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EXECUTIVE SUMMARY

The most obvious and straightforward finding of this Analysis is the growing interest in development
of (new) national Quality Managment (QM) plans and roadmaps, along with the need to conduct
regular QM trainings and CAF implementation and follow-up actions. This demonstrates the intent/
need to streamline QM-related decision making for better coordination and planning of initiatives,
putting QM higher on the PAR agenda in the Western Balkans.
Translated into concrete action, this means that decision-makers need to adopt (new) national QM
policies/framework and clearly appoint the lead institutions that will work to promote the new,
improved way of organizational thinking and action towards more efficient and cost-effective public
administration, focused on the needs of its citizens and clients. Regional Quality Managment Center
(RQMC) can support ReSPA members with respect to boosting visibility, offering and conducting
custom-made trainings (also in cooperation with the EIPA CAF Resource Centre, KDZ and projects
focusing on similar topics), which will lead to increased capacity development and sharing of best
practices, materials and knowledge between CAF users in the Western Balkans and their peersin the
EU.
The future will show whether this moment is in fact the tipping point at which planning turns
into action. The assessed administrations/ReSPA members still lack systemic QM application and
maintenance that would allow them to fully utilize the benefits of CAF/ISO in terms of boosting their
internal and external performance in line with national and EU priorities. Therefore, the second major
finding of this analysis which needs to be highlighted is that management-level support is needed
to introduce CAF or ISO in the institution and to maintain the level of the quality throughout the
Plan-Do-Check-Act Cycle and to put the fulfilment of citizen's expectations as one of the priorities
for the Western Balkans public administration.
To sum it up, here are the summarized findings reported by the engaged experts regarding the
situation in the field of QM:

e The two QM standards/models in use in the Western Balkans are the Common Assessment

Framework (CAF) and the International Organization for Standardization (1SO).
e Quality management dynamics are proving to be slightly different than initially

captured by the Baseline Analysis on Quality Management in the Western Balkans

from 2017. The main difference is that the donor-driven initiative is now translated by
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North Macedonia, Bosnia-Herzegovina, Serbia and Montenegro. Support from various EU
and international organizations, such as ReSPA, OECD/SIGMA, EU projects, GIZ, UNDP, etc.
is significantly expediting QM implementation and client orientation on both strategic and
operational levels.

e Quality Management is clearly embedded in the PAR strategies for several years now in
Bosnia-Herzegovina, North Macedonia and lately in Serbia and Montenegro. Albania and
Kosovo* still lack strategic commitment to QM but the operational level is showing
positive trends, especially regarding digitalisation of services in Albania. A QM event was
take place in Albania in early July 2022, co-organized by ReSPA and OECD/SIGMA and the
Albanian Ministry for Service Delivery and Standardisation, was the kick-off event for the
systematic approach to quality management.

e Serbia is boosting its quality management dynamics by clear managerial commitment
from the Ministry of Public Administration and Local Self-Government, supported by the
EU4PAR project.

o North Macedonia and Bosnia-Herzegovina have the most advanced CAF and ISO
implementation in terms of number of institutions using CAF, materials developed and
capacity development measures (see Annexes), but also highly skilled public officials able
to transfer their knowledge. It can be expected that in 2023, or even late 2022, Serbia will
have the first pool of CAF trainers as well. This regional expertise can and will be utilized
downstream in the ReSPA CAF Network (see recommendations below).

e Members of ReSPA QM WG and the regional CAF Network from Albania, Bosnia-Herzegovina,
Montenegro, North Macedonia and Serbia regularly participate in QM activities organized
by ReSPA.

e Bosnia-Herzegovina, Montenegro, North Macedonia and Serbia have appointed CAF
Correspondents and communicated this to the EIPA CAF Resource Centre. CAF
Correspondents attend EU CAF events.

e Lack of systemic update of CAF users in the Western Balkans: neither the EIPA CAF Resource
Centre nor the CAF EU Network (wiki) hosted by KDZ have accurate data for CAF usersin the
Western Balkans. Annex 3 of this Analysis can be used as a starting point to communicate
the updates. CAF Correspondents should regularly communicate all updates to RQMC, EIPA
and KDZ.

e As far as the CAF Certified External Feedback (PEF procedure) is concerned, only the
Ministry of Information Society and Administration of North Macedonia has obtained the
ECU label back in 2013. The Civil Service Agency of the Federation of BiH applied to ReSPA/
RQMC for the Procedure for External Feedback (PEF) in March 2022. As the leading quality
management hub in the Western Balkans, ReSPA has undergone external CAF validation and
received the ECU label in 2020.

Highest-priority needs have been evaluated based on the overall needs, as stated in the online sur-
vey and semi-structured interviews'; the needs can be clustered as follows:

- All ReSPA members and Kosovo* expressed the need to be supported in the development of
sustainable quality management approaches/road-mapping, including support in im-
plementation of activities that are seen as adequate by ReSPA RQMC, such as the develop-
ment of national QM plans and policies and capacity development.

1 During the verification process of this Analysis, the QM Event in Tirana, Albania beginning of July 2022 was used to reflect
and verify the main findings of this Analysis with the CAF Network representatives.

I
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- Awareness raising and promotion. Use ReSPA high policy level dialogues or/and regional
events as the platform to raise awareness and communicate the benefits of QM for the overall
PAR process in the WB, including high-level/management training (dive-ins) on QM.

- CAF and ISO training (training, train-the-trainers, EFACs).

- CAF online questionnaire/platform to be developed by ReSPA and provided to countries
(except for Serbia, which is already developed and in use with support of the EU4PAR project)
to facilitate an easier CAF roll-out.

- Networking in the WB region and with EU peers through the EIPA CAF Resource Centre (also
for CAF trainings with EU member states in mixed groups, which could enhance overall prac-
tical exchange).

- Support to CAF implementation (CAF roll-out), including CAF introduction and/or support
to implementation of CAF improvement plans, such as developing user/satisfaction mea-
surement tools.

- Mentor support to new CAF institutions with respect to CAF implementation and new as-
pects from CAF 2020: digitalisation, agility, sustainability, innovation, collaboration (partici-
pation) and diversity.

The needs for regional initiatives were addressed in the phase of verification of this Analysis during
a meeting of the CAF Network, beginning of July 2022.

The present CAF Network members had a facilitated discussion led by the lead expert engaged for
this Analysis and expressed the following ideas and needs to boost the regional QM development:

- QM Conferences/Events: showcasing success stories with management involvement in the
events. The aim of the events is to promote the CAF, its benefits, new cases, lessons learned
and the challenges the CAF users might face. As parallel sessions of the QM events, CAF
Managers? Meetings can be organised

- QM Seasonal School in EIPA - practical exchange with EIPA representatives and EU CAF
Network members, identifying and presenting best practices of the Western Balkans and the
EU, including agile management, human centred design, resilience in the CAF action plan and
overall CAF approach. The national training authorities shall be present at the QM Seasonal
School as they are the ones spreading the knowledge, organising CAF (QM) trainings and
ensuring sustainability in the capacity building in each of the WB administration

- Western Balkans Toolbox on Quality Management: covering inspiring practices, used
tools and methodologies, user's review on the successes of the methodologies and ways of
implementation, snapshots, practical examples of the criteria and subcriteria and the way
those were addressed during the CAF implementation as well as the benefits of the CAF. A
special focus shall be given to client satisfaction and employee satisfaction methods, tools,
implementation phase and lessons learned.

- Capacitiy building: CAF, ISO. Diverse trainings are needed for experienced CAF and ISO
users and the newcomers.

- Exchanging experiences with EU peers in cooperation with EIPA and KDZ regarding the
Effective CAF User Label (ECU) and the PEF procedure. It was emphasized that EIPA as the
European CAF Resource Centre shall be regularly updated about the WB developments and
new ECU labels

2 CAF Managers are the CAF Coordinators. It could be captured that countries use different names for same positions in the
CAF process. It is highly recommended to the RQMC to spread the use of the positions and names as described in the CAF Model
2020.

Introduction

The Regional School of Public Administration (ReSPA) is an inter-governmental organization for
enhancing regional cooperation, promoting shared learning and supporting the development of
public administration in the Western Balkans. ReSPA Members are Albania, Bosnia and Herzegovina,
Macedonia, Montenegro and Serbia, while Kosovo* is a beneficiary. ReSPA's supports governments
in the region to develop better public administration, public services and overall governance sys-
tems for their citizens and businesses and to stimulate the preparedness towards the membership
of the European Union.

ReSPA establishes close co-operation with ministers, senior public servants and heads of function
in Member countries. ReSPA also works in partnership with the European Union, specifically Direc-
torate General for Neighbourhood and Enlargement Negotiations (DG NEAR), other regional players
such as OECD/SIGMA and Regional Cooperation Council (RCC), as well as agencies and civil society
organizations. Since its inception, ReSPA, as an international organisation and a key regional endeav-
our in Public Administration Reform, has contributed to capacity-building and networking activities
through in-country support mechanisms, peering and the production of regional research material.

The European Commission (EC) provides directly managed funds for the support of the ReSPA activ-
ities (research, training and networking programmes) in line with the EU accession process. So far,
ReSPA has implemented three EC Grant Contracts (GCs) during the period 2010-2022. The current EC
grant supports the implementation of the activities required for contribution to the achievement of
the three specific strategic objectives during the period 2019-2021:-

Specific objective 1:Improved implementation of PAR and PFM Strategies in the Western Balkans
Specific objective 2: Improved professionalisation and depoliticisation of the Senior Civil Service
Specific objective 3: Improved quality of public services
ReSPA works primarily through regional networks, which operate at three levels: Ministerial, Senior
Officials, and networks/working groups of experts and senior practitioners. There is one network

- Programme Committee composed of the representatives of institutions in charge of PAR, Public
Financial Management (PFM) and government policy planning and the European Integration (El)

(\{=]
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coordination process and five Working groups: (1) Centre-of-Government Institutions; 2) Better Reg-
ulation; 3) Human Resource Management and Development; 4) E-Governance; and 5) Quality Man-
agement.

The key requirement of service delivery, according the Principles of Public Administration, in particu-
lar referring to Service Delivery Principle is to create citizens-centric administration ensuring quality
and accessibility of public services. Hence, the improvement of public administration and public
services through introducing quality management (QM) standards, models and tools in the public
administration institutions is perceived as one of key prerequisites for the sustainability of public ad-
ministration reforms and better performance of public administration. Utilising quality management
in modern public administration is an indication of the government commitments to ultimately im-
prove customer/client/citizen satisfaction.

A finding from the ReSPA research work so far shows?® that within the broad area of quality manage-
ment in the modern public administrations, the most used models are the Common Assessment
Framework (CAF) and European Foundation for Quality Management (EFQM), alongside the stan-
dards from the International Standard Organisation (ISO) family. The position of CAF as a QM model,
which is developed by public administrations for public administration is exceptional. The origin,
methodology, phases and principles of the CAF are presented in detail in the CAF 2020 model - the
revised and updated guidelines for practical CAF use®. The CAF itself is being developed and con-
tinuously adjusted to changes and new concepts in service delivery and management in public ad-
ministration. The CAF 2020 has been enriched by concepts of agile, digitalization as it is increasingly
embedded in every aspect of service delivery, resilience and diversity.

ReSPA started working in the sphere of quality management back in 2015 in the framework of the
Quality Management Working Group, upon the requests from the Western Balkans public admin-
istrations representatives. Numerous activities such as conferences, practitioners’ meetings, and
study visit have followed. From 2018 until 2022 ReSPA has positively responded to support requests
in several CAF implementation — introduction projects within the Project BACID IF° or by so called
in-country support, providing direct and tailored-made support in developing strategic documents
and capacity building. ReSPA itself has implemented the CAF and has received the CAF Effective User
Label in 2020. This was an incentive for additional role of ReSPA in “leading by example” as regional
QM hub.

On the research side, in 2017 ReSPA has conducted the first assessment of the application of quality
management approaches - “Quality Management in Public Administration and Public Services in
Western Balkans-Baseline analysis."® Although this was more of “panoramic” overview of laws, insti-
tutions and current practices, this analysis has provided valuable set of information which can be
further observed and measured in terms of positive/neutral/negative trends. In 2018 the “Feasibility
Study on Establishment of Regional Centre for Quality Management”” was conducted. The study has
shown that there was a clear need for expertise in supporting public administrations in addressing
QM issues and how the Regional Quality Management Centre (RQMC) within ReSPA could develop
into the focal QM point in the region, aiming to provide such expertise and raise awareness on QM
approach in provision of public services. The same study has recommended the establishment of
RQMC within ReSPA and proposed building blocks around which the Centre could develop.

3 Referring to the main findings of the QM Baseline Study (EDA, 2017) and Feasibility Study on the Establishment of the
Regionnal Quality Management Centre (Thijs/Puzic, 2018).

4 For more in-depth information about CAF see RQMC ReSPA website and European Institute for Public Administration (EIPA)
CAF Resource Centre.

5 See chapters Country Specific findings, Quality Management Standards/Models in use.

6 http://www.respaweb.eu/11/library#respa-publications-2017-7
7 http://www.respaweb.eu/11/library#respa-publications-and-research-18.
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The Regional Quality Management Centre was established by the Memorandum of Establishing and
Operation of Regional Quality Management Centre® (RQMC) which was signed by all Members and
endorsed in February 2021. As stipulated by the Memorandum?®, the RQMC will conduct periodical
regional analysis of application of QM instruments and respective needs in ReSPA member coun-
tries. Additionally, as the RQMC will “assist public administration in WB to implement PAR strategic
processes related to quality management as their inherent part’, there is clear prerequisite of having
the latest data of the situation related to application of QM in ReSPA Members so that ReSPA can
strategically and operationally adjust and upgrade the services and activities provided by RQMC to
the needs of Members’ public administrations.

In order to follow the flux of the changes and capture most up-to date data from the QM domain in
the Western Balkans public administrations the Periodical Regional QM Analysis will be conducted
biannually. The data from each ReSPA Member will be additionally continuously updated using the
information coming from ReSPA Quality Management Working group members, the QM Network —
depending on the future set-up of these groups.

8 Memorandum on Establishment and Operation of Regional Quality Management Centre in ReSPA

9 Article 4.2. Memorandum on Establishment and Operation of Regional Quality Management Centre in ReSPA.
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Purpose of the Analysis

Western Balkans countries have different approaches and different level of importance is being as-
signed to quality management in their strategic and policy documents. This is reflected in the PAR
strategies, PAR Action Plans and reports on the operationalization side of strategic documents. The
level of strategic commitment to QM varies from legally bound use of QM in public administration
via encouraging the continuation of QM introduction through soft measures in PAR Strategy to im-
portant place given to CAF projects in the current AP PAR Strategy.

