vlastného hodnotenia
vykonnosti posudzované dalsie aspekty zamestnaneckého vztahu, zahfnajice droven
pracovnych vedomosti a kompetentnosti, ako nastroj identifikdcie vzdeldvacich potrieb
organizicie. V komplexnom manazérstve kvality je cyklus PDCA, zaloZeny na trvalom
zlepSovani, aplikovany na individualnej drovni: PLANUJ tlohy pre budtci rok, REALIZUJ
vykondvanie uloh, KONTROLU]J realizaciu v hodnotiacom rozhovore, a ak treba, KONAJ
prispdsobovanim cielov, ndstrojov a kompetentnosti pre nasledujtice obdobie.

Existuje niekolko sposobov, ako zvysit objektivnost hodnotenia vykonnosti:

* vzostupné hodnotenie, ked si manazéri hodnoteni im priamo podriadenymi
zamestnancami,

*  360-stupriové hodnotenie, ked’ si manazéri hodnoteni z roznych uhlov pohladu: nadria-
denych manazérov, kolegov na tej istej irovni riadenia, spolupracovnikov a zikaznikov.

’ Nadriadeni manazéri ‘

Kolegovia }—»{ Manazér/jednotlivec

4—{ Kolegovia

1

’ Spolupracovnici ‘
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Accountability

Accountability is the obligation to answer for responsibilities that have been conferred and
accepted and to report on the utilization 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 duties.

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 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.

’ General managers ‘

Peers }—»(\ Manager/Individuals

4—{ Peers

1

’ Collaborators ‘
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Action plan - Akény plan zlepSovania CAF
Dokument, ktory je planom dloh, pridelenim zodpovednosti, ciefov pre implementiciu
projektu (napr. ciele/terminy) a potrebnych zdrojov (napr. ludia, financie).

Audit - Audit

Realizdcia auditu je nezdvisld hodnotiaca ¢innost preskiimavania a hodnotenia ¢innosti

organizacie a jej vysledkov. Najbeznejsie audity st: finan¢ny audit, funkény audit, audit IKT,

audit zhody a manazérsky audit. Rozli$ujeme tri irovne kontrolnej ¢innosti auditu:

* internd kontrola - vykonavana manazmentom,

* interny audit - vykondvany nezdvislym utvarom organizicie, ktory okrem cinnosti
zameranych na dodrziavanie predpisov méze mat tiez dlohu kontrolovat efektivnost
vnatorného manazérstva organizacie,

¢ externy audit - vykondvany nezavislym orginom mimo organizdcie.

Balanced Scorecard - Balanced Scorecard

Balanced Scorecard je metdda hodnotenia organizicie z niekolkych strategickych hladisk

pomocou ukazovatefov. Metéda zdodraziiuje vyznam vytvorenia rovnovihy medzi $tyrmi

dimenziami: kritkodobymi a dlhodobymi cielmi, stabilitou a zmenou, ako aj medzi

vnatornymi procesmi a vztahmi s externymi zainteresovanymi stranami.

Balanced Scorecard sa sklad4 z troch asti:

*  strategickd mapa - objasniuje a kombinuje stratégie organizacie a urcuje hlavné strategické
oblasti,

* strategické ukazovatele - demonstruji dosiahnuty pokrok v tychto hlavnych oblastiach,

o strategické predpoklady s urcenymi prioritami pre dosahovanie pozadovanych vysledkov.

Balanced Scorecard sa stale viac pouziva v eurdpskych organiziciach verejného sektora. Treba

podotkntt, ze metéda Balanced Scorecard moze byt vyuzitd v ramci implementacie modelu

CAF.

Benchmark - Benchmark

Namerany vysledok na vysokej trovni (niekedy oznaCovany ako ,najlepsi v triede®, pozri
Benchmarking); etalén alebo $tandard pre porovnavanie alebo trovert vykonnosti, ktord je
uzndvand za $tandard vynimocnosti pre urdity proces.

Benchmarking - Benchmarking

Existuje mnozstvo definicii benchmarkingu, ale klic¢ové slovd, spdjané s terminom
benchmarking, st ,,porovndvanie sa s ostatnymi®.

,Benchmarking je porovndvanie sa s ostatnymi organizaciami a ndsledné poucenie sa z odha-

leni, ktoré tieto porovndvania priniesli.“ (Zdroj: European Benchmarking Code of Conduct).
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Action Plan
A document which is a plan of tasks, allocation of responsibilities, goals for the imple-

mentation of the project (e.g. targets/deadlines) and resources needed (e.g. hours, money).

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:

* Internal control carried out by management.

* 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 organisations internal management.

 External auditing done by an independent body from outside the organisation.

Balanced Scorecard

Balanced Scorecard is a technique to assess, by the use of indicators, an organisation from

several strategic points of view. The model stresses the importance of establishing a balance

between its so-called four dimensions: short- and long-term goals, stability and change, as well

as internal processes and relations to external stakeholders.

It consists of three elements:

* A strategy map which illustrates and combines the strategies of the organisation and
defines the strategic core areas

¢ Strategic indicators that illustrates the progress made regarding these core areas

¢ Strategic enablers that are prioritised in order to reach the desired results

The Balanced Scorecard is increasingly used in the public sector in Europe.

It should be noted that the Balanced Scorecard can be used within 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
benchmarking 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).
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V praxi benchmarking zvy¢ajne zahffia:

* pravidelné porovndvanie roznych strdnok vykonnosti s organizaciami, ktoré st uznavané
za profesiondlne dobré; niekedy sa odvolavame na termin ,najlep$i v triede®, ale kedze
nikto nemoze s istotou povedat, kto je najlepsi, preferuje sa termin dobry,

* odhalovanie rezerv vo vykonnosti,

* hladanie novych pristupov, kroré prinest zlepsenie vykonnosti,

* ndslednt implementiciu zlepSeni a

¢ sledovanie pokroku a preskiimanie prinosov.

Benchmarking sa v eurdpskych organiziciidch verejného sektora zvycajne zameriava na
hladisko ucenia sa a je v sicasnosti beznejsie zmietiovany ako ,Bench learning® - ucenie sa, ako
sa zlepSovat prostrednictvom spolo¢ného vyuzivania vedomosti, informdcif a niekedy zdrojov.
Bench learning je uzndvany ako efektivny sposob zavadzania organizacnych zmien. Znizuje
rizika, je ucelny a Setrf cas.
* Strategic Benchmarking - Strategicky benchmarking
O strategickom benchmarkingu sa hovori, ak organizicie skimaji dlhodobé stratégie
a vSeobecné koncepcie, ktoré priniesli Gspech vysoko vykonnym organizicidm za tGcelom
zvysenia celkovej vykonnosti. Zahfiia porovndvania hladisk na vysokej trovni, ako su
hlavné kompetencie; vyvoj novych produktov a sluzieb; zmeny v portféliu aktivit alebo
zvySovanie schopnosti vyrovnavat sa so zmenami v okolitom prostredi.

Best/ Good practice - Najlepsia/Dobra prax

Mimoriadne ¢innosti, metddy alebo pristupy, ktoré veda k vynimoc¢nym vysledkom. Najlepsia
prax je relativny pojem a niekedy indikuje inovativne alebo podnetné pracovné postupy, kroré
boli identifikované pomocou benchmarkingu. Ako aj pri Benchmarkingu uprednostriujeme
termin ,,dobra prax”, pretoze nikdy nie je isté, ¢i neexistuje este lepsia prax.

Bottom-up - Zdola nahor
Smer toku, napr. informdcii alebo rozhodnuti od niz$ich trovni manaZérstva organizacie

k vy$sim trovniam. Opakom je tok zhora nadol (top-down).

Brainstorming - Brainstorming
Timovy pracovny ndstroj na volné generovanie napadov v kritkom case. Najdolezitejsim

pravidlom je zdkaz akejkolvek kritiky pocas fazy tvorby nipadov.

Business Process Re-engineering - BPR - ReinZiniering procesov

Vzdy je mozné dalsie zlepSovanie existujicich procesov malymi zmenami (pristup Kaizen).
V niektorych pripadoch tento pristup uz nestaéi pre dosiahnutie pozadovanych cielov a je
nevyhnutné nanovo navrhnat cely proces. Tento pristup sa nazyva reinziniering procesov ( BPR
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In practice, benchmarking usually encompasses:

¢ regularly comparing aspects of performance (functions or processes) with those organi-
sations which 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; and

+ 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’ as 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.

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 through benchmarking. As with Benchmark it is preferable to talk
about “good practice” since one cannot be sure that there is not a better one.

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.

Business Process Re-engineering (BPR)

We can always make further improvements to an existing process by means of minor
adaptation (Kaizen approach). In some case, this approach is no longer suitable for
accomplishing the required goals and it may be necessary to redesign the whole process. We
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- Business process Re-engineering) alebo jednoducho reinziniering. Myslienka reinZinieringu
spociva v kompletne novom névrhu procesu, ¢o prindSa moznost skokového zlep$enia alebo
vyznamného pokroku. Akondhle bol novy proces implementovany, je mozné vritit sa

k hladaniu spdsobov trvalého postupného zlepsovania za ticelom optimalizacie procesu.

Change management - Manazérstvo zmeny
Manazérstvo zmeny zahffia nielen tvorbu potrebnych zmien v organizicii, zvycajne ako
vysledok modernizacnych a reformnych programov, ale aj zvlidnutie dynamiky zmien

organizovanim, uplatiiovanim a podporovanim zmien.

Code of conduct - Zdsady spravania

Mozu byt pisané alebo nepisané pravidld a smernice, urCujice Standardy spravania osob,
profesnych skupin, timov alebo organizicii. Zasady spravania sa takisto mozu uplatiiovat
v Specifickych aktivitach, ako st napr. audit alebo benchmarking; ¢asto sa odvolavaji na etické

normy.

Competence - Kompetentnost

Kompetentnosti zahrriuji osobné vedomosti, schopnosti a postoje, pouzivané v praxi
v roznych pracovnych situdcidch. Ak je jednotlivec schopny dspesne vykondvat ulohy, je
povazovany za kompetentného na istej Urovni. *Je to preukdzand schopnost aplikovat
vedomosti a zrucnosti (*Zdroj: webova strainka Narodného informacného systému kvality -

www.quality-slovakia.sk).

Conflict of interest - Konflikt zdujmov

Konflikt zdujmov vo verejnom sektore sa vztahuje na konflikt medzi zavizkom voéi verejnosti
a sukromnym zdujmom verejného zamestnanca, v ktorom stkromny zdujem verejného
zamestnanca moze negativne ovplyvnit vykondvanie jeho sluzobnych tloh. Aj ked sa
nepreukdze pochybenie dradnika, konflike zdujmov méze budit dojem nespravneho postupu,

¢o znizuje doveru v jeho schopnost riadne konat.

Consensus - Konsenzus

Slovo konsenzus znamena dosiahnutie zhody. Konsenzus obycajne nasleduje po prvotnom
samohodnotenti, ked sa individudlni hodnotitelia stretnt, aby si porovnali a rozobrali ich
individudlne hodnotenia a bodové hodnotenia. Proces obycajne kon¢i dosiahnutim zhody
individudlnych hodnotitelov na spolo¢nom bodovom hodnoteni a konecnej verzii

samohodnotiacej spravy.
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call this approach BPR (Business process Re-engineering) or simply re-engineering. The idea of
BPR is to completely redesign the process, which creates opportunities for making a big leap
forward or for accomplishing an important breakthrough. Once this new process has been
implemented, you may then return to the process of searching for ways to make gradual

continual improvements to optimise the process.