ReSPA is undertaking this Analysis in order to upgrade the baseline approximated in 2017 and to ac-
quire updated information about the actual level of implementation of quality models (CAF, EFQM)
and quality standard (ISO 9000 and other ISO series) and the respective needs. The position of QM
in the reforming processes in WB public administrations, namely Albania, Bosnia and Herzegovina,
Serbia, North Macedonia, Montenegro and Kosovo* has been subject of the Analysis as well.

The Analysis is built around three major sets of data for each ReSPA member/beneficiary:

1. Data pertaining to the usage of concrete QM model - CAF or standard (1SO 9000 and
other ISO series) in the institutions in each national administration. The captured informa-
tion will contain names of institutions and will be used for several purposes: creating the
regional database of CAF users within RQMC, monitoring of the trends in QM instruments
application in the WB, promotion/sharing and advocacy.

2. Data pertaining to the existing needs in the region for introduction and maintenance of QM
instruments, i.e., CAF model and ISO standards, for the new cycle of CAF implementation
as well as to the needs related to implementation of QM. This information refers mainly to
central-national level, yet some specific data identified on municipal levels are captured in
the Analysis. As for Bosnia-Herzegovina, state, entity and Brcko District levels are integral
part of the Analysis.

3. Data pertaining to the position of QM in the current country PAR strategy documents, in-
cluding Action Plans of strategies and other policy papers (National plans). The information
includes planned measures, identified institutions for implementation, indicators, planned

ReSPA - Periodical Regional Quality Management Analysis — Final Report

funds and timelines, main challenges met or envisaged for the implementation. The iden-
tified data has been put in relation to the needs and support for meeting the planned out-
comes, including recommending the potential areas of ReSPA intervention/support.

As for the Western Balkans regional findings and recommendations, the purpose of the Periodical
Analysis is not only to identify and recommend country-specific needs and actions, but also to trans-
late them into a common, regional denominator - regional incentives, with the criteria for finding
the common denominator being at least three ReSPA members having expressed the same need.
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Structure of the Analysis

The chapters in this Analysis are structured around the attempt to provide an in-depth understand-
ing of the situation and the needs in the area of quality management in Albania, Kosovo*, Bos-
nia-Herzegovina, Montenegro, North Macedonia and Serbia. After the introduction and the purpose
of the Analysis have been presented in chapter 1 and 2, the structure of the Analysis to be found
accordingly in this - third chapter, and the chapter four explains in more details the overall research
methods and the timeline: developing and verifying of the Analysis, offering comprehensive infor-
mation on the desk review methodology, online questionnaire, semi-structured interviews and the
verification process.

Having presented this, chapter five - Observed developments since 2017 - offers a short insight
into the main findings being compared to the main findings of the QM Baseline Study back in 2017.
Therefore, the initial stage as per 2017, observed developments/status and challenges as of 2022 are
presented. This chapter provides a solid introduction also for the country-specific findings, which are
to be found in chapter 6, respectively.

The elements contributing to the QM dynamics on specific country-level such as policy framework,
capacity development and promotion/scaling up are presented in the sixth chapter, bringing the
different pieces of the research work together. This chapter provides answers to the questions which
quality management standards/models are in use in specific countries. The OECD/SIGMA recom-
mendations from the monitoring report 2021 are to be found in this chapter and it also and offers
insight into the online questionnaire findings. Lastly, the compiled finings, needs and recommenda-
tions from the experts for each country are presented here.

The role, objectives, developments and possible new uptakes of the Regional Quality Management
Centre (RQMC) as integral part of ReSPA, have been considered in chapter seven. Starting with a
short analysis of the milestones as described in the RQMC Feasibility Study, this chapter offers more
information on the question how the RQMC responded to the needs of the WB so far, which net-
works and activities have been carried out and what are the possible next moves in order to concen-
trate the regional expertise in QM and especially in the CAF in one place from which all WB public
administrations could benefit.

The way forward/conclusion, with major findings and highest prioritised needs for the WB region
and recommendations by the experts are given in the last, eight chapter.

Research Methods and Timeline

The engaged experts collected the first round of data and information analysis via the desk review
during November 2021, mainly referring to policy documents, published data regarding the QM
tools used and QM systems/models applied, as well as the OECD/SIGMA 2021 Monitoring reports
findings and recommendations. The main findings of the desk review were presented and shortly
discussed during the ReSPA Annual RQMC Meeting in Tirana, Albania on the 6th December 2021.

With the objective to reach out to a higher number of relevant stakeholders (CAF/ISO users, pos-
sible newcomers and public institutions in general), receiving in-depth data on national level, but
also with the objective to verify the major findings from the desk review, an online questionnaire
was developed. ReSPA Liaison Officers and engaged experts facilitated the contacts for the online
guestionnaire, which was live between 5 February and 1 March 2022. The invitation for participation
in the survey was sent to 476 survey participants. A total of 172 replies were received out of which
120 were unique responses and 52 were duplicates. This represents a response rate of 19,96 % (total
sample of 476 respondents), with the highest response rate related to public administration of Bos-
nia-Herzegovina, 42%, followed by North Macedonia, 23%.

Respondent’s structure:

Serbia Unklrl/own Albania
12% ’ 12%

North
Macedonia
23%
Bosnia and
Montenegro Herzegovina
7% 42%
Kosovo*
3%
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Level of administration:

100%
m Central

50% m Local
m Entity
Other

0%

Albania Bosnia and Kosovo* Montenegro North Serbia Unknown Average
Herzegovina Macedonia

The online questionnaire provided valuable data for the in-depth analysis of the current situation
and for the needs (Annex 1 - Online questionnaire report), whereas the validation of the interim
overall findings of the desk review and online-questionnaire findings was conducted by using the
form of semi-structured interviews which were held in April and beginning of May 2022 (Annex 2
- Overview of semi-structured interviews). The semi-structured interviews resulted in an overall val-
idation of the desk review findings and online questionnaire results, highlighting three priorities
where ReSPA RQMC support would be the most useful in the upcoming two-three years.

Observed developments since 2017 (QM Baseline Study)

The attempt of this chapter of the Analysis is to illustrate main observed developments in the region since 2017 — as the Baseline QM Study was conducted.
Additionally, by offering a short and concise overview of the status back in 2017 and highlighting the most striking aspects as captured in 2022, this chapter

As for the identification of contacts for the semi-structured interviews the ReSPA experts engaged gives a compatible introduction to the specific country overview which follows in the next chapter.
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for this analysis contacted mainly the CAF National Coordinators, RQMC CAF Network Members as
being the ones with the most valuable and in-depth insights into the current situation. The highest

. X L A | ) Country Initial stage (as Evolution path Status 2017 | Identified challenges Status 2022 & possible future chall as per
number of interviewed persons is in Bosnia-Herzegovina, due to the fact that the state and entity per Baseline (as per Baseline (as per (as per Baseline Study) Analysis
levels engaged in the implementation of quality management are appointed as lead institutions, Study) Study) Baseline
respectively. Annex 2 - List of semi structured interviews offers a detailed insight into the interviewed Study)
interlocutors per country: Albania 2, Bosnia-Herzegovina 8, Kosovo*, Montenegro 1, North Mace- Albania Project driven Driven by Service Scaling-up Visible progress of service delivery QM not anchored in the strategic PAR documents.
donia 5, Serbia 2 interlocutors. The set-up and questions for the semi-structured interviews were (international Delivery Reform, QM tools reform with an increasing use of QM The Minister of Service Delivery and Standardization

agreed with the ReSPA Programme Manager.

As for the timeline, the following activities were undertaken in 2021 and 2022:

Semi-structured interviews
April-May 2022

Desk review
November-December 2021

Online questionnaire
February-March 2022

Drafting and finalising of the Analysis
May 2022

ReSPA and engaged experts are aware that in some cases the obtained information or opinions may
be biased and do not necessarily represent the official position of the institution concerned, nor of a
ReSPA member or Kosovo*. Data and information presented in this Analysis were submitted for ad-
ditional verification during the completion stage to the members of the ReSPA Quality Management
Working Group, RQMC Regional CAF Network, and OECD/ SIGMA, while the opinion on the overall
Analysis methodology has been sought from DG NEAR and Zentrum fiir Verwaltungsforschung -
KDZ, Austria. Relevant feedback by the mentioned ReSPA structures and partners has been included
in the final version of the Analysis.

donor
support)

Top-down

tools.

The next challenge is an evolution from
QM tools to QM systems to ensure
continuity of improvements and
institutional sustainability of changes.

may take up the role of the coordinating institutions
of the QM dynamics, supported by SIGMA, ReSPA and
possibly the UNDP project.

Next challenge: The identified challenge from 2017
remains valid. The awareness raising regarding the
importance of coordinated and comprehensive
quality management approach towards citizen-
centric service delivery is one of the highest
identified priorities in Albania. SIGMA and ReSPA, in
a coordinated approach, are providing tailor-made
support.
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Kosovo*

Project driven
(international
donor
support)

Driven by Public
Administration
Reform Top-down

am
Promotion
and Training

Successful initial training and

promotion activities with strong
international support have provided

a good starting point for Kosovo* to
accelerate introduction and use of

QM tools and systems in PA and PS,
following a similar path that shows good
recent developments in Bosnia and
Herzegovina.

No major changes identified. High need for a
systematic QM approach, including awareness raising
on decision-making levels.
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Montenegro

Project driven
(international
donor
support)

Focus on QM tools
Driven by overall
reform Top-down

QMS as one
of upcoming
focuses of
the PAR

Similar to Serbia QM is one of the
upcoming focuses of the PAR in
Montenegro. Stronger institutional
support and concentration of the
resources of this priority are required.

QM is well embedded in the new PAR Strategy with
clear objectives and indicators, along with lead
institution and partners.

Next challenge: Developing and implementing a
systemic QM approach (Roadmapping/QM strategy),
focusing on sustainability in terms of strengthening
the human resources (man-power) of the Ministry for
Public Administration; making a pool of CAF trainers
based on lessons learned from the CAF pilots.
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Country-specific findings

6.1. Albania

Albania adopted its Crosscutting Public Administration Reform Strategy 2015-2020. The imple-
mentation of the PAR strategy was extended until the end 2022. The strategy aims at and focuses
not only on the civil service, but also on other crucial elements to address the need in improving the
services provided to citizens and businesses, to increase transparency and accountability or fields
such as governance innovation and priorities which have been set forth also in the Government'’s
political program.

The strategy is more extensive and is built on four fundamental elements:

e Improvement of the delivery of services to citizens;

e Enhancement of the accountability of public officials;

e More delegation of decision making;

e Promotion of professionalism in the civil service and meritocracy in recruitment.
The strategy has four pillars, out of which the organization and functioning of public administration
as pillar no 2 (Organization and Functioning of public institutions) and pillar no 4 (Administrative

Procedures and Oversight) define the following objectives which refer to quality management in
the overall sense:

Objective 4: Strengthening the structures of public administration in order to improve service de-
livery to the public.

Objective 5: Improved, accessible and integrated public services by reducing the corruption oppor-
tunities and strengthening of ethics when delivering public services.

Objective 8: Simplified procedure for the provision of services by facilitating communication with
the public and avoiding corruption.

The first phase with the activities is set out in the action plan of 2015 -2017 (medium-term objec-
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tives). The focus was on improving the legal framework and procedures for drafting of policies, strat-
egies, action plans and legislation, as well as on capacity building involved in these processes, includ-
ing monitoring. The focus was set on the institutional structural reform and improvement of services
offered to citizens and businesses through ICT tools, implementation of new civil service legislation
and building institutional capacities responsible for its implementation and completion and fully
setting into operation of the human resources electronic database of public administration, in order
to improve the approximation of the civil service system to European standards.

The second phase covers the period 2018 - 2020 (long-term objectives), updated for the period
2018 - 2022 (long-term objectives), aiming at consolidating the achievements of the first phase in
implementing the strategy. It is based as an assessment of the implementation of the objectives
of the previous period and reassessment of priorities. New activities in key areas of administrative
reform, such as improvements in areas where progress has not been sufficient in terms of meeting
these requirements and the implementation of domestic legislation have been addresses here.

For the objective 4 Strengthening the structures of public administration in order to improve ser-
vice delivery to the public, the following two activities are envisaged: Activity 4.1 Functional review
and internal organization in state administration institutions; Activity 4.2 Support for the functioning
of LGUs and strengthening of implementation capacities;

For the objective 5: Improved, accessible and integrated public services by reducing the corrup-
tion opportunities and strengthening of ethics when delivering public services, the following five
activities are envisaged

e Activity 5.1 Establishment of Integrated Centers for the provision of public services.

e Activity 5.2 Separation of the Service Counters (front-office) for the public from the responsi-
ble offices (back office) of the service in the central institutions.

e Activity 5.3 Development of a framework for assessing the quality of public service delivery
(5.3.1 Drafting and approval of the framework for evaluating the quality of public service
delivery; 5.3.2 Monitoring the quality of public service delivery at integrated Agency for the
Delivery of Integrated Services (ADISA') service centers and counters; 5.3.3 Piloting'' the im-
plementation of the framework for assessing the quality of public service delivery at central
government institutions).

e Activity 5.4 Establishment of “one-stop shops” for administrative services at the local level.

e Activity 5.5 Development of institutional capacities of ADISA and central institutions to in-
crease the quality of service delivery (Internal Administration Staff Training (ADISA); Training
of staff of central institutions)

Objective 8: Simplified procedures for service delivery, facilitating communication with the
public and avoiding corruption, the following four activities are envisaged

e Activity 8.1 Re-engineering of public services, as a necessary measure to simplify adminis-
trative procedures and reduce the number of steps to be taken by citizens and support staff

e Activity 8.2 Deregulation, as a measure to drastically reduce the documents required by citi-
zens / businesses and move to a new level of their modernization and digitalization

e Activity 8.3 Establishment of a mechanism that enables citizens to give their opinion on the

10  During the QM Event in Tirana, Albania, beginning of July 2022 the Minister of Service Delivery and Standardization
informed that ADISA merged with the Co-Governance Agency.
1 CAF implementation. See Chapter CAF pilots in Albania.
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quality of electronic services in the e-albania portal (Implementation' of star rating function-
ality of service quality for all electronic services of the e-albania portal)

e Activity 8.4 Establishment of conditions and procedures for the implementation with trans-
parency and objectivity of career promotion in the civil service

6.1.1. Quality Management Standards/Models in use

As for Albania, it can be stated that the use of QM models/standards is limited to a very few institu-
tions using ISO standards. The use of tools/instruments, aiming at increasing client’s satisfaction and
service delivery is on a high level, compared to the other ReSPA members:

e Department of Public Administration (DoPA)': conducts questionnaires and surveys on: (i)
measuring user satisfaction, as well as (ii) the ease of use of the online application system for
recruitment procedures

o ADISA™:

o Monitoring™ the quality of service has continued through direct surveys, telephone
surveys, online surveys and measurement of waiting time and time of application at
the Integrated Centers;

o Complaints Management System'® (CMS);
o Focus groups'’ to assess citizens’ reactions;

o Chat Online™ - new communication bridge was implemented between ADISA and
the citizens;

o 1509001:2015;
o 150 37000:2015;

o Common Assessment Framework (CAF).