Change management
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.

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.

Competence
Competences include the knowledge, skills and attitudes of an individual used in practise in
a job situation. When an individual is able to carry out a task successfully he/she is regarded

as having reached 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 their individual
assessments and individual scores. The process usually ends with individual assessors reaching

agreement with a combined overall score and assessment for the organisation.

161



Slovnik

Consensus or Self-assessment report — Konsenzus alebo samohodnotiaca sprava
Sprava popisujica vysledky samohodnotenia. Tato sprava musi obsahovat silné stranky
a oblasti pre zlepSovanie organizacie. M6zZe tiez obsahovat (nie povinne) navrhy na zlepSovanie

v niekol'kych kltacovych projektoch.

Continuous improvement process — Proces trvalého zlepSovania

Pokracujuce zlepSovanie procesov z hladiska kvality, hospodarnosti alebo doby trvania.
V tomto procese je spravidla zapojenie vSetkych zainteresovanych stran organizacie zdkladnou
podmienkou.

Corporate social responsibility - Spolo¢enska zodpovednost

Spolocenska zodpovednost je zavizok organizicii sukromného a verejného sektora prispievat
k udrzatelnému rozvoju s ciefom zvySovania kvality zivota pricou so zamestnancami, ich
rodinami, miestnymi spolocenstvami a spolo¢nostou véeobecne. Cielom je prinasat prospech

tak organizicii, ako aj Sirsej spolocnosti.

Cost effectiveness — Nakladova efektivnost

Vztah medzi u¢inkami, ktoré si predpokladané cielmi organizicie a nakladmi vynalozenymi
na ich dosiahnutie - zahfnajic kompletné spolocenské niklady, ak je to mozné. Pozri tiez
effectiveness - efektivnost.

Critical success factor - Kriticky faktor aspechu

Podmienky, ktoré musia byt prednostne splnené, aby mohol byt dosiahnuty plinovany
strategicky ciel. Zvyraznuje tie kltcové aktivity alebo vysledky, v ktorych je nevyhnutné
dosiahnut primerand/uspokojivil vykonnost, aby bola organizacia Gspesnd.

Citizen/ Customer - Ob¢an/Zakaznik

Termin obcan/zakaznik sa pouZiva na zdoraznenie duilneho vztahu jednak medzi verejnou
spravou a pouzivatel'mi verejnych sluzieb; takisto medzi verejnou spravou a vSetkymi ¢lenmi
spolo¢nosti, ktori ako ob¢ania a dariovi poplatnici maji zdujem na verejnych sluzbich a ich

vystupoch.

Diversity - Réznost

Roznost savisi s odliSnostami. Moze sa vztahovat k odli$nostiam v hodnotach, pristupoch,
kultare, svetondzore alebo nabozenskom presvedceni, vedomostiach, schopnostiach,
skusenostiach a zivotnom $tyle medzi skupinami alebo jedincami v ramci skupiny. Moze byt
tiez zaloZena na rode, narodnosti alebo etniku, postihnuti alebo veku.

Len organizicie verejnej spravy vnimajice a reagujice na roznost mozu byt povazované za

organizacie, ktoré reflektuju spolo¢nost, ktorej slizia.
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Consensus or Self-assessment report
A report describing the results of self-assessment. This report must include strengths and areas
of improvement for the organisation. It may also contain (optional) proposals for

improvement in some key projects.

Continuous improvement process
The ongoing improvement of business 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.

Corporate social responsibility

Corporate Social Responsibility is a commitment by private and public sector organisations to
contribute to sustainable development working with employees, their families, local
communities, and society at large to improve the quality of life. The aim is to bring benefits

both for organisations and wider society.

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.

Citizen/ Customer

The term citizen/customer is used to emphasise the dual relationship between the public
administration on the one hand, the users of public services and, on the other hand, all the
members of the public, who as citizens and taxpayers have a stake in the services and their

outputs.

Diversity

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.
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Economy - Uspornost/hospodarnost
Uspornost/hospodarnost a Setrenie sa viazu na prezieravé finan¢né manazérstvo, ktoré zahfna
znizovanie nakladov prostrednictvom tcinnejsich procesov obstardvania a Gspory financii bez

toho, aby sa to odrazilo v kvalite vystupov alebo cielov.

Effectiveness - Efektivnost

Efektivnost je vzfah medzi stanovenym cielom a dosiahnutym vysledkom, Gé¢inkom alebo
dopadom. Inak povedané - *efektivnost je rozsah, v akom sa realizovali planované ¢innosti
a dosiahli plinované vysledky (*Zdroj: webovd strinka Narodného informacného systému

kvality - www.quality-slovakia.sk).

Efficiency - U¢innost

Vystupy vo vztahu k vstupom alebo nakladom. Ucinnost a produktivita mozu byt povazované
za to isté. Produktivita moZe byt merand sdhrnne zachytivajic vsetky zlozky vstupov
produkcie (komplexna produktivita) alebo cielene sustrediac sa na Specifickt zlozku vstupov

(produktivita prace alebo produktivita kapitdlu).

Efficiency - Effectiveness - Economy
Utinnost - Efektivnost - Uspornost/hospodarnost

’ Nékladova efektivnost ‘

l

| cil | zdioje [ Akiviy [~ Vystup || Vystup/dopad |
P i

l l

’ Uspornost/hospodarnost ‘ ’ Utinnost ‘ ’Efektivnost"

Dosiahnutie ciela

eGovernment - e-government

Uplatnenie informaénych a komunikac¢nych technolégii (IKT) v organizaciich verejnej spravy.
V kombindcii s organizanymi zmenami a novymi zruénostami pomaha zlepovat verejné
sluzby a demokratické procesy, ale aj zvySovat podporu verejnych politik. e-government sa
povazuje za predpoklad docielenia lepSej a GcinnejSej spravy veci verejnych. Moze zlepsit
rozvijanie a implementaciu verejnych politik a pomoct verejnému sektoru vyrovnavat sa
s potencidlne protichodnymi poziadavkami na vic¢Sie mnozstvo lepsich sluzieb pri sticasnej

redukeii zdrojov.
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Economy
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

’ Cost effectiveness ‘

l

’ Objectives ‘—»’ Resources }—»{ Activities }—»{ Output ’—»’ Outcome/impact‘

l l

’ Economy ‘ ’ Efficiency ‘ ’ Effectiveness ‘

Goal Achievement

eGovernment

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 and also strengthen support to public policies. eGovernment 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.
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Empowerment - Splnomocriovanie
Metdda, ktord zvySuje pravomoc jednotlivca alebo skupiny v rdmci rozhodovacieho procesu.
Méze zahfiiat obéanov alebo zamestnancov, keor{ s zapdjani a je im udeleny uréity stupen

autondmie v ich ¢innosti, pripadne pri rozhodovani.

Ethics - Etika

Etika v sluzbe verejnosti sa d definovat ako stthrn vSeobecnych hodnét a pravidiel, krory je
verejnymi zamestnancami akceptovany pri vykondvani ich povinnosti. Mravnd podstata tychto
hodnot/pravidiel, ktoré mozu byt pisané alebo nepisané, sa vztahuje na to, ¢o je povazované za
spravne, resp. nespravne, dobré alebo nevhodné spravanie. Zatial ¢o hodnoty slizia ako
mravné principy, pravidld mozu tiez stanovit, ¢o je v danej situdcii z pravneho a mravného
hladiska korektné.

Evaluation - Hodnotenie
Posudzovanie, ¢i vykonané aktivity priniesli pozadované vysledky a ¢i iné aktivity nemohli
priniest lepsie vysledky pri nizsich nakladoch.

Evidence - Dokaz
Informdcia, ktord potvrdzuje tvrdenie alebo udalost. Dokaz sa povazuje za nevyhnutnost pri
formovani spolahlivého zaveru alebo usudku.

Excellence - Vynimoénost

Mimoriadne vykondvanie manazérstva organizicie a dosahovanie vysledkov, ktoré st zalozené
na subore Zikladnych principov komplexného manazérstva kvality sformulovanych
Eurépskou nadiciou pre manazérstvo kvality (EFQM), ako sd: orienticia na vysledky,
zameranie na zakaznika, vodcovstvo a stdlost manazérstva ciefov, zalozeného na procesoch
a faktoch, zapdjanie zamestnancov, trvalé zlepSovanie a inovicie, vzajomne vyhodné

partnerstvd a spolocenskd zodpovednost.

Follow-up - Nasledné preskiimavanie

Nisledne po samohodnoteni a vykonani zmien v organizacii sa nasledujice preskiimavanie
zameriava na meranie dosahovania ciefov v porovnani so stanovenymi cielmi. Analyza moze
vyustit do spustenia novych akeivit a prisposobenia stratégie a planovania v stlade s novymi

pomermi.

Governance - Sprava

Hlavné ziklady dobrej verejnej sprivy si podmienené stanovenou ststavou pravomoci
a kontroly. Tato vytycuje: povinnost informovat o dosahovani cielov, transparentnost aktivit
a rozhodovacich procesov voci zainteresovanym stranim, tcinnost a efektivnost, vnimavost ku

spolocenskym potrebam, anticipdcia problémov a trendov a reSpektovanie zdkonov a pravidiel.
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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..

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 given 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, and

innovation, mutually beneficial partnerships, corporate social responsibility.

Follow-up

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

The main elements of good public governance are determined by the appointed framework of
authority and control. It will set out: the reporting obligation on the goals achievement,
transparency of actions and decision making process to the stakeholders, efficiency and
effectiveness, responsiveness to the needs of society, anticipation of the problems and trends

and respect of the law and rules.
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Human resources management - Manazérstvo fudskych zdrojov
Riadenie, rozvoj a vyuzivanie vedomosti, schopnosti a plného potencidlu zamestnancov
organizicie s ciefom podporovat politiku, planovanie ¢innosti a efektivne fungovanie jej

procesov.

Indicators - Indikatory
Ukazovatele, ktoré vyjadruji napr. dopady urcitej aktivity.

¢ Performance Indicators - Indikatory vjkonnosti
Existuje mnoho funkénych ukazovatelov pouzivanych v organizaciach verejnej spravy
za ucelom:
- monitorovania,
- pochopenia,
- predvidaniaa
- zlep$ovania funk¢nosti a vykonnosti.

Pri merani vykonnosti organizicie sa pouziva viacero terminov: dopady, ukazovatele,
indikdtory, parametre. Avak terminoldgia nie je dolezitd, je mozné pouzivat terminy, ktoré s
organizacii blizke a vyhovujice. Ak pouzijeme Paretovu analyzu, zistime, Ze 20% aktivit
organizdcie zabezpecuje 80% jej vysledkov. Je preto dolezité merat aspori vykonnost tych
procesov, ktoré su zikladom zabezpecenia pozadovanych vysledkov.

* Key performance indicators - Klii¢ové indikdtory vykonnosti

Tieto ukazovatele st rozhodujice a meraji vykonnost tych kltcovych procesov (zvicsa
obsiahnutych v kritériach 4 a 5), keoré najvi¢Sou mierou ovplyviiuju efektivnost a Géin-
nost kltacovych dopadov vykonnosti.