With support from KDZ and ReSPA, under the BACID Il project, ADISA started with CAF implemen-
tation in 2019. Initial activities (Project kick-off, communication Plan, CAF-SAG Team Selection) in
2019, and in June 2020, members of SAG (15 participants) were capacitated on CAF. With this, ADISA
is the first Albanian institution using the CAF. KDZ and ReSPA experts facilitated the CAF introduc-
tion. The CAF Self-assessment report, including some improvement actions in ADISA was prepared
in April 2021, however the report was not adopted by ADISA's management, also due to the COVID
pandemic.

In addition, AIDSA has implemented ISO 9001:2015 and ISO 37000:2015 in 2021. The certification
process was finalized in December 2021, supported by the project Consolidation of Citizen Centric

12 Source of verification, No. of electronic services equipped with the option of star rating of service quality.

13 April 2020 DoPA: CROSS-CUTTING PUBLIC ADMINISTRATION REFORM STRATEGY ANNUAL MONITORING REPORT 2019:
Annual_Monitoring_Report_April_2020.pdf

14 The mandate and set-up of ADISA has been changed in the course of the development of this Analysis.

15 September 2020: Page 13; Raporti-i-Monitorimit-te-Strategjise-per-grupin-temati-kte-sherbimeve-publike-ADISA-2020.pdf
16 September2020: Page 16; Raporti-i-Monitorimit-te-Strategjise-per-grupin-temati-kte-sherbimeve-publike-ADISA-2020.pdf
17 September2020: Page 16; Raporti-i-Monitorimit-te-Strategjise-per-grupin-temati-kte-sherbimeve-publike-ADISA-2020.pdf
18 September2020: Page 17; Raporti-i-Monitorimit-te-Strategjise-per-grupin-temati-kte-sherbimeve-publike-ADISA-2020.pdf
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Public Service Delivery in Albania (CSDA). The CSDA project is a donor pool fund to assist in the
consolidation of citizen-centric public service delivery in Albania, implemented by the Government
in partnership with UNDP and with Austrian Development Cooperation (ADC) as a key contributor.
The focus of the project activities can be summed up as following: a) quality assurance and compli-
ance audits as a proactive measure to make sure that staff is doing the right things in the right way
as required by the established standard; b) quality control and inspections, as a reactive measure to
make sure that the final product of service application processing is of the expected/required qual-
ity. The expertise under CSDA is aimed at helping address issues identified and establish a practical
framework on public service delivery quality management. Capacity building on these aspects is
anticipated, including coordination with the School of Public Administration (ASPA).

OECD/SIGMA, has a coordinated approach with the Minister of State for Standards of Services tar-
geting at a systemic and sustainable quality management approach and therefore is in the process
of preparing project intervention in Albania. The fact finding mission was carried out planned for
the first week of May 2022. Possible SIGMA intervention is the development of the QM Roadmap for
Albania, covering the top-down and bottom-up approach, including (political) awareness raising,
capacity development, rolling out of QM pilots, monitoring, evaluation and learning. As stressed
during the semi-structured interviews, it is expected that ReSPA RQMC and OECD/SIGMA will team
up in terms of creating synergies and increasing the absorption capacities of the Albanian counter-
parts by organizing a common QM event beginning of July 2022.

The desk review, online questionnaire and the semi-structured interviews in Albania identified only a
limited number of public institutions using ISO (also based on the findings from the ReSPA Baseline
Study, 2017)

e National Agency for Information Society (NAIS): ISO 9001 (quality management), ISO 27001
(information security management), ISO 20000 (IT management)

e General Directorate of Standardisation (Ministry of Economy and Finances): 1ISO 9001

e National Business Centre (Ministry of Economy and Finances): 1ISO 9001

e National veterinary laboratories and the food laboratories have ISO 17000, which specifies
general terms and definitions relating to conformity assessment, including the use of confor-
mity assessment to facilitate trade, ISO 45001, HSE 14001 and OHSAS 18001 of British Stan-
dards Institution, aiming to reduce workplace hazards and increase employee morale.

6.1.2. OECD/SIGMA recommendations

As identified by OECD/SIGMA monitoring report 2021 the use of quality management tools in the
state administration remains sporadic, and further efforts are needed to embed a user-centric ser-
vice delivery culture with continuous improvement.

As a medium-term recommendations (3-5 years), for the QM framework? the following has been
recommended in the OECD/SIGMA monitoring report 2021:

“ADISA should make plans for completing the policy framework on quality management, including
developing an operational roadmap on how to increase the use of quality-management instruments

19 https://www.sigmaweb.org/publications/Monitoring-Report-2021-Albania.pdf
20 https://www.sigmaweb.org/publications/Monitoring-Report-2021-Albania.pdf, page 118.
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and tools in public institutions, including awareness raising, promotion, knowledge sharing, recog-
nising good practices and capacity building”

This recommendation has been already taken up in a coordinated way by the Minister of State for
Standards of Services, OECD/SIGMA and ReSPA RQMC, as described in the chapter above, supported
and coordinated by ReSPA RQMC and OECD/SIGMA.

6.1.3 Online questionnaire - specific highlights

The e-survey was open for fulfilment between 5 February and 1 March 2022. From A,Ibania there
were fifteen responds, all coming from ADISA only. Therefore, the recommendations for Albania can
be drawn into more detail once Albania has triggered the QM dynamics and new structures, as high-
lighted above.

e Quality Management was implemented either with support of private consultancy or sup-
ported by international projects;

o Effective CAF User label: more than a half of respondents are familiar with the Effective CAF
User (ECU) label and all of the respondents stating they are familiar with the ECU would like
to apply for the label;

Highest need in providing support to institutions for implementation of QM (CAF and/or
1SO)- (top rated three):

1. Basic training of ISO

2. Basic CAF training

3. Support in establishing the QM unit/capacity development

Overall, the need in providing support to institutions for implementation of QM based on the online
questionnaire (Q12) - CAF and/or ISO is the following:

Supportin Supportin Supportin CAF Basic Basic
policy/ formulation of establishing the introductionin  Trainings on Trainings of
strategic concrete strategic QM unit/ the institution-  CAF ISO
approach measures and capacity workshops and

development activities in the development training
Action Plans and of
PAR Strategy

(b) ()]
8,00 8,27 8,53 7,93 8,80 8,93

In-depth In-depth Train-the- Training for External Raising
training on CAF  training on Trainers CAF, CAF External Evaluation for Awareness
1SO incl. CAF Feedback the Effective (conferences,
refreshment on Actors CAF User label study tours,

the Train-the- exchange, promo
Trainers materials)

(0] j (U}

753 7,20 8,00 747 7,40 8,07
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o Thereadiness to share experience with other peers in the country and regionally about
CAF or ISO introduction, implementation and lessons learned: 53.33%. In the region-
al overview of the online questionnaire’s findings, Albania scores the lowest readiness to
share the QM knowledge. The reasons for this were evaluated during the semi-structured
interviews with the finding that ADISA’s representative in some cases still feel the need to
upgrade current knowledge and skills, and to learn from the first I1SO lessons. Yet, the
readiness to share with regional peers and to exchange about the lessons learned is high (see
Annex 1-Q 13 and 16 Albania).

e Information on the background of not using Quality Management system/models:
As for Albania, the answer to this question was clear: all of the offered possibilities were rated
with 100%: Lack of human resources, lack of finances, lack of external technical support to
introduce, lack of policy framework in which the use is stimulated.
In addition, the lack of policy framework in which the use is stimulated was highly rated by
the respondents.

e Major success factors for a successful and systematic Quality Management implemen-
tation/maintenance (top rated three): Staff motivation seems to be the major driving fac-
tor in ADISA, followed by proper QM training and highly skilled QM trainers:

Clear Anchoring  Delegat- Highly Qm Manageri-  External Staff
indication of QMin ing tasks skilled QM training al commit-  support motivation
of QM the orga- of QM trainers provided ment & for the first

objectives, nizational (coordina- by re- account- cycle(s) of

milestones, strategy tion) to an sponsible ability QM intro-

responsible existing training duction,

institutions position in institu- implemen-
and budget the institu- tion(s) tation and
in the PAR tion mainte-
strategy / nance
Action plan

(@) ()
7,87 8,13 753 8,20 8,33 8,20 8,13 8,87

e In Albania, more information about CAF principles and how CAF can contribute to the
public administration reform is needed/expected for the initial CAF training, exchange of
experiences: 30.77% and complete CAF introduction/implementation:

Initial CAF training Complete CAF introduction/imple-  Exchange of experiences
mentation

(c) (d) (e)

46,15 23,08 30,77
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6.1.4 Compiled findings, needs and recommendations
based on the desk review, online-questionnaire and
semi-structured interviews

Findings:

e In the current PAR strategic documents in Albania, establishment and implementation of a
quality management framework is not envisaged so far.

e Albania is well advanced in using several quality management tools, including e-tools, as
presented in the chapter above, however the use of quality management models in state
administration is very limited and sporadic.

e The use of ISO standards is wider spread than CAF (only ADISA worked on the CAF implemen-
tation), although also ISO is only sporadically implemented.

e Albania has an appointed ReSPA Regional CAF Network member, but is not visible on the EU
level (EIPA CAF Resource Centre/Network) due to the fact that the CAF was not promoted/im-
plemented so far. The question and procedure of appointing the CAF national correspondent
has been triggered by the development of this Analysis and during the preparation phase of
the QM event in Tirana, July 2022.

e There were no CAF train-the-trainers workshop/s developed and conducted in Albania.

e There are no External CAF Feedback Experts (EFAC) in Albania.

Needs:

e There is a need for raising awareness among political stakeholders and senior management
on the topic of the quality management as cornerstone for an efficient PAR reform. This shall
lead to including the QM approach in the next strategic PAR document(s).

e The need for technical assistance in preparation of the policy framework on quality manage-
ment has been expressed especially during semi-structured interviews, including develop-
ing an systematic operational roadmap with identified lead institutions (Department of Pub-
lic Administration (DoPA). The question how to act in a symbiosis with the QM tools already
developed and in use so far. A structured and coordinated approach shall be one of the main
results of the operational roadmap, including the clear way forward how to increase internal
capacities and establish inter-institutional cooperation (coordination mechanisms, piloting,
monitoring, evaluation and learning).

e Raising awareness/promotion: development of promotional materials, printing of CAF
guidelines, organizing QM conferences, exchange with other regional peers, exchange with
EU peers;

e Thereisaneed for CAF train-the-trainers with young civil servants, and coaching them during
CAF piloting; that will result in straightening of consultant capacity in Albanian’s administra-
tion for CAF implementation;

e Thereis a need for basic and in depth training on ISO standards for Albanian administration;

Recommendations:

o Wrap up/ refreshment of CAF knowledge of members of the Regional CAF Network.
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6.2. Bosnia-Herzegovina

The commitment from Revised Action Plan 1 backin 2011 to introduce quality management systems/
models on a voluntary basis is still valid on almost all administrative levels in Bosnia-Herzegovina
(BiH). At the state level, the Council of Ministers of BiH supported the introduction of CAF or ISO 9001
and capacity development. The Council of Ministers of BiH tasked the Public Administration Reform
Coordinator’s Office (PARCO) to, together with other institutions on state level (Civil Service Agency
BiH, Institute for Standardisation) to coordinate and implement the Operational Plan for Introducing
Quality Management in state institutions 2016-2018. Two important international partners support-
ed the QM development during the times of first-initialisation: GIZ - Project for Strengthening Public
Institutions in BiH and the Good Governance Fund (GGF) of the British Embassy.

The Government of Republic of Srpska adopted a conclusion agreeing to the introduction of the CAF
in the Republic of Srpska Civil Service Agency (CSA RS) and to promote it in the Republic of Srpska
(2017). The CSA RS is tasked by a decision from the Government to share the acquired knowledge
with all interested administrative authorities in RS given an active role in improving quality manage-
ment and CAF implementation in the RS administration.

The Government of the Federation BiH supported the introduction of CAF in the Civil Service Agen-
cy of the Federation BiH as a free and simple tool that will facilitate the use of quality management
techniques in public sector organisations (2016) and entitled the CSA FBiH to promote and roll out
the CAF in the Federation?'. Both entity institutions found a reliable partner in KDZ/Bacid Il project,
in cooperation with ReSPA. Within the BACID Il Project CAF has been implemented in three munic-
ipalities of the Federation of BiH and in the Agency for Statistics of the RS, while ReSPA has directly
supported the CAF introduction in two ministries of the RS.

As stated also in the ReSPA Baseline Study 2017, ReSPA and GIZ teamed up and created a unique syn-
ergy in raising awareness and strengthening the capacities (with EIPA and KDZ) in BiH, and boosted
the networking regionally by sharing the best-practices in a QM conference in 2016 (mostly state
level institutions as target groups).

In 2017, the GIZ project and GGF opened up towards entity levels and supported a development of
a detailed Framework Operational Plan (Jan.2017-June 2019) which sets clear activities, roles, tasks,
budget/financial resources for all administrative levels in BiH, including Brcko District. The plan was
meant to be adopted by the respective Governments, but due to difficult political situation on the
level of the Council of Ministers BiH, this plan has not been sent to adoption.