Dobrym prikladom spokojnosti zdkaznikov mézu byt merania v kritériu Vysledky vo
vztahu k obc¢anom/zakaznikom, ktoré meraji procesy sluziace zabezpecovaniu sluzieb

a produktov pre ob¢anov/zdkaznikov.

Innovation - Inovécia

Inovicia je proces transformdcie dobrych ndpadov do novych sluzieb, procesov, ndstrojov,
systémov a vzajomného pdsobenia fudi. Organizicia moZe byt oznaCend ako inovativna, ak
dana tloha je vykondvana novym spdsobom, alebo ak organizicia pontika svojim zakaznikom

novt sluzbu odlisnou formou, ako napr. samoobsluha prostrednictvom internetu.

Input - Vstup
Akykolvek druh informdcie, vedomosti, materialu a inych zdrojov vyuzity pre produkciu.
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Human resources management
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.

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 important therefore 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 for delivering

customer/citizen products and services.

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 to the workplace, or when the organisation offers customers a new

service in a different way such as self-service via the internet.

Input
Any kind of information, knowledge, material and other resources used for production.
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ISO - ISO (Medzindrodnd organizicia pre Standardizaciu)

ISO je celosvetova zdujmovd organizcia, ktord stanovuje, aké medzinirodné normy st
vyzadované sférou obchodu, $titom a spolo¢nostou. Tieto tvori v partnerstvich s odvetviami,
keoré ich budd pouzivat, st prijimané transparentnymi postupmi reSpektujicimi principy
narodnych faktorov a ndsledne ich vydava s celosvetovou pdsobnostou.

ISO normy urcuju poziadavky na technické vyrobky, sluzby, procesy, materidly a systémy.
Takisto stanovuju pravidld pre spravne hodnotenie zhody, manazérske a organiza¢né postupy.

Key performance results - Klticové vysledky vykonnosti

Vysledky, ktoré organizicia dosahuje s ohladom na jej stratégiu a pldnovanie, tykajtce sa:
* potrieb a poziadaviek rozli¢nych zainteresovanych strin (externé vysledky),

* vysledky organizacie vo vztahu k jej manazérstvu a zlepSovaniu (interné vysledky).

Knowledge management - Manazérstvo vedomosti

Manazérstvo vedomosti je jasné a systematické manazérstvo rozhodujuicich vedomosti -
a s nimi suvisiacich procesov, ich tvorby, organizovania, rozirovania, pouzivania a vyuzivania.
Je dolezité si uvedomit, ze vedomosti zahfniaju nevyslovené vedomosti (obsiahnuté v fudskych
mysliach) a aj explicitne dané (stustredené a vyjadrené ako informdcie v databdzach,
dokumentoch, atd.).

Dobry vedomostny program sa venuje procesom rozvoja vedomosti a transferu obidvoch ich
zékladnych foriem. Najdolezitejsie vedomosti pre vicsinu organizacif si: vedomosti o zdkaz-
nikoch, poznanie procesov, vedomosti o produktoch a sluzbich, prisposobené potrebim
pouzivatelov, vedomosti o zamestnancoch, organiza¢nd pamit, ¢erpajica z minulosti alebo
inych zdrojov organizicie, vedomosti o vztahov a aktivach, vedomosti o merani a riadeni
intelektualneho kapitdlu. V manaZérstve vedomosti sa pouziva iroka $kéla praktik a postupov.
Najbeznejsie sti: Tvorba a Objavovanie, Zdielanie a Ucenie (spolo¢nosti na vymenu skisenosti),

Organizovanie a Riadenie.

Leaders - Vodcovia

Zvycajne pod vodcami rozumieme ministrov, najvyssich predstavenych (vrcholovy
manazment), vedudcich timov, projektovych manazérov a ¢lenov stredného manazmentu. Je
dolezité mat na pamiti, ze vSetci zamestnanci mézu mat vodcovské schopnosti a potencial pre

inovacie a vedenie zmien.

Leadership - Vodcovstvo
Sposob, akym vodcovia rozvijaji poslanie a viziu organizicie a pomahaju ich naplnaniu.
Vodcovstvo odrdza rozvijanie hodnot, potrebnych pre dlhodobu tspesnost a ich zavidzanie

prostrednictvom vhodnych aktivit a sprdvania. Ukazuje ich osobnd angazovanost v zabez-
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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.

ISO Standards specify the requirements for state-of-the-art products, services, processes,
materials and systems, and for good conformity assessment, managerial and organisational
practice.

Key performance results
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 management

Knowledge Management is the explicit and systematic management of vital knowledge - and
its associated processes of creation, organization, diffusion, use and exploitation.

It is important to note that knowledge encompasses both tacit knowledge (that contained in
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 organizations is often
related to: Customer Knowledge, Knowledge in Processes, Knowledge in Products and Services,
customised to users' needs, Knowledge in People, Organizational Memory, drawing on lessons
from the past or elsewhere in the organization, Knowledge in Relationships, Knowledge Assets,
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), Organizing and Managing.

Leaders

Traditionally we associate the term Leader with Ministers, Senior Civil Servants, Team Leaders,
Project Managers and Line Managers. It is important to recognise that all employees have
leadership qualities and the potential in their jobs to innovate and lead change.

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 behaviours. It indicates how leaders are
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pecovani, aby systém manazérstva bol rozvijany, zavidzany a preskimavany a manazérstvo

organizicie bolo stabilne zamerané na zmeny a inovicie.

Learning - Ucenie sa

Ziskavanie a pochopenie vedomosti a informdcii, ktoré moézu viest k zlepovaniu alebo
zmendm v organizicii. Priklady aktivit ucenia sa organizicie zahfnaji bechmarking/bench
learning, interné a externé hodnotenia a/alebo audity a $tddium prikladov dobrej praxe.
Priklady individudlneho ucenia sa zahftiaja $kolenia a tréningy.