In late 2019 a QM conference was held in Sarajevo, supported by the GIZ/GGF and organized by
the inter-institutional working group for QM in BiH (info on members can be found in Annex 4 - all
interested institutions using CAF/ISO) which was led by PARCO and the civil service agencies of the
state and entity levels accordingly, in a close cooperation and coordination with the Institute for
Standardisation of BiH (BAS) - as a strategic partner for the ISO part. During that conference, the
coordinator of PARCO and the directors of all three civil service agencies (state and entities) signed
a Letter of Intent to proactively work on the increase of service delivery of public services by using
quality management tools, such as systematic client satisfaction surveys.

Based on the above mentioned it can be concluded that quality management is well anchored in the
21 During the verification period of this Analysis in June 2022, the Government of FBiH adopted a new conclusion for the CAF

introduction in the Federation BiH, entrusting the CSA FBiH to develop a planning document for the roll-out of the CAF: https://
fbihvlada.gov.ba/bs/dnevni-red-320-sjednice-vlade-fbih-12081.
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overall strategic framework: Strategic Framework for Public Administration Reform 2018 — 20222
Quality Management is embedded under Service Delivery, 5.4. Action Plan for the PA Strategic
Framework for BiH 2018-2022 (measure 4.1.1.1.)%:

In more concrete terms, the PAR Strategy, Service Delivery pillar® sets the following indicators, base-
line and target values:

Measure 1%: Identification of quality instruments for services delivered by the public administration
and orientation to service users

Indicators Baseline value Target value

A policy framework for quality management exists at all
administrative levels in BiH

(2017)-0/3 (2022)-3/3

% of services measured using customer satisfaction tools at each
administrative level

(2017) - 0% (2022) - 50 %

% of institutions that have developed and applied Customer (2017) - 0% (2022) - 40 %

Relations Management - CRM system at each administrative level

Action Plan 2018-2022; BiH

Measure 4.1: Identifying service quality instruments provided by public administration and ser-
vice-user orientation

22 https:/parco.gov.ba/en/rju/o-rju-2/strateski-okviri-za-rju/

23 https://parco.gov.ba/en/rju/o-rju-2/strateski-okviri-za-rju/

24 It can be expected that the current PAR strategy and Action plan will be prolonged, as stated during the semi-structured
interviews. No details could be identified, as this topic was still in the preparation/negotiation phase.

25  https://parco.gov.ba/en/rju/o-rju-2/strateski-okviri-za-rju/, page 46.
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Activity

4111 Define  the quality manage-
ment method (for policies, decisions etc.)
41.1.1 a Designate a lead institution (one
or more) at each of the four main administra-
tive levels to be responsible for building and
operating the system, and subsequently for
providing support and advice to other institu-
tions in assessing the needs of service-users.
41.1.1 b Defining the necessary institu-
tional and material capacities of the in-
stitution in charge of building the system;
4.1.1.1 c Developing an analysis of best practices in
the region and the world regarding the best model
forestablishingasystemforuserneedsassessment
4.1.1.1 d Determining a framework policy for
the introduction of quality management sys-
tem in public administration institutions (QM)
and coordinate the approaches at different
administrative levels (all administrative levels)
4111 e Identifying the parties re-
sponsible  for introducing QM  build-
ing their capacities (FBiH, RS, BDBiH)
4.1.1.1 f Defining the approach in the intro-
duction of QM and preparing planning docu-
ments for each level of government, includ-
ing identification of resources (FBiH, RS, BDBiH)
4.1.1.1 g Implementing the Operational Plan for
the introduction of quality management in BiH in-
stitutions for the period from 2016 to 2018 (BiH)
4.1.1.7h Implementing the selected approach-
es and planning documents in institutions and
bodies of Entities and BDBiH (FBiH, RS, BDBiH)
4.1.1.1i Evaluating the achi ts and prepar-
ing a new planning document for QM for the level
of BiH institutions for the next planning period (BiH)
4.1.1.1jEnsuringthe continuityinthedevelopment
andimplementation of planning documents forQM
at other administrative levels (FBiH, RS, BDBiH)
4.1.1.1 k Ensuring coordination of the overall
QM process at all administrative levels and co-
operation in the field of QM at the regional level

Deadline

4qt 2022

Responsible institu-
tions

4.1.1.1a  Governments
of administrative levels
Institutions ~ from the
initial activity appoint-
ed by decisions and
acts of governments
for BD BiH, the Govern-
ment of BD BiH at the
proposal of the PAR Coor-
dinator’s Office of BD BiH

Budget

166.350 KM

d

There is a policy framework for quality ateach
trative level in BiH BLV:0/3TV:3/3

% of services measured using customer satisfaction measurement tools at
each administrative level BLV: 0% TV: 50%

% of institutions that have developed and apply the Customer Relationship
Management (CRM) system at each administrative level BLV:0% TV:40%

Indicators

Proposal of the Framework Policy for the introduction of the quality man-
agement system referred to the government at each administrative level
BLV: 0/4 TV:4/4

A planning document for the introduction of quality management per
levels of government, including resource identification developed (FBiH, RS,
BDBiH) BLV: No TV: Yes

There is an act designating the lead institution BLV:No TV:Yes
Percentage of implemented activities from the Operational Plan ~ BLV: No
TV: Yes

Percentage of implemented activities from the planning documents

BLV: 0% TV: 50%

After the previous version of the planning document was completed, the
next version of the planning document for quality management was pre-
pared at the level of BiH institutions for the next planning period (BiH).

BLV: No TV: Yes

After the previous version of the planning document was completed, the
next version of the planning document for quality management was pre-
pared at other administrative levels (FBiH, RS, BDBiH). BLV:0/3 TV:3/3
Number of annual meetings of quality management working bodies

BLV:0 TV:4

Government decision on the lead institution in charge of determining the
needs of users BLV: No TV:Yes

Government decision on the lead institution for determining the needs of
users or some other special act containing the provisions on the resources
BLV:No TV:Yes

User needs identification system established and operational BLV: No
TV:Yes

Institutional capacity to determine user needs is built

needed to build and maintain the system

BLV:No TV:Yes
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As stated during the semi-structured interviews, the operational level of the CAF dynamics remained
untouched by the political barriers which affected BiH. Still, on strategical level, such as develop-
ing, adopting and implementing the policy framework could not be initialized. The establishment of
the Supervisory Board for Service Delivery is expected to be finalized in the months to come (with
PARCO and CSAs). The topic of QM will be one of the issues this board will be dealing with, as an ap-
proach to strengthen and increase the overall service delivery in BiH.

6.2.1. Quality Management Standards/Models in use

Compared to the ReSPA Baseline Study 2017 there is an increasing trend as far as the continued use
of the QM standards/models is concerned. The CAF and ISO are the model/standard used in the pub-
lic administration; no data could be found with regards to EFQM.

The use of quality management tools shall be further materialized though. The new PAR strategy sets
clear objectives, especially in terms of citizen centric public services (see above).

The CAF roll out in Bosnia-Herzegovina is showing evidence of clear commitment from lead institu-
tions on all administrative levels (except Brcko District). The PARCO, CSA FBiH, CSA RS and CSA BiH
are mentoring the CAF introduction/implementation in interested institutions from the beginning
of the self-assessment process. So far, there are 11 CAF users on state level (plus one currently being
implemented in the Ministry of Civil Affairs BiH, mentored by PARCO and possible one institution to
run the second cycle in 2022), 9 users on the level of the Federation of BiH, and 6 CAF users in the
Republic of Srpska. As far as the ISO use is concerned, 10 institutions could be identified on different
levels, but it can be assumed that more ISO users are present in the public sector, the information is
not publicly available though.

All CAF users and identified ISO users in BiH are presented in the Annex 4 — BiH CAF roll out overview
and identified ISO users®.

Back in 2015, 15 persons form the Public Administration Reform Coordinator’s Office and the Civil
Service Agency of BiH were trained to become CAF trainers. During 2016 and 2017, CAF trainers con-
tributed in providing support to eight institutions which had expressed interest for introduction of
the CAF model. In November 2017, the second round of training of new CAF trainers was conducted
as a continuation of the strengthening of capacities. The management of the following institutions
appointed their representatives for the CAF Train the Trainers program, and the readiness was ex-
pressed that certified trainers would continue to provide support to other, similar institutions which
express interest in CAF:

1. Agency for Identification Documents, Registers and Data Exchange of BiH

2. Agency for Statistics of BiH

3. Civil Service Agency of BiH

4. Civil Service Agency of RS

5. Civil Service Agency of FBiH
26 During the research phase the Ministry of Civil Affairs, as one of the biggest ministries in Bosnia-Herzegovina, approached
PARCO for support in CAF facilitation. PARCO reached out to the Ministry of Civil Affairs back in 2019, having an introductory
meeting at the cabinet. The Ministry feels ready to kick off the CAF in 2022 as one of the first ministries on state level. The two-days
introduction workshop was held in the first half of April 2022, with the appointed self-assessment group, representing the whole

ministry. It is expected that by the end of 2022 the Ministry of Civil Affairs will have a fully-fledged CAF Action Plan and start to
work on its implementation.
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Agency for Development of Higher Education and Quality Assurance of BiH

6
7. High Judicial and Prosecutorial Council
8. Institute of Metrology of BiH

9

Public Administration Reform Coordinator’s Office

10. Office for European Integration, Funds, Public Relations and Quality by International Stan-
dards of the Central Bosnia Canton

The training was held according the EIPA methodology, introducing major PEF aspects and putting
a focus on CAF project management and follow up of the Action Plan.

6.2.1.1. QM units in BiH administration

Although the organizational systematization in PARCO foresees one position for dealing with quality
management issues, there are no concrete plans when this can be put in concrete terms (such as
establishing a QM unit).

The organizational structure of the Civil Service Agency of Republic of Srpska foresees a small QM
unit in the Department for training, improvement of service delivery and analytical issues. Two per-
sons are planned to be assigned with quality management issues, and so far, one position is occu-
pied. This unit is in charge for coordination mechanism between the CSA RS, Ministry of Administra-
tion and Local Administration to local level and so far, there are no concrete plans when the second
position could be fulfilled due to several reasons, but mostly due to budgetary constraints (which is
also the case for the PARCO).

As stated during the semi-structured interviews, the support by ReSPA RQMC was and remains one
of the crucial elements for the positive developments in the quality management area in the Repub-
lic of Srpska.

As for the Civil Service Agency FBiH the QM tasks are integrated in the job descriptions of two em-
ployees. Establishing a unit would make sense in case the Government of FBiH would put more focus
on QM issues, such as appointing the CSA FBiH as a QM research/practitioners centre — as stressed
during the semi-structured interview. Otherwise, the current set up does not require additional sup-
port, as it functions according to the plans of the CSA FBiH.

During the semi-structured interviews the PARCO representatives suggested reflecting a bit more
on the possibility that each institution implementing CAF/ISO or any other QM system/model shall
appoint a QM coordinator/contact person. This would be similar to the already existing practice
of appointing CAF coordinators/managers during CAF implementation, but with a clear focus on
sustainability by putting the tasks of QM promotion/mentoring/etc. in the job description, without
opening a new position only dealing with QM.
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6.2.1.2. Developments on local level27

On February 10" 2022 the Government of the Republic Srpska issued a conclusion, appointing the
Ministry of Local Administration and Self-Administration and the Civil Service Agency to actively
work on promotion and introduction of the CAF on the local level. The same conclusion stated that
both institutions shall appoint representatives to be members of the Municipal Environmental Gover-
nance (MEG) project, implemented by the United Nations Development Programme (UNDP).

The MEG project representative were contacted by the Programme Manager of ReSPA in the course
of the development of this Analysis, inviting for a semi-structured interview, setting the scene for
an efficient exchange and cooperation. As communicated by the MEG representative, there are few
performance measurement tools present in Bosnia and Herzegovina, developed and applied by
differentactors. Among others, one of the most relevant tools is the Common Assessment Framework
(CAF). MEG initiated policy dialogues with relevant stakeholders in local governance and CAF area
(BiH Civil Service Agency, Public Administration Reform Coordinator’s Office, FMP, FBiH Civil Service
Agency, MULS, RS Agency for State Governance, SOGs, and relevant project initiatives). In December
2021, all actors agreed to be a part of the process that should result in a unified and broadly applied
wide local governance performance measurement tool for local governments, based on CAF and
other relevant tools.

6.2.2 Online questionnaire - specific highlights

The e-survey was open for fulfilments between 5 February and 1 March 2022. From Bosnia-Herze-
govina there were in total 51 responses, mostly from the state and entity level, with some municipal-
ities, which participated in the survey as CAF users mentored by the CSAs on entity level.

e Quality Management was implemented using the full variety of options, with the striking
fact that in BiH the most prominent option is “on our own’, followed by “supported by inter-
national projects”. Exactly here one can follow and realise the shift BiH made compared to the
ReSPA Baseline Study in 2017. Compared to the WB region (see Annex 1 - Online Question-
naire report, Q 6) BiH has the highest local ownership in QM:

Administra- On our own With support Through Supported Other Don’t know
tion of private government by

consultancy support international
projects

Bosnia and 29,55 18,18 11,36 22,73 11,36 6,82
Herzegovina

e Effective CAF User label: 50,98% of respondents are familiar with the Effective CAF User
(ECUV) label and all of the respondents stating they are familiar with the ECU would like to
apply for the label;

27 The scope of this Analysis is not to assess the use of CAF/QM on local level, but in the context of new developments and
possible needs in future a short state of art is given for Bosnia-Herzegovina.

28  As stated by the CSA RS representative in the verification phase of this Analysis: It is agreed that CAF is a primary tool.
As an example, MALSG and CSA RS are appointed by the RS Government to actively work on promotion and introduction of
the CAF on the local level in RS. It remains to be seen and agreed in July 2022 whether some other tools can contribute to CAF
implementation.
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e Highest need in providing support to institutions for implementation of QM (CAF and/or
ISO)- (top rated three):

1. Raising awareness (conferences, study tours, exchange, promo materials)
2. CAF introduction in the institution — workshop and training

Support in formulation of concrete strategic measures and activities in the Action
Plan and PAR strategy 7& In-depth training on CAF

Overall, the need in providing support to institutions for implementation of QM based on the online
questionnaire (Q12) - CAF and/or ISO is the following:

Supportin Support in Supportin CAF Basic Trainings  Basic Trainings
policy/ formulation of establishing introductionin  on CAF of ISO
strategic concrete the QM unit/ the institution -

approach strategic capacity workshops and

development measures and development training

activities in the
Action Plans
and of PAR
Strategy

(b)
6,68 7,63 6,84 7,75 7,49 6,22

In-depth In-depth Train-the- Training for External Raising
trainingon CAF  trainingonISO  Trainers CAF, CAF External Evaluation for Awareness
incl. CAF Feedback the Effective (conferences,

7,63 6,22

refreshment on
the Train-the-
Trainers

(0]

7,55

Actors CAF User label

6,64 6,68

study tours,
exchange,
promo
materials)

U]
8,32

e The readiness to share experience with other peers in the country and regionally about
CAF or ISO introduction, implementation and lessons learned: 80,39 %.

e In BiH, the factors for not using quality management systems/models are the following
ones: lack of human resources 60%, lack of finances 60%, lack of external technical support
to introduce QM 40%.