* Learning environment - Uciace sa prostredie
Prostredie v rdmci pracovnej komunity, v ktorom prebieha ucenie sa formou ziskavania

vedomosti, ich zdielania a vymeny, diskusii o dobrej praxi.

* Learning organisation - Uciaca sa organizicia
Organizdcia, v ktorej zamestnanci kontinudlne zvy$uji svoju kapacitu dosahovat
pozadované vysledky, v ktorej sa presadzuji nové a expanzivne postupy myslenia, kde je
kolektivna snaha oslobodend a zamestnanci sa trvalo vzdeldvaji v rdmci

celoorganiza¢ného kontextu.

Mission - Poslanie

Opis toho, ¢o ma organizacia dosahovat pre svoje zainteresované strany. Poslanie organizacii
verejného sektora vychddza z verejnych politik a/alebo zikonnych mandatov. Je to ,raison
d’écre - ,dovod existencie® organizécie.

Rozhodujtice ciele organizicie, ktoré chce organizicia dosiahnut v kontexte jej poslania, st
formulované vo vizii organizicie.

Network - Zdujmova skupina
Neformalna organizicia spajajuca udi alebo organizicie, ktord moze, ale nemusi mat

formalnu riadiacu $truktaru. Clenovia skupiny ¢asto zdielaji spolo¢né hodnoty a zaujmy.

Objectives (goals/ aims/ targets) — Ciele
Formuldcia pozadovanej situdcie popisujica ziadané vysledky alebo désledky obsiahnuté

v misii organizacie.

o Strategic objectives - Strategické ciele
Riamcové ciele, strednodobé a dlhodobé, ktoré urcuji hlavné smery, kam chce
organizdcia ist. Popisuji rozhodujuce vysledky, o ktoré organizicia usiluje, a ich

dopady.
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personally involved in ensuring that the management system is developed, implemented and
reviewed and that organisations permanently focus on change and innovation.

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.

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’etre”.

The final goals an organisation sets out to achieve in the context of its mission are formulated
in its vision.

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)
A formulation of a desired situation describing the desired results or effects as defined in the

mission of the organisation.

o Strategic objectives
Global objectives for the mid-and long-term indicate the overall direction to which the
organisation wants to go. It describes the final results or effects (outcomes) it wants to

pursue.
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¢ Operational objectives - Operativne ciele
Konkrétne vyjadrenie strategickych cielov, napr. na drovni organiza¢ného utvaru.

Operativny ciel je mozné priamo transformovat do stiiboru aktivit a tloh.

Organisational culture - Kultdra organizicie
Celkovy rozsah spravania, etiky a hodnot, ktoré st prenasané, praktikované a presadzované
¢lenmi organizacie; kulttra organizacie je ovplyviiovand narodnymi, socidlnymi, politickymi

a pravnymi tradiciami a usporiadanim.

Organisational structure - Organiza¢na Struktdra
Sposob, ako je organizacia Struktirovana, napr. rozdelenie oblasti posobenia alebo ¢innosti,
formélny postup komunikicie medzi manazmentom a zamestnancami; sposob, akym sa

rozdelujt dlohy a zodpovednosti v organizicii.

Output - Vystup
Okamzity vysledok produkcie, ¢o modZe byt bud tovar, alebo sluzba. Existuje rozdiel medzi
okamzitymi a kone¢nymi vysledkami, okamzité st vystupy doddvané inym ttvarom v ramci

organizacie, kone¢né vystupy st dodavané mimo organizicie.

Outcome - Dopad

Celkovy désledok, ktory majui vystupy na externé zainteresované strany alebo spolo¢nost.

Priklad vystupu a dopadu: Sprisnené podmienky pre drzbu zbrani viedli k zniZeniu poctu
vydanych povoleni. Okamzity vysledok je teda mensi pocet vydanych povoleni. Kone¢nym
vystupom je zniZzenie poctu zbrani v spolo¢nosti. Tieto vystupy vedd k dopadu, ktorym je
dosiahnuta zvysena troven bezpec¢nosti a pocitu istoty.

Partnership - Partnerstvo

Spoluprica s inymi stranami na komerc¢nej alebo nekomercnej bdze zamerand na dosiahnutie
spolo¢ného ciela, pricom sa takto vytvira pridand hodnota pre organiziciu a jej
zékaznikov/zainteresované strany.

PDCA cycle - Cyklus PDCA

Stvorstupriovy cyklus popisany Demingom, ktorého dodrziavanie je podmienkou trvalého
zlepSovania:

*  Planuj (navrhovd faza).

*  Realizyj (vykonna féza).

+  Kontroluj (kontrolnd faza).

*  Konaj (akénd, prispésobovacia a korekéna féza).
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¢ 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 behaviours, 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 of production, which may be either goods or services. There is
a distinction between intermediate and final outputs, the former being products delivered
from one department to another within an organisation, the latter outputs delivered to
someone outside the organisation.

Outcome
The overall effect that outputs have on external stakeholders or wider society.

Example of Output and Outcome: Stronger 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 less firearms circulating in society. These outputs lead to the outcome that
a higher level of safety or feeling of security is achieved.

Partnership
Collaboration with other parties on a commercial or a non-commercial basis to reach a

common goal, thus creating added value for the organisation and its customers/stakeholders.

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)
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Cyklus zdoraznuje, ze programy zlepSovania musia:
¢ zaéinat starostlivym pldnovanim,

*  astit do t¢innych akeivit,

byt kontrolované,

* podla potreby prispdsobované,

* opitovne viest k podrobnému pldnovaniu v neprerusovanom cykle.

People - Zamestnanci
Vsetci jednotlivei zamestnani organiziciou, zahfnajic zamestnancov na plny i ciastocny

Gvizok i zamestnancov na dobu urcita.

Perception measurement - Meranie vnimania
Meranie subjektivnych dojmov a ndzorov jednotlivca alebo skupiny Tudi, napr. vnimanie
kvality produktov alebo sluzieb zakaznikmi.

Performance - Vykonnost
Miera dosiahnutého vysledku jednotlivca, timu, organizdcie alebo procesu.

Public policy - Verejnd politika
Cielavedomy tok aktivit, ktorym sa riadia spravne organy a tradnici pri rieSeni problémov
a veci vo verejnom zdujme. Tento tok méze zahffiat: aktivitu - nec¢innost, rozhodovanie -

nerozhodovanie; obsahuje v sebe volbu medzi konkuren¢nymi alternativami.

Procedure - Postup
Stanoveny a detailny popis, ako maja jednotlivé aktivity prebiehat.

Process — Proces

Proces je definovany ako stibor aktivit, ktory transformuje vstupy na vystupy, priddvajic tymto
hodnotu. Charakter procesov v organizcidch verejnej spravy moze byt velmi odlisny. Od
relativne abstraktnych aktivit (podpora rozvoja politik alebo regulacia ekonomickej ¢innosti)
az po velmi konkrétne aktivity (zabezpecovanie sluzieb). Treba rozliSovat medzi:

*  hlavnymi procesmi, ktoré st rozhodujice pre dodavku produktov a sluzieb,

* podpornymi procesmi, ktoré zabezpecuji nevyhnutné zdroje,

* manazérskymi procesmi, ktoré riadia organiziciu a podporuji procesy,

¢+ kltucovymi procesmi, ktoré maju, z vyssie uvedenych, najvyssiu dolezitost pre organiziciu.

Process diagram - Procesny diagram

Grafické znazornenie postupnosti aktivit tvoriacich proces.
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It emphasises that improvement programs must start with
¢ careful planning,

e must result in effective action,

* be checked and eventually adapted,

* 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.

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 description of how activities should take place, in a detailed and defined way.

Process

A process is defined as a set of activities, which transforms a set of inputs into outputs, thereby
adding value. The nature of 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. One can distinguish between:

+  Core processes are critical to the delivery of products and services

+  Support processes deliver the necessary resources

¢ Management processes steer the organisation and support processes

*  Key processes are those of the above processes that are of utmost importance for the

organisation.

Process diagram

A graphical representation of the series of actions taking place within a process.

177



Slovnik

Process map - Mapa procesov
Grafické znazornenie vizieb a prepojeni medzi procesmi.

Process owner - Vlastnik procesu
Osoba zodpovednd za navrh, zlepSovanie a realiziciu procesu, koordiniciu a integriciu

procesu v ramci organizicie. Zodpovednosti vlastnika procesu st nasledovné:

*  Rozumiet procesu: Ako je proces vykondvany v praxi?

*  Smerovat proces: Ako zapadd do SirSej vizie? Kto st interné a externé zainteresované strany
a st ich oc¢akavania plnené? Ako proces stvisi s inymi procesmi?

+  Komunikovat o procese s internymi a externymi zainteresovanymi stranami.

*  Monitorovat a merat proces: Do akej miery je proces Gcinny a efektivny?

*  Porovnavat proces: Ako funguju iné organizdcie a ¢o sa od nich dd naudic?

*  Predvidat proces: Akd je dlhodobd vizia procesu a ¢o je treba urobit pre jej dosiahnutie?

s Zaznamenavat proces: Co presne moZe byt zlepsené? Kde st slabé stranky a ako je mozné
ich ovplyvnic?

Pouzivanim tychto krokov moze vlastnik procesu dosiahnut trvalé zlepSovanie procesu.

Public service organisation/Public administration - Organizicia verejnej spravy

Organizicia verejnej spravy je:

e inStitdcia,

* organizicia sluZieb,

+ systém, ktory je politicky riadeny a kontrolovany volenou verejnou mocou (nirodnou,
federdlnou, regionalnou alebo miestnou),

* organizicie, ktoré sa zaoberaju tvorbou politik a presadzovanim prava, t.j. zalezitostami,

ktoré nemozno povazovat priamo za sluzby.

Quality —- Kvalita

Kvalita vo verejnom sektore sa spdja s maximalizdciou hodnoty produktov a sluzieb pre vietky
zainteresované strany v ramci politického a finanéného systému. Komplexné manazérstvo
kvality sa zameriava na postupy a procesy, ktoré si povaZované za uzitocné pre podporu
kvality.

* Quality control - Kontrola kvality
Systematickd kontrola schopnosti organizicie produkovat kvalitu v pontkanych
a dodavanych sluzbach. Systematickost spociva v tom, Ze vysledky sa objavuju na

zaklade planovaného, zamerného usilia. Niektoré organizicie pouzivaji systém
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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 inside 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 organizations perform and what can we learn from
them?

Envision 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

* institution,

*  service organisation

¢ system, which is under the policy direction of and controlled by an elected government
(national, federal, regional or local),

* organisations that deal with development of policy and enforcement of law, i.e. matters

that could not be regarded strictly as services.

Quality
Delivering quality in the public sector is concerned with maximising the value of products and
services for all stakeholders within a political and financial framework. TQM focuses on

procedures and processes that are deemed instrumental in promoting quality.

* Quality control
Systematic control of the organisation’s ability to create professional quality in the
services it offers and delivers. It is systematic in that the results emerge from a planned,
deliberate effort. Some organisations choose a system for quality control based on a

quality manual or process manuals. Quality control systems usually contain a select
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kontroly kvality zaloZeny na prirucke kvality alebo priruckich procesov. Systémy
kontroly kvality oby¢ajne obsahuje vybrany sibor postupov pre zavidzanie kontroly

kvality do praxe, meranie a zvySovanie kvality.