Managerial interest was not indicated as respond for this question - what is the case
only for BiH and North Macedonia - two countries with highest efforts so far in raising
awareness among managers.

e Major success factors for a successful and systematic Quality Management implemen-
tation/maintenance (top rated three): managerial commitment & accountability, staff mo-
tivation and clear indication of QM objectives, milestones, responsible institutions and bud-
get in the PAR strategy/Action plan:
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Clear
indication
of QM
objectives,
mile-
stones,
responsi-
ble institu-
tions and
budget in

Anchoring
of QM in
the orga-
nizational
strategy

Delegat-
ing tasks
of QM
(coordina-
tion) to an
existing
position in
the
institution

Highly
skilled QM
trainers

QM
training
provided
by re-
sponsible
training
institu-
tion(s)
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Manageri-
al commit-
ment &

account-
ability

External
support
for the first
cycle(s) of
QM intro-
duction,
implemen-
tation and
mainte-
nance

Staff
motivation

the PAR

strategy
/ Action

plan

8,12 7,88 7,74 8,06 7,66 9,36 7,96 9,28

e In Bosnia-Herzegovina, more information about CAF principles and how CAF can contrib-
ute to the public administration reform is needed/expected is high needed by 86,67 % of
respondents, with the focus on exchange of experiences, complete CAF introduction/imple-
mentation and events for awareness raising:

Events CAF leaflets Initial CAF training = Complete CAF Exchange of

experiences

introduction/
implementation

‘ 19,57 ‘ 4,35 ‘ 15,22 ‘ 26,09 ‘ 34,78 ‘

6.2.3. Compiled findings, needs and recommendations
based on the desk review, online-questionnaire and
semi structured interviews

Findings:

e Quality management is well anchored in the strategic PAR documents/action plan. The dy-
namics is existing with identified lead institutions at each administrative level and defined
actions/roles (see recommendations below). The Supervisory Board for Service Delivery of
public administration in BiH has not been established though. This implies insufficient politi-
cal commitment, which hinders the effective QM implementation.

e In the strategic PAR document, the link is existing between the quality of service provision,
client satisfaction management and application of quality management. The operationaliza-
tion of the inter-linkages in practical term is still lacking though.

e On state and entity level, there are highly skilled CAF trainers and practitioners, promoting
CAF and scaling up the QM dynamics, also without any donor support.

e Bosnia-Herzegovina is present as observer during EU CAF Events/Correspondents meetings
(EIPA) and as permanent member of ReSPA Regional CAF Network. The risk of not partici-
pating on events on EU level is linked to insufficient financial means on the side of the local
institutions.

29
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District Brcko has not been active in QM so far, although some initiatives to build links to Dis-
trict Brcko were initiated (QM inter-institutional working group)

Managerial commitment for CAF is especially visible on FBiH and RS level where the CSAs
directors are having an active role in promoting the CAF with their appointed colleagues. The
state level could have a bit more visibility (online and on the field visits).

Possible new talents are to be identified in the newcomers institutions where additional
training or refreshment training would be useful.

ReSPA provided support to the civil service agencies on entity levels, either by in-country
support or by BACID II.

Bacid Ill project activities already included PARCO for 2022 to be supported in the second CAF
cycle, CSA FBiH as the first PEF applicant and CSA RS for the second CAF cycle.

Until June 2020 QM support was provided by the GIZ Project Strengthening of Public Institu-
tions in BiH (SPI, who provided continuous support to the implementation of the CAF and ISO
on central level institutions, reaching out to other administrative levels in the last phase of the
project with co-funding of the Good Governance Fund of the British Embassy in 2019 and 2020.

Almost all interviewed parties are well aware about the RQMC, its function and objectives;
the Civil Service Agency BiH expressed the wish to be more involved in the ReSPA Regional
CAF Network, as being the institution in charge for the QM trainings®.

The development of the QM dynamics on local level is visible. Current MEG UNDP project will
support the BiH relevant partners.

Needs:

Raising awareness on the level of decision makers and overall as conferences in BiH, region-
ally and internationally: Success stories and less successful projects to present their findings
and main benefits and constrains, aiming to start the second cycle with another perspective.

Supporting the CAF representatives to participate on CAF event on EU level.
EFACs trainings

PEF implementation

QM basic training for employees

Train the trainers in CAF

CAF in-depth training, CAF train-the-trainers,

Promotion: development of promotional materials, printing of CAF guidelines, organizing
QM conferences

CAF monitoring — coaching during CAF Action Plan implementation: building a system in BiH
and regionally to support the efficient implementation of Action Plans (providing support to
implementation actions, training for managers)

CAF online questionnaire

Need to support the CAF roll out for new institutions, also for ReSPA to consider to integrate
the local level to be supported in the field of CAF implementation, by providing (expert) sup-
port to CSA FBiH and CSA RS in acting as CAF Centres also for the municipal levels

Freely accessible trainings (QM, CAF) are available on: https:/Ims.ilearn.gov.ba/

35
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o CAF platform, highlighting the CAF successes from the region.
e CAF online questionnaire

e Additionally, PARCO representatives stressed that OGP and QM shall be more interconnect-
ed, in terms of highlighting the Open Government Partnership plans/measures during CAF
implementation - putting OGP measures in CAF Action plans along with more focus on client
satisfaction surveys/standardization of services.

Recommendations:

e A QM policy framework for all administrative levels needs to be developed and applied as
soon as the Supervisory Board for Service Delivery is established and functioning, including
the development of the new QM Roadmap. Once the Supervisory Board is established, the
Framework Plan could be a great starting point/input for the first meeting of the Supervisory
board when discussing future activities.

e The Action plan, service delivery pillar, does not include sufficient information on the specific
tasks of the lead institutions, although it is clear by the Government decision who are the
lead institutions.

e The existing link between service delivery, client satisfaction and quality management needs
to be operationalized in practice (by piloting and scaling up of best practices)

e Thereis aneed to define the necessary institutional and material capacities of the institutions
in lead of QM

e Thereis a high coordination need among different administrative levels in BiH

e ReSPA shall continue maintaining contact with UNDP project working on local level, also tak-
ing into account the developments of the MEG project and the tool, which will be promoted
and to which extend it is aligned with the CAF.

6.3 Kosovo®

The key elements of Public Administration Reform (PAR) management structure and institutional set
up have been established by the Government through the Government decisions 05/09 and 09/13.

It was decided by the PAR Council*® that the PAR strategic framework in Kosovo* is divided into three
pillars as follows:

1. Policy development and co-ordination - management of reforms in this area falls under the
responsibility of the Office of Prime Minister; covered by the Strategy for Improvement of Pol-
icy Planning and Coordination 2015-2018 and its action plan adopted by the Government in
June 2015 and Better Regulation Strategy 2015-2020 adopted by the Government in May 2014;

2. Public service and human resource management, administrative service delivery and
accountability are managed under the responsibility of the Ministry of Public Administra-
tion®'(MPA); covered by the Public Administration Modernization Strategy 2015-2020
(PAMS) and its Action plan;

30  Ministry of Public Administration 2015:“Concept Paper on Monitoring and Evaluation System for the Public Administration
Reform 2015-2020 in Kosovo*”

31 In 2020, the Government of Kosovo* conducted process optimization of the public administration bodies. With this change,
the Ministry of Public Administration was merged with the Ministry for Internal Affairs, and the name of the new institution is
Ministry for Internal Affairs.
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3. Public Financial Management - falls under the responsibility of the Ministry of Finance;
covered with Public Internal Financial Control Strategy 2015-2019 adopted by the
Government in April 2015, and Comprehensive Public Financial Management Strategy
2016-2020 that includes also PIFC and procurement areas is under the development and is
planned to be adopted by the Government in June 2016

The Public Administration Modernization Strategy 2015-2020 (PAMS) and its Action plan that was
adopted by the Government in September 2015. Administrative procedures and delivery of public
administrative services pillar and the specific objective 3 and 7 contain elements of the quality man-
agement approach, but only in traces:

In the second phase of the PAR strategy 2018-2020 the focus was also on setting / defining mech-
anisms and instruments to measure public opinion concerning the quality and accessibility
of public services, transparent and responsible public administration with a clear accountability
system characterized by a professional civil service.

With EU support, new PAR strategic documents that will cover the period 2022-2026, are under
preparation; expected to be adopted during the summer 2022. There will be two strategic docu-
ments:

i) Public Administration Reform Strategy and ii) Public financial management strategy.

The Public Administration Reform Strategy 2022- 2026 will also include policy coordination and
administrative burden reduction. An integral part of the strategy is the service delivery principal
(traditional service delivery, but also establishment and implementation of a quality management
framework is envisaged). The key stakeholder for the implementation of the strategy is the Ministry
of Internal Affairs®2. The process of reorganization of the Ministry is ongoing and the new systemati-
zation is under preparation. With the new organization structure, it is expected that a unit for Service
delivery will be established by the end of 2022 (policy, introduction of standards of service delivery,
and implementation of quality management systems).

Two separated action plan documents are also in the process of preparation: Action Plan for PAR
Strategy 2022-2024, and Programme for Administrative Burden Reduction 2022-2026.

6.3.1 QM systems/models used in Kosovo’

The Institute for Public Administration (KIPA) is applying ISO 9001 and CAF was introduced back in
2011 and 2013. Beside the KIPA, the ISO is applied in two agencies of the Ministry of Trade and Indus-
try (for services and for products) and Energy KEC Training Centre.

It can be concluded that neither ISO nor CAF are used on a systemic way, producing added values
for the service delivery.

Backin 2011, the Ministry of Public Administration® (MPA) initiated the need to improve the delivery

32 In 2020, the Government of Kosovo* conducted process optimization of the public administration bodies. With this change,
the Ministry of Public Administration was merged with the Ministry for Internal Affairs, and the name of the new institution is
Ministry for Internal Affairs.

33 In 2020, the Government of Kosovo* has conducted process optimization of the public administration bodies.

With this change the Ministry of Public Administration was fused with the Ministry for Internal Affairs, and the name of institution
is Ministry for Internal Affairs.
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of public services through the introduction of quality management models. Hence, the MPA orga-
nized a conference on the Common Assessment Framework (CAF) with the aim of raising the aware-
ness of the public institutions about the benefits of quality management models.

CAF model was applied by the Kosovo* Institute of Public Administration (KIPA) during the two
self-assessments that were conducted in 2011 and 2013 with support of GIZ. The results of these
activities have highlighted the fact that CAF offers a unique opportunity to be an incentive for im-
provement in the public administration and to ensure successful implementation of ongoing reform
efforts, particularly in the process of European integration.

Aiming at an overall CAF capacity development, in 2018 ReSPA organized a CAF training of trainers
according to EIPA methodology. 21 civil servants were trained with the focus on preparing represen-
tatives from these six institutions to later on facilitate the CAF implementation in their institution/
capacity building. The participants were from the MPA including KIPA, the Prime Minister’s Office,
Ministry of Finance, Ministry of Internal Affairs, Ministry of Economic Development and City of Gjilian.

Additionally, ReSPA supported the development of a concept/plan how to apply and strengthen
implementation of CAF model in public administration: A CAF Strategy for Kosovo* (2018-2020) was
developed - Building blocks for a sustainable dynamic with the Common Assessment Framework
in Kosovo* Public Administration was drafted, following the main building blocks of political buy-
in, awareness raising, capacity building, CAF piloting and implementation and evaluation. A special
focus was given to roles, activities and objectives of the CAF Resource Centre (MPA3‘/KIPA). This CAF
Strategy was in line with strategic documents of the Kosovo* Government and Feasibility Study on
the Establishment of a Regional Centre on Quality Management in ReSPA. This CAF Strategy for
Kosovo™ was not adopted by the Government.

The British embassy*® in Pristina is supporting the Judicial Council of Kosovo* with the project
“Strengthening the judicial system”. The aim of the project is to provide support and guidance to the
KJC to increase its capability through enhanced accountability, transparency and professionalism of
the judicial system. This will support the Council to efficiently, and effectively carry out its executive
duties. Among other activities, it is planned to “Explore the utility of the CAF model, so that it is tai-
lored to the needs of the Council and if so, will jointly consider its implementation in practice”

In 2019/2020 under the BACID Il project, with support of KDZ and ReSPA, the CAF implementation
project opportunity in KIPA was presented, however no activities were initiated due to the COVID19
pandemic.

6.3.2. OECD/SIGMA recommendations

As identified by SIGMA*, there is very limited use of quality management and user-engagement
tools and there are no mechanisms in place to ensure the quality of service delivery. Quality man-
agement has not been promoted in the administration, and the initiative to introduce the Common
Assessment Framework through Kosovo* Institute for Public Administration training in 2018 did not
progress. A lead institution and a general approach to promoting quality management and user
engagement systems are lacking

34 In 2020, the Government of Kosovo* conducted process optimization of the public administration bodies. With this , the
Ministry of Public Administration was merged with the Ministry for Internal Affairs, and the name of the new institution is Ministry
for Internal Affairs.

35 https://www.gjygesori-rks.org/wp-content/uploads/Igsl/85888 Memorandum Mirekuptimit_per Forcimin_Sistemit te
Drejtesise_ne_Kosove Axiom_International dhe Agencia LTD dhe Keshilli Gjyg%C3%ABsor Kosoves ANG.pdf

36 https://www.sigmaweb.org/publications/Monitoring-Report-2021-Kosovo.pdf, pages: 8, 115,123, 124
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As a Short-term recommendation (1-2 years), OECD/SIGMA recommendation is addressing Service
delivery policy documents “1) The Government should develop a comprehensive service delivery
strategy - including digital transformation — with clear objectives, a dedicated action plan and a sup-
porting performance monitoring framework. The development and implementation of the service
delivery strategy needs to be supported by a clear and stable institutional set-up, clearly assigning a
leading responsible actor.”