* Quality management - Manazérstvo kvality
Metdéda pre zaistenie efektivnosti a ucinnosti vSetkych aktivit potrebnych pre
navrhovanie, rozvijanie a zavadzanie produktov alebo sluzieb vo vztahu k systému
a jeho vykonnosti.

¢ Quality management system - Systém manazérstva kvality
Systém, ktory diva ndvody na potrebné zlepsovanie politik a postupov, riadenie

a integraciu procesov, v kone¢nom dosledku vedicich k lepsej vykonnosti.

Resources - Zdroje
Zdroje zahfnaji vedomosti, Tudsky kapitdl, financie, budovy alebo technolégie, ktoré

organizicia vyuziva pri plneni svojich dloh.

Role model - Priklad/vzor
Osoby alebo organizacie, ktoré sluzia ako nasledovania hodny vzor sprivania sa alebo
spolocenskej funkcie pre iné subjekty.

SMART objectives - Ciele SMART

Ciele stanovujt, ¢o si organizicia vytyéila a chce dosiahnut. Odporuca sa, aby ciele boli
inteligentné (SMART):

*  Specific - Specifikované, presne stanovené v tom, ¢o sa md dosiahnut

¢ Measurable - meratelné s kvantifikovanymi parametrami

* Achievable - dosiahnutelné

*  Realistic - realistické, st k dispozicii potrebné zdroje?

* Timed - ohranicené v rdmci zvlidnutelného ¢asovania

Stakeholders - Zainteresované strany

Zainteresované strany su ti, ktor{ maji zdujem, ¢i uz finanény, alebo iny, na ¢innosti
organizicie, napr. tvorcovia politickych rozhodnuti, obc¢ania/zakaznici, zamestnanci,
spolo¢nost, in$pekéné organy, média, partneri atd. Zainteresovanymi stranami st tiez vladne

organizacie.

Strategy — Stratégia
Dlhodoby plan prioritnych aktivit zostaveny za ticelom dosiahnutia hlavného alebo celkového

ciela, alebo pre naplnenie poslania.
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collection of guidelines for implementing quality controls in practice, and how quality
is measured and improved.

* Quality management
A method for ensuring that all the activities necessary to design, develop and
implement a product or service are effective and efficient with respect to the system and
its performance.

¢ Quality management system
A system that outlines the policies and procedures necessary to improve, control and

integrate the processes eventually leading to a better performance.

Resources
Resources include the knowledge, labour, capital, buildings or technology an organisation uses

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

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

Stakeholders
Stakeholders are all those who have an interest, whether financial or not, in the activities of the
organisation, for example, 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.
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Survey - Prieskum
Zhromazdovanie tudajov o nazoroch, pristupoch alebo vedomostiach jednotlivcov alebo

skupin. Casto je oslovend iba reprezentativna vzorka populdcie, osadenstva.

SWOT Analysis - SWOT analyza
Analyza silnych a slabych strdnok, prilezitosti (potencialnych vyhod) a hrozieb (potencidlnych
tazkosti) organizcie.

Term - Doba

Casovy usek, v ktorom maja byt dosiahnuté vysledky

*  kratkodoby -vztahuje sa vicSinou k horizontu krat$iemu ako jeden rok,

+ strednodoby - vztahuje sa vicsinou k horizontu jedného az piatich rokov,

¢ dlhodoby - vztahuje sa viésinou k horizontu dlhsiemu ako pic rokov.

Top-down - Zhora dole
Smer toku (napr. informdcii alebo rozhodnuti) od vyssich trovni manazérstva organizacie

k niz$im trovniam. Opakom je tok zdola nahor (bottom up).

TQM (Total Quality Management) - Komplexné manazérstvo kvality

Zikaznicky zamerand filozofia manazérstva, ktord hladd, ako trvale zlepSovat procesy,
vyuzivajuc analytické ndstroje a timovd spolupricu na zapijanie zamestnancov. Existuje
niekol’ko modelov komplexného manazérstva kvality. Model vynimo¢nosti EFQM, model CAF,
Malcolm Baldridge Model (USA), STN EN ISO 9004:2001 st pouzivané najcastejsie.

Transparency - Transparentnost

Transparentnost v sebe zahfnia otvorenost, komunikdciu a sledovatelnost. Je to metaforické
vyjadrenie vyznamu pouzivaného vo fyzikalnych vedach: ,transparentny objeket je ten, cez
keory je vidno, je ,priezra¢ny®. Transparentné postupy si otvorené rokovania, uverejiiovanie
finan¢nych vykazov, legislativa o slobodnom pristupe k informdciam, sprivy o cerpani
rozpoctu, audity atd.

Value - Hodnota

Hodnota moZe mat petiazny, socidlny, kultirny a mravny obsah. Mravné hodnoty st
povazované za viac-menej univerzdlne, zatial ¢o kultirne hodnoty sa mézu roznit medzi
organiziciami, ako aj medzi krajinami. Kultdrne hodnoty v rimci organizicie sa majd prenasat
a uskutocniovat. A tieZ musia byt prepojené s poslanim organizicie. Kultirne hodnoty

neziskovych organizicii sa mozu zretelne odliSovat od hodnét podnikatelskych subjekeov.

Vision - Vizia
Dosiahnutelny sen alebo tzba po tom, ¢o chce organizicia robit a kam sa chce dopracovat.

Kontext tohto sna a tzby je urceny poslanim organizicie.
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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.

SWOT Analysis
Analysis of the Strengths, Weaknesses, Opportunities (potential advantages) and Threats
(potential difficulties) of and to an organisation.

Term

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 being 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.

Value

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
and also be related to the mission of the organisation. They may be quite different 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.
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