6.3.3. Online questionnaire - specific highlights

The online questionnaire was open for fulfilment between 5 February and 1 March 2022. From
Kosovo*, there were four responds out of seventeen with answers provided by the Ministry of
Finance, Institute for Public Administration and from the Central Harmonization Unit internal audit/
financial management.

o Effective CAF User label: 50% from respondents are familiar with the Effective CAF User
label, and half of the respondents would like to apply for the label;

e Highest need in providing support to institutions for implementation of QM (CAF and/
or ISO)- (top rated three):

1. Raising Awareness (conferences, study tours, exchange, promo materials)
2. Initial CAF training

Support in defining of concrete strategic measures and activities in the Action Plans
and of PAR Strategy

Overall, the need for support is the following, as stated by the online questionnaire respondents:

Supportin Support in Supportin CAF Basic Trainings  Basic Trainings
policy/ formulation of establishing introductionin  on CAF of ISO
strategic concrete the QM unit/ the institution -
approach strategic capacity workshops and
development measures and development training

activities in the

Action Plans

and of PAR

Strategy

(a) ()] (9] (C)] (e) (f)
In-depth In-depth Train-the- Training for External Raising

trainingon CAF  trainingonISO  Trainers CAF, CAF External Evaluation for Awareness
incl. CAF Feedback the Effective (conferences,

refreshmenton  Actors CAF User label study tours,

the Train-the- exchange,

Trainers promo
materials)

(i j (U}

6,67 5,67 6,67 6,33 7,33 833
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There are plansto  Insufficient interest
startusingQMin by the management sources
the coming

The readiness to share experience with other peers in the country and regionally about
CAF or ISO introduction, implementation and lessons learned - 100.00%

Information on the background of not using Quality Management system/models:
1. Insufficient interest by the management
2. Lackof finances

3. Lack of external technical support to introduce QM & Lack of policy framework in
which the use is stimulated

Lack of external
technical support
to introduce QM

Lack of human re- Lack of finances

period of two

years

(a) (b) () (d) (e)
N R R N
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()]

There is no need for Other
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0,00 0,00 0,00
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of QM
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mile-

The major success factors for a successful and systematic Quality Management imple-
mentation/maintenance (top rated three):

1. Managerial commitment & accountability
2. Staff motivation

3. Clearindication of QM objectives, milestones, responsible institutions and budget in
the PAR strategy / Action plan

Anchoring  Delegat- Highly QM
skilled QM training
the orga- of QM trainers provided ment &

Manageri-  External Staff

al commit-  support motivation
for the first
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strategy
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(@)

8,75

8,67 6,67 7,35 8,75 10,00 75 9,67
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As for the need about getting more information about CAF principles and how CAF can
contribute to the public administration reform: 100.00% positive answers, out of which
exchange of experiences is rated the highest with 75.00%, followed by initial CAF training
and 25.00%

6.3.4. Compiled findings, needs and recommendations
based on the desk review, online-questionnaire and
semi structured interviews

Findings

In the PAR strategic documents 2015-2020 in Kosovo*, the establishment and implementa-
tion a quality management framework or measures for implementing TQM tools (ISO of CAF)
in public institutions was not envisaged although the link can be established with objective
“Setting mechanisms and instruments for measuring public opinion on quality and accessi-
bility of public services”;

In the new PAR strategic documents in Kosovo*, that are under preparation, the establish-
ment and implementation of a quality management framework is envisaged under the Ser-
vice delivery pillar;

Regarding quality management systems, KIPA is the only state administrative body that has
introduced the Common Assessment Framework (CAF) in two circles back 2011 and 2013.
Having in mind the rapid context changes of the PAR, it can be stated that the current picture
is that no institution has recently undergone the CAF.

The CAF trainers were coached years ago and bearing in mind the fact that CAF has not been
spread out, one can assume that the capacities need to be built up from the scratch.

Three participants were trained by KDZ on External CAF Feedback Experts (PEF training).

Raising awareness among political stakeholders and management in institutions on Quality
Management systems;

Development of promotional materials, printing of CAF guidelines, organizing QM confer-
ences, and exchange with other regional peers, exchange with EU peers;

Wrap up/ refreshment of knowledge of the current CAF trainers, and a new circle of CAF train-
the-trainers with young civil servants, that will result in straightening of consultant capacity
in Kosovo's* administration for CAF implementation;

Support CAF introduction/institutionalization (first basic CAF implementation — CAF roll out).

The wish has been expressed in the semi structured interviews that representatives from Kosovo*
institutions participate in the ReSPA programming activities related to QM.

Recommendations

A CAF Strategy for Kosovo* (2018-2020) - Building blocks for a sustainable dynamic with the
Common Assessment Framework in Kosovo* Public Administration”, was drafted, however
was not adopted by the Government and it implementation was not initiated. The text of the
“CAF Strategy for Kosovo* (2018-2020) - Building blocks for a sustainable dynamic with the
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Common Assessment Framework in Kosovo* Public Administration” remains valid, with some
minor changes. Basically it can be an integral part in the AP for PAR Strategy 2022-2024 or
used as a supportive document;

6.4. Montenegro

Ministry of Public Administration (MPA) is responsible for monitoring of the public administration
reform and implementing the PAR Strategy. In mid-July 2020, the MPA became part of the EUPAN
network, and Montenegro was involved in the activities of the Common Assessment Framework.
Montenegro has permanent members in the ReSPA Regional CAF Network, what may have contrib-
uted to the overall clear understanding of the quality management approaches, philosophy and the
need to be clearly embedded in the strategic PAR documents.

During the drafting process of the new PAR Strategy 2022-2026 and the related Action Plan® quality
management was integrated in the Service Delivery pillar with clear and tangible objectives, institu-
tions in charge, timeline, budget, baseline and target values:

OPERATIONAL OBJECTIVE 2.1. More efficient service delivery and introduction of quality man-
agement of provided services

The focus is on taking measures to improve the efficiency of the public administration in resolving
administrative cases and full implementation of the legal obligation of bodies to exchange data from
official records, in order to improve the efficiency and economy of the procedure and the possibility
for parties to administrative rights to exercise rights and legal interests are less costly.

The priority is to introduce a systematic measurement of public service users’ satisfaction, in order
to obtain feedback based on which it would be possible to take measures to improve service deliv-
ery and establish a quality management system for institutions and processes. By standardizing the
work process in the entire public administration, establishing a catalogue of services and a book of
administrative procedures, the development of e-services for key life events for the needs of citizens
and the economy will continue, simplifying bureaucratic and lengthy procedures

OPERATIONAL More efficient service delivery and introduction of quality

OBJECTIVE 2.1 management of provided services

Indicator Baseline Target Target value
value value by 2024 in 2026

Pilot institutions in which process mapping was 0 5 15

performed in order to optimize internal processes

and the quality of service provided

Citizen satisfaction with public services (Balkan 33 35 3,7

Barometer)
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=———— 37  Measures under Operational Objective 2.1.: https://www.gov.me/dokumenta/b73f7cd4-be14-430a-8291-e2f081c25d39

STRATEGIC OBJECTIVE I

CITIZENS AND BUSINESSES USE HIGH QUALITY SERVICES OF THE PUBLIC ADMINISTRATION

Indicator

Baseline value

Pilot institutions in which process mapping was performed in

order to optimize internal processes and the quality of service

prov

ided

Citizens' satisfaction with public services (Balkan Barometer)* 33

% of administrative acts annulled by the Administrative Court 20,33%

2.1

212

213

38

Activities

Defining a Roadmap for the
introduction of a quality

management system for the
services provided

Development of a methodology
for the introduction of quality
management in the public

administration system

Raising awareness of the quality
management system and its
importance in public
administration

Result indicator

Roadmap for Public Administration
Reform Council established

Developed and promoted Method-
ology for the introduction of quality
management in the public

administration system

- Exchanged experiences and best
practices among public
administration employees with the
aim of raising the quality of services
and customer satisfaction (through
training, study visits, round tables,
regional initiatives)

- Realized promotional activities
on social networks and video clips,
presentation of good practices at 2
round tables
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Target value by 2024

Competent institutions

MPA

MPA

MPA
Chamber of Commerce
ReSPA

The
beginning

1Q 2022

11Q 2022

11Q 2022

https://www.rcc.int/download/docs/Balkan Barometer Public opinon 2021v4.pdf/58fbdb4eeb4187c20349f83f23b0048b.pdf, page 88

The end

1IIQ 2022

11Q 2023

IV.Q 2024

Means

€27,000

€10,000

€33,000

Target
value in
2026

15

Source of
funding

MNE
budget

MNE
budget

MNE
budget




Regional School of Public Administration

214

215

Establishment of a Network for
Quality Management in Public
Administration

Mapping the work process in
order to optimize the work and
introduce a quality management

- Identified institutions with the
highest frequency of providing
services to citizens and the economy
in Montenegro

- Contact persons identified for the
establishment of the Quality
Management Network in public
administration

- Reflected at least 3 meetings of the
Network

In at least 4 Pilot Institutions
(MPADSC, Sports Administration,
Agency for Personal Data Protection

MPA Public administration bodies

MPA, Sports Administration
Agency for Personal Data Protection
Center for Social Work Podgorica

11Q 2023

11Q 2022

Building Together Governance for the Future!

IV.Q 2024

11Q 2023

€11,000

€270,000

MNE
budget

MNE
budget

and Free Access to Information,
Center for Social Work Podgorica,
Employment Bureau) an analysis was
made to improve the work process
and services with specific
recommendations for improving
internal organization

- Implemented reorganization and
optimal work processes in accordance
with the Analysis

system of services provided in

pilot institutions Institute for Employment

Based on the strategic documents and a proactive role of the MPA, an initiative was launched with the Coordination Board of the Chamber of Commerce of
Montenegro, with the Institute for Standardisation, Ministry of Economic Development and Tourism (with the accreditation body), University of Montene-
gro, municipalities Podgorica, Nikshic and Bar as members of the Board. The objective is to promote quality management and targeting of a more profound
increase of the standardization processes in public administration along with process optimization, transparency, citizen-centric services and increased
human centred design. As stated during the semi-structured interview with the representative of MPA, this platform has a significant potential to boost the
quality management dynamics in Montenegro, stipulating bench learning and benchmarking between the private, public and academic sector. During the
first few months of 2022, close cooperation has been established. A common QM conference is planned for autumn 2022. As stated in the strategic docu-
ments, ReSPA is identified as a strong and reliable partner and will be approached for support in awareness raising (QM conference) and systemic approach
towards QM (development of a strategic document /roadmap).
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6.4.1. Quality Management Models/Systems in use

The quality management development in Montenegrin public administration is at the very first stage
-rising. Based on the fact that only now the new PAR strategy sets out clear objectives, indicators and
institutions in charge for the systemic use of QM it can be stated that the upcoming developments
are set on solid grounds. One can expect that Montenegro will show a significant increase in the QM
use already in the next Analysis.

So far, it could be identified that the Montenegrin Bureau for Metrology and the Ministry of Capital
Investments have ISO standards in place: ISO 17025 and ISO 9001 in the Bureau for Metrology and
1SO 9001 in the Ministry of Capital Investments.

The CAF is still not in use - in 2019, ReSPA supported the CAF introduction in the Directorate for good
governance and NGO at the (former) Ministry for Public Administration, Digitalisation and NGO Man-
agement. Due to the restructuring towards the Ministry of Public Administration, the scale up is only
now to be done, in the whole-of-ministry approach.

6.4.2. OECD/SIGMa recommendations

Medium-term recommendations (3-5 years): 7) The Ministry for Public Administration should estab-
lish an operational roadmap on how to increase the use of quality-management instruments and
tools in public institutions, including awareness raising, promotion, knowledge sharing, recognising
good practices and capacity building®.

6.4.3. Online questionnaire - specific highlights

The e-survey was open for fulfilment between 5 February and 1 March 2022. From Montenegro there
were in total eight responds; from the MPA, Ministry of Capital Investments (ISO in place), Ministry of
Finances and Social Care and Bureau of Metrology (ISO in place).

e Quality Management was implemented mostly by support of private consultancy and by
government or international project's support, whereas the Ministry of Capital Investments
and Bureau of Metrology have had several ISO re-audits (Q8 of the online questionnaire).
Therefore, it can be assumed that these institutions might have the potential for knowledge
management in the ISO thematic field of the upcoming QM roadmap development. The MPA
has introduced CAF once, as a pilot basis in one department (2019) and the Montenegrin
Bureau for Metrology as well, supported by ReSPA.

On our own With supportof  Through Don’t know

private government

Supported by Other
international

consultancy support projects

0,00 50,00 25,00 25,00 0,00 0,00

39  https://www.sigmaweb.org/publications/Monitoring-Report-2021-Montenegro.pdf , page 101.
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o Effective CAF User label: 50% of respondents are familiar with the Effective CAF User (ECU) Lack of policy frameworkin  Idon‘tknow how CAF  Thereisnoneedfor  Other

label which the use is stimulated or ISO would improve  using and QM model
performance of my

e Highest need in providing support to institutions for implementation of QM (CAF and/or
1SO)- (top rated three):

organization

(g)

1. CAF introduction in the institution — workshops and training

. . . . . 33,33 0,00 0,00 0,00
2. Train-the-Trainers CAF, incl. CAF refreshment on the Train-the-Trainers

3. Raising awareness (conferences, study tours, exchange, promo materials) ) ) )
e Major success factors for a successful and systematic Quality Management implementa-
tion/maintenance (top rated three): Delegating tasks of QM (coordination) to an existing
position in the institution, Managerial commitment & accountability and staff motivation,
Supportin Support in Support in CAF Basic Trainings  Basic Trainings closely followed by other success factors as follows:
policy/ formulation of establishing introductionin  on CAF of ISO
strategic concrete the QM unit/ the institution -
approach strategic capacity workshops and
development measures and development training
activities in the
Action Plans
and of PAR

Overall, the respondents prioritised the need as follows:

Clear Anchoring  Delegat- Highly Qm Manageri-  External Staff
indication of QM in ing tasks skilled QM  training al commit-  support motivation
of QM the orga- of QM trainers provided ment & for the first
objectives, nizational (coordina- by re- account- cycle(s) of

mile- strategy tion) to an sponsible ability QM intro-

stones, existing training duction,

responsi- position in institu- implemen-

ble institu- the tion(s) tation and

tions and institution mainte-

budgetin nance

the PAR

strategy

/ Action

plan

)]

Strategy

(a) (b) (c) ()] (e) (f)

In-depth Train-the- Training for External Raising

trainingonISO  Trainers CAF, CAF External Evaluation for Awareness
incl. CAF Feedback the Effective (conferences,
refreshmenton Actors CAF User label study tours,
the Train-the- exchange,
Trainers promo

materials)

o) q ) 7,75 7,63 8,25 7,38 7,63 8,13 713 8,13

7,88 6,75 8,38 7,00 6,63 8,00

In addition, the respondents indicated that there is a need to work on awareness raising of employ-
ees about what I1SO and CAF are about and to present to the public what changes are triggered by

e The readiness to share experience with other peers in the country and regionally about the use of the QM; introduction of QM in standard operating procedures was a suggestion as well.
CAF orISO introduction, implementation and lessons learned: 75 % of respondents expressed

the readiness to share experiences with peers in the region and with decision makers in Mon-
tenegro.

e In Montenegro, more information about CAF principles and how CAF can contribute to the
public administration reform is needed/expected by 100 % of respondents, with the focus on
exchange of experiences regarding initial CAF trainings:

e In Montenegro, the factors for not using quality management systems/models are quite
clearly demonstrated: lack of external technical support to introduce QM is the most iden-

X . o . . Events CAF leaflets Initial CAF training = Complete CAF Exchange of
tified one. On the positive note, all respondents indicated plans to start using the QM in the introduction/ experiences
period of two years. implementation

(d) (e)

There are plans to Insufficient Lack of human Lack of finances Lack of external
start using QM in interest by the resources technical support to 25,00 12,50 50,00 12,50 0,00
the coming period management introduce QM

of two years

(a) (b) (e)

100,00 33,33 3333 0,00 66,67




Regional School of Public Administration Building Together Governance for the Future!

6.4.4. Compiled findings, needs and recommendations
based on the desk review, online-questionnaire and
semi structured interviews

Findings:

e Montenegro has included the QM in the PAR strategy and in the action plan with clear and
measurable objectives and indicators, timeline, lead institutions, pilot institutions for the QM
and the allocated budget has been elaborated and adopted.

e A Roadmap for introduction of quality management is needed for a holistic approach to
quality management/increase of service delivery in Montenegro, including not only CAF, but
also I1SO and Balanced Scorecard. One of the important aspects for Montenegro is that ISO
9001 and other ISO series to be equally offered as suitable approaches for the public admin-
istration.

e The MPA launched an initiative with the Chamber of Commerce of Montenegro and Univer-
sity of Montenegro. This coordination platform, or Coordination Board for Quality Manage-
ment in PA will proactively work on awareness raising, capacity building and monitoring/
evaluation/learning aspects of the QM development in Montenegro.

e CAF/ISO has only been sporadically used to far in Montenegro. In the context of the new PAR
Strategy, it is to be expected that Montenegro will take up the new strategic framework in the
field of QM to the maximum extend, targeting at a systemic and well-coordinated approach
in the country, regionally and internationally.

e As stated during the semi-structured interview with the MPA representative, ReSPA is seen as
one of the most reliable partners for the development of a comprehensive Quality Manage-
ment Roadmap, including not only the CAF, but also ISO, citizen charters and client satisfac-
tion management as a whole-of-QM approach.

e Alongside with the QM method, the customers need with regards to public services in life
events and customer journey mappings represent a starting point for the development and
introduction of the Methodology for optimisation and standardization of processes in the
public administration in Montenegro

e Inmid-July 2020, the MPA became part of the EUPAN network, and Montenegro was involved
in the activities of the Common Assessment Framework (CAF).

Needs:

® The MPA will address a support request towards ReSPA, also in terms of co-organising a QM
event in September 2022, as a kick-off event for the QM dynamics in Montenegro, showing a
maximum of the commitment from the side of the Government and in cooperation with the
business and academic sector.

e Support in developing the Roadmap, QM Methodology and Network Establishment.

e Supportis needed in introducing the CAF in the Ministry and the first institutions for the CAF
roll-out and the capacity development to follow.

e Appropriate CAF and ISO trainings are needed also in terms of building bridges towards a
holistic approach in QM, also on the side of the Ministry, but also integrating CAF/ISO train-
ings in the Human Resource Department of the Ministry, as mentioned in the indicators in
the Action plan.
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Recommendation:

e Following the already established dynamics as set in the PAR Strategy and taking up the
needs as mentioned above

6.5. North Macedonia

The North Macedonian Public Administration Reform Strategy and related Action Plan 2018 -2022%°
defines measures and activities that will contribute in achieving the relevant specific objective; lead-
ing authorities responsible for implementing the activities and other bodies that will be involved in
the implementation process; the initial and final quarter in the relevant year, a time frame for activ-
ities implementation; an assessment of the necessary assets and the source of funding; and perfor-
mance measurement indicators that are defined in view of the general objective, specific objectives
and measures.

For the Service delivery and ICT Support to Administration, the general strategic objective says:
provided services in a fast, simple and easy accessible manner, with the specific objective: 4.2 In-
creased quality and access to services*, the following four measures are envisaged:

e M4.2.1. Improved access to institutions for all citizens
e M4.2.2. Quality system improvement* with five activities:

o A4.2.2.1.Perform an analysis to measure the effects and impacts from Introduction of
Quality management standards

o A4.2.2.2. Adopt® a National framework for quality management in institutions

o A 4.223. Implementation of the National quality management framework in
institutions

o A4.2.2.4. Development of a training program for quality management standards and
models

o A4.2.2.5. Conducting trainings for public sector employees on quality management
standards and models

e M 4.2.3. Standardization of data in public registries and unification in service provision
e M4.2.4. Simplification of the services

e M4.2.5. Establishing “Single point of services” centers

o M 4.2.6.Informing the public and administration regarding services

o M4.2.7. Measuring the users’ satisfaction44 with four activities:

o A4.2.7.1.Revision of the existing and development of new instruments for measuring
the users’ satisfaction (including guidelines for their application)

40 https://www.mioa.gov.mk/sites/default/files/pbl files/documents/strategies/ap for pars 2018-2022 april2018 eng.pdf
41 Indicator: % of services for which the re-engineering process has been completed, including services that don’t need to be
re-engineered according to the evaluation or self-evaluation

42 % of institutions using Quality Management Standards and regularly upgrade them, including internal regulation upgrade
by virtue of findings from reports on the application of Quality Management Standards

43 The Government of the Republic of North Macedonia at the Eighty-first session held on 24.07.2018 adopted the National
Plan for quality management in the public sector for the period 2018-2020

44 % of institutions that perform regular measurement of customer satisfaction, according to the postulated dynamics
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o A 4.27.2. Permanent application of the instruments for measuring the users’
satisfaction

o A4.2.7.3. Development of a training program for implementation of instruments for
measuring the users’ satisfaction

o A4.2.7.4. Delivering trainings for public sector employees for implementation of the
instruments for measuring the users’ satisfaction

In 2021, M 4.2.7. Measuring the users’ satisfaction, the Methodology for evaluation of the quality
index of the institutions* has been adopted* by the Government. MISA has conducted piloting*
of the Methodology in ten state institutions in the following areas: (i) Strategic planning, (i) Human
resource management, (iii) Provision of services, (iv) Transparency, and (v) Quality management. All
ten institutions were rank according to the quality index, and following general recommendations
were made*®:

e Institutions that have shown good results in work, this level of quality is necessary to main-
tain and improve;

e Institutions that have shown poor results need to be improved in areas where there is a need
forit;

e To strengthen the administrative capacities, as a key precondition for the quality of the work
of the institutions and for the delivery of the services;

e To continue the trend of transparent and inclusive work and

e To increase the degree of digitization in the delivery of services
In 2022, MISA is conducting the second assessment of the quality index of the institution.

The National Plan for quality management in the public sector for the period 2018-2020: ad-
opted by the Government of the Republic of North Macedonia at the eighty-first session held on
24,07.2018. (more information on the National Plan to be found in the chapter CAF in North Macedo-
nia: kvalitet.mioa.gov.mk)

The evaluation of the Public Administration Reform (PAR) Strategy 2018 - 2021 and its Action
plan of the Republic of North Macedonia will be made in 2022 with ReSPA support*. The aim of the
evaluation is to provide a combined mid-term and ex-post review of the level of implementation of
PAR Strategy 2018 — 2022. The proposed evaluation will serve as a basis for the forthcoming revi-
sion of the current Strategy, and, at the same time, it will make decision makers aware of the actual
progress in achieving the set PAR objectives, including an assessment supported by data relating to
the set indicators. The evaluation will be focused on the assessment of the level of implementation
in terms of relevance, effectiveness, efficiency, impact, and sustainability, and how these could be
improved. The ultimate objective is hence to contribute to the improvement of the PAR strategic
and operational framework in North Macedonia with well-targeted findings and recommendations.

45  http://kvalitet.mioa.gov.mk/w,
institucziite.pdf

46  http://kvalitet. mioa.gov.mk/usvoena-novata-metodologi%D1%98ata-za-oczenka-na-indeks-na-kvalitet-na-institucziite/
47  Report will be published in June 2022

48  The Methodology for Quality Index measurement consists of two parts, one part is the questionnaires that are delivered to
the institutions in the mentioned five areas. The second part is field research, which consists of surveys and a mystery client. The
results of both parts of Methodology at the end are sublimated and a list of institutions with efficiency results is obtained.

49 https://www.respaweb.eu/download/doc/Terms%200f%20Reference.pdf/799d855€91899554ca18d556305de79d.pdf
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6.5.1. QM systems/models used in North Macedonia

The following QM systems/models and QM tools are used in North Macedonia:
- Common Assessment Framework (CAF).
- 1S0 9001
- 1SO 14641
- 1SO 27001
- Quality index of the institutions
- Customer Satisfaction Survey
- Employee Satisfaction Survey
- Secretclient

The coordinated and strategic implementation of the CAF model in the institutions in North Mace-
donia started backin 2011. Although there are several institutions, such as the State Statistical Office,
that have been using the CAF model since 2006, a coordinated and organized efforts to implement
the model in public institutions in the Republic of North Macedonia started in 2011. The Ministry for
Information Society and Administration (MISA) initiated the need to improve the delivery of public
services through the introduction of quality management models. Hence, the MISA implemented
pilot project for CAF implementation with technical assistance from EIPAs CAF resource center and
MISA became the CAF Contact Point. Fifteen MISA employees have passed CAF training of trainers
(ToT). In December 2012, MISA has organized the organized first conference on the Common As-
sessment Framework (CAF) with the aim of raising the awareness of the public institutions about
the benefits of quality management models. In 2013, the first wave of CAF implementation in four
ministries and the city of Skopje was conducted. In August 2013, MISA was awarded with the label
“CAF efficient user”.

The Law on Establishment of Quality Management System and Common Assessment Framework
and service provision of the civil service® (Official Gazette of Republic of Macedonia no 69/13) was
adopted in 2013. The purpose of the Law is to establish standards of quality management system
and Common Assessment Framework in North Macedonia and thus to improve the quality of State
services. This Law covers State and local governments as well as all other institutions established by
the Constitution or by a law. The Law prescribes the starting date for initiating compulsory intro-
duction of at least the basic standard ISO 9001 in State authorities and other authorities established
by the Constitution (from 1 January 2014). It also prescribes the deadline for compulsory start of
introduction of (at least) the basic standard ISO 9001 in ministries (by 1 January 2014). The same law
provides basis for introduction and establishment of the Common Assessment Framework (CAF) to
be implemented through involvement of employees and self-assessment conducted in accordance
with the guidelines prepared by the Ministry of Information Society and Administration which are
published online. Conducting self-assessment in determining work processes, as required for intro-
duction and establishment of the QMS and CAF, contributes to identifying vulnerability and exposes
corruption risks stemming from organizational and managerial flaws. Coordinative body formed by

50  http://kvalitet. mioa.gov.mk/wp-content/uploads/2019/10/zakon-za-voveduvanje-na-sistem-za-upravuvanje-i-zaedn.pdf
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the Government monitors and annually reports the progress of the introduction and establishment
of the standards for QMS and CAF in compliance with the Law.

The wider implementation of the CAF model in public institutions in North Macedonia began in
2014.The following activities have been undertaken in this period:

e Increasing the number of certified facilitators / trainers for the CAF model at central and local
level.

e Support to the institutions in the implementation of the CAF model.

e Training for external evaluators for the implementation of the CAF model. This was the first
step towards establishing a National External Evaluation Procedure for the implementation
of the CAF model. This procedure is currently being prepared.

As of September 2014, four units of local self-government, five ministries and the State Statistical
Office (SSO) completed the process of introduction of CAF whereby the standards have been estab-
lished and implemented. State Commission of Prevention of Corruptions (SCPC), one ministry and
one unit of local self-government initiated the process of implementation of CAF. Forty-two institu-
tions were 1SO 9001:2008 certified, two institutions were 1ISO 17025 certified, the State Audit Office
was INTOSAI certified, nine institutions were in the process of completion of the last stage of 1SO
certification, and forty-three started the process of ISO certification.

As of December 2016, 29 central level institutions and local level institutions completed the process
of introduction of CAF by having the standards established and implemented, and nine central level
institutions and local level institutions were in the process of introduction of CAF. Out of 110 institu-
tions, 35 institutions initiated activities to start the process of ISO certification, 5 institutions were in
the process of completion of the last stage in ISO certification and 51 institutions were I1SO certified.

As of 2017 the level of implementation of ISO 9001 in the 110 public institutions was as follows: 51
institutions were certified, five institutions were in the last phase of certification process, 35 institu-
tions started the procedure; and regarding the CAF, as of 2017 it has been introduced in 29 institu-
tions (17 institutions at central level and 12 institutions at local level). Third National conference on
QM was organized in December 2013.

In January 2018, with ReSPA support, the National Plan for quality management in the public sector
for the period 2018-2020 was prepared. The National Plan is a strategic quality management doc-
ument and is in line with the Public Administration Reform Strategy®' and its Action Plan®, It was
adopted by the Government of the Republic of North Macedonia at the eighty-first session held on
24.07.2018. The structure of the National Plan for quality management in the public sector for the
period 2018-2020 is built around the main building blocks: assuring top level political commitment,
awareness raising on total quality management, building the capacity of public sector organizations
in applying quality management models and tools, involvement of different stakeholders in intro-
ducing and promoting total quality management in the public administration, strengthening the
capacities of MISA in introducing and promoting quality management tools in the public adminis-
tration, ensuring continuity and sustainability of the quality management process in the Republic of
North Macedonia.

In 2020, as a part of the National Plan for quality management®3, a quality management portal was
created - http://kvalitet. mioa.gov.mk/. The web page is in three languages: Macedonian, Albanian

51 https://www.mioa.gov.mk/sites/default/files/pbl files/documents/strategies/par strategy 2018-2022 final en.pdf
52 https://www.mioa.gov.mk/sites/default/files/pbl files/documents/strategies/ap for pars 2018-2022 april2018 eng.pdf
53  The National Plan for quality management in the public sector for the period 2018-2020 is implemented around 85%.
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and English. This portal provides support to institutions in the field of quality management and one
can find all relevant documents, information and news related to quality management, incl. the CAF
2020 model. At the same time, a quality management network in the public sector has been estab-
lished, coordinated by MISA. The Quality Management Network was formally established in 2020
and was established by the representatives of the institutions in this area. The members of the net-
work exchange information, ideas, good practices and experiences in this field in order to improve
the models and techniques for quality management. The portal contains information and material
that has been developed in the last 10 years regarding CAF model, ISO 9001, but also for measuring
the users’satisfaction.

In 2020, MISA commenced the implementation of: ISO 9001: 2015, ISO 27001:2015 and SO
14641:2018. Certification process will be conducted by the end of 2022. In September 2021, the Law
on Establishment of Quality Management System and Common Assessment Framework and service
provision of the civil service was amended (Official Gazette of the Republic of North Macedonia no
215/21). By introducing the amendments, the requirements for organizing the Procedure for exter-
nal verification of CAF at national level are fully set. With PEF amendment MISA can certified public
institution that implemented CAF model with the Effective CAF label.

The Contact Point and CAF Resource Centre is MISA. As of April 2022, CAF has been introduced in
44 institutions (31 institutions at central level and 13 institutions at local level). In North Macedonia,
there are 47 CAF trainers, and 19 External CAF Feedback Experts. (see Annex 5 — CAF Trainers and
EFACs North Macedonia)

ReSPA has been continuously supporting Quality Management activities since 2011, as described
above. In 2022 ReSPA is providing support the implementation of CAF in MISA and will extend the
support of the CAF roll-out in the Ministry of Agriculture, Forestry and Water Economy, and in the
Secretariat for Legislation. In 2022, MISA addressed ReSPA with an application for supporting the
National Policy for Quality Management.

As for the ISO part, MISA conducted an assessment regarding the overview of ISO users in North
Macedonia. There are 75 institutions certified for ISO 9001, and data are published on the QM web-
site: http://kvalitet.mioa.gov.mk/iso-9001-korisniczi/. In 2020, MISA commenced the implementa-
tion of: 1ISO 9001: 2015, I1SO 27001:2015 and ISO 14641:2018. The certification process will be con-
ducted by the end of 2022.

6.5.2. OECD/SIGMA recommendations

As identified by OECD/SIGMA in the monitoring report 2021, the Law on Introduction of a System
of Quality Management and the Common Framework for Assessment was adopted in May 2013 and
obliges the institutions to introduce international quality management standards (ISO 9001 and the
Common Assessment Framework [CAF]). However, despite the new National Quality Management
Plan in the public sector for 2018-2020, prepared by the MISA, the implementation of total quality
management (TQM) techniques by the public institutions has declined in the last years.

As short-term recommendations (1-2 years), for QM framework the following is recommended: MISA
should reanimate its role as a leader in promoting quality management practices, prepare a new
National Quality Management Plan in the public sector and conduct annual studies based on the
Methodology for Assessing the Quality of Institutions.

54 https://www.sigmaweb.org/publications/Monitoring-Report-2021-Republic-of-North-Macedonia.pdf, pages 104, 111.
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6.5.3. Online questionnaire - specific highlights 1. Lack of human resources

2. Lack of external technical support to introduce QM

The e-survey was open for fulfilment between 5 February and 1 March 2022. From North Macedonia, 3. Lack of policy framework in which the use is stimulated

there were 27 responds out of 28. Highlights in terms of QM situation and highest needs for support
for North Macedonia are the following ones: Lack of external
technical support
to introduce QM

Insufficientinterest Lack of human Lack of finances

resources

There are plans to

start using QM in by the
the coming period
of two years

(a) (b) () (d) (e)
N T S S E TR

e Quality Management system/model in use: i) ISO, ii)CAF TeTErETET

e Quality Management was implemented mostly with support of private consultancy, sup-
ported by international projects and through government support

Don‘t know

On our own With supportof Through Supported by Other
private government international

consultancy support projects

Idon‘tknow how CAF  There is no need for Other
or ISO would improve  using and QM model
performance of my

organization

(9)
3333 0,00 3333 3333

Lack of policy framework in
which the use is stimulated

4,17 62,50 12,50 16,67 0,00 417

o Effective CAF User label: 74,07 % from respondents are familiar with the Effective CAF User
label and 65,00% of the respondents would like to apply for the label;

o Highest need in providing support to institutions for implementation of QM (CAF and/

or ISO) - (top rated three):
e Major success factors for a successful and systematic Quality Management implemen-

1. Raising Awareness (conferences, study tours, exchange, promo materials) tation/maintenance (top rated three):

2. Train-the-Trainers CAF, incl. CAF refreshment on the Train-the-Trainers 1. Staff motivation
3. Support in formulation of concrete strategic measures and activities in the Action 2. Clear indication of QM objectives, milestones, responsible institutions and budget in
Plans and of PAR Strategy the PAR strategy / Action plan

3. Delegating tasks of QM (coordination) to an existing position in the institution and Man-

S ti S ti ’ . I
upportin upport in agerial commitment & accountability

policy/ formulation of
strategic concrete
approach strategic

Supportin CAF BasicTrainings  Basic Trainings
establishing introductionin  on CAF of ISO

the QM unit/ the institution -

capacity workshops and

development

measures and
activities in the
Action Plans
and of PAR
Strategy

development

training

In-depth

In-depth Train-the-

training on CAF  training on ISO Trainers CAF,

7,54

incl. CAF
refreshment on
the Train-the-
Trainers

(i
7,67 8,30

Training for External Raising

CAF External Evaluation for Awareness

Feedback the Effective (conferences,

Actors CAF User label study tours,
exchange,
promo
materials)

(U]
7,41 7,54 8,56

o Thereadiness to share experience with other peers in the country and regionally about
5 4 CAF or ISO introduction, implementation and lessons learned is 74,07 %

e Information on the background of not using Quality Management system/models:

Clear
indication
of QM
objectives,
mile-
stones,
responsi-
ble institu-

tions and
budgetin
the PAR

strategy
/ Action
plan

)]
8,69

Anchoring  Delegat- Highly Qm Manageri-
of QM in ing tasks skilled QM  training al commit-
the orga- of QM trainers provided ment &
nizational (coordina- by re- account-
strategy tion) to an sponsible ability
training
institu-
the institu- tion(s)
tion

7,85 8,58 8,54 8,35 8,58

External
support
for the first
cycle(s) of
QM intro-
duction,
implemen-
tation and
mainte-
nance

7,62

Staff
motivation

8,81

o More information about CAF principles and how CAF can contribute to the public ad-
ministration reform: 77.78% positive answers, out of which:
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o Exchange of experiences
o Complete CAF introduction/implementation

o Events and Initial CAF training

6.5.4. Compiled findings, needs and recommendations
based on the desk review, online-questionnaire and
semi structured interviews

Findings

e The quality management framework and measures forimplementing TQM models/standards
(ISO of CAF) in public institutions is envisaged and well anchored in North Macedonia’s PAR
strategic documents. In comparison to the period 2015-2018, there is a trend in reduction in
the number of institutions that are implementing Quality Management tools, including CAF.

e In North Macedonia there are 47 CAF trainers and 19 External CAF Feedback Experts

Needs:

e Raising awareness (also among political stakeholders) and promotion: development of pro-
motional materials, printing of CAF guidelines, organizing QM conferences and exchange
with other regional peers, exchange with EU peers;

e Preparation of a new National Quality Management Plan in the public sector that will resultin
increasing the use of quality management instruments and tools in public institutions;

e Promotion of the institutions using quality management tools and techniques (e.g. European
Foundation for Quality Management, Common Assessment Framework and other interna-
tional standards);

e Trainings: i)wrap up/ refreshment of knowledge of the current CAF trainers, ii) new circle of
CAF train-the-trainers with young civil servants, and iii)coaching them during CAF piloting;
that will result in straightening of internal capacity in North Macedonian’s administration for
CAF implementation;

e New cycle of External CAF Feedback Experts;

e Basic and in-depth training on ISO standards for North Macedonia’s administration;

Recommendations:
o Wrap up/ refreshment of CAF knowledge of members of the regional CAF Network members;

e There is a need for establishment of a fund that will support ISO certification process for
public institutions;
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6.6. Serbia

Compared to the ReSPA Baseline Study 2017 it can be concluded that Serbia made the most visible
breakthrough in terms of not only systematically embedding QM in the PAR strategic documents,
but also in immediate and explicit follow-up actions, accordingly.

In accordance with the (new) PAR Strategy 2021-2030° and based on the Action Plan (Service De-
livery), the Ministry of Local Administration and Self-Government (MPALSG) is the institution in co-
ordinating the QM introduction, upscaling, awareness raising, data collection (details see below). As
for the development of QM training the National Academy for Public Administration (NAPA) is in the
lead (more details about the strategic objectives below).

The MPALSG finalised the CAF introduction in autumn 2021, supported by the project Support to
Public Administration Reform under the PAR Sector Reform Contract*® - implemented by GOPA (EU-
4PAR). As defined by the PAR Strategy in part of promotion and scaling up of the QM dynamics,
concrete steps were taken immediately after in raising awareness: development of a communication
& visibility plan, creation of a dedicated CAF (sub)website on the website of the MPALSG with FAQs,
testimonials, videos, translated CAF 2020 Guidelines, info-brochures etc. The EU4PAR project sup-
ported the development of the online questionnaire as well and is currently supporting the develop-
ment of a comprehensive CAF tutorial. In late 2021, a CAF Info Day was organised as an online event,
inviting interested institutions to learn more about quality management, ISO and in particular - the
CAF. The MPALSG CAF self-assessment members shared their CAF experience with colleagues from
the public sector, and in addition - the MPALS sent an invitation letter to state level institutions, invit-
ing them to reach out to MPALSG in case more information about the CAF implementation is need-
ed. These awareness-raising actions resulted so far in additional three institutions who expressed the
interest to implement CAF in 2022 (see chapter QM systems/models below). It can be assumed that
the MPALSG with at least two institutions will apply for the PEF label in late 2022/early 2023.

“Training is the trigger of the change” - a distinctive statement made during the semi-structured in-
terview with the NAPA representative, addressing the need to develop comprehensive QM training
offers in Serbia. As defined in the Serbian PAR Strategy, NAPA is in charge for the implementation
of the QM (ISO, CAF, EFQM and other) trainings, so that the self-paced training in QM is rated high
on the priority scale. Some years ago, ReSPA has provided support to the initial development of
NAPA's LMS system. One possible topic to be taken up in the self-paced training is the illustration
and demonstration of the use of different QM approaches/tools in the region and EU, based on the
best-practices and lessons learned, taking into account possible findings of the most appropriate
quality management models/systems/tools for the central, subnational and local levels. Addition-
ally, the NAPA representatives would welcome an analysis of QM systems/models and tools used
by similar institutions in EU - aiming at bench learning at adjustments of the QM training offer in
NAPA. As being interested and perceptive about the quality management approaches, NAPA would
appreciate a (comparative) study /assessment about the most affordable and most sustainable QM
model/system - or combination of different approaches. A study about how to best connect the Hu-
man Resource Management with Quality Management was proposed to be considered as a study to
be supported by ReSPA, where NAPA and MPALSG could be in lead, based on the PAR Strategy and
Action plan.

55  httpy//mduls.gov.rs/wp-content/uploads/PAR-Strategy-in-the-Republic-of-Serbia-for-the-period-2021%E2%88%922030.pdf
56  The two EU-funded projects supporting public administration reform in Serbia, the Support to Public Administration
Reform and the PAR Visibility & Communication Project, which started in 2018, have been extended for another 36 and 24 months
respectively.
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In addition, citizen’s charters and implementation, incl. trainings are to be considered for the citi-
zen-centric development in the quality management approach. The link between CAF and Financial
Management Control is to be considered as a possible bridge between the financial and organiza-
tional excellence, as those two tools are methodologically quite similar and can feed into each-oth-

ers evidence.

As for the strategic embedding of the QM in the PAR documents, the PAR Strategy sets out the fol-
lowing indicators and targets when it comes to the CAF:

Strategy for Public Administration
Reform in the Republic of Serbia
(PAR Strategy)

Administration
tailored to us all

—>| Human Resource Management |

3 Action Plans

—]

Public Financial Management

3 Programmes

Regulatory Reform

Measure 5.3 - Improved service quality control and assurance system: efficient management
of service delivery also requires effective quality control to be performed by inspections that have
not yet been established. The measure implies the construction of a system for monitoring and
quality control of delivered services, which requires the standardisation of service delivery, as well as
monitoring the satisfaction of end users with the services delivered.

Result indicator

BV

TV

as a quality management tool

Number of bodies that have implemented CAF (2020): 0

(2021):2
(2022):4
(2023):6
(2024): 8
(2025): 10
(2027): 14
(2030): 20

This measure has been translated as follows in the Indicator 7:
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specific objective or measure

Corresponding overall objective, | Measure 5.3: Improved system of service quality control and quality assurance

Indicator type and level Quantitative

Outcome indicator

Unit of measurement and nature | Number

Higher value is desirable

data/information for monitoring | internally.
the performance indicator

Source of The Ministry of Public Administration and Local Self-Government collects data

Managing authority

responsible for collecting data Strategic Planning

Ministry of Public Administration and Local Self-Government, Department for

Data collection frequency

Data is collected continuously and throughout the year.
An overview is made on a quarterly basis.

applied (formula/equation)

Short description of the indicator | This indicator measures the number of state administration bodies which have
and the calculation methodology | applied the CAF or another service quality management system tool. A tool is
deemed to have been applied when the respective body has aligned its internal
processes with CAF standards, in accordance with the legal framework prescribed

by the Government.
Information about the baseline Past trends Baseline value
value and the year when the
baseline value was measured, and 2016 2017 2018 2019-2020
past trends 0 0 0 0
Information about target values 2021 | 2022 | 2023 | 2024 | 2025 | 2026 | 2027 | 2028 | 2029 | 2030

2 4 6 8 10 12 14 16 18 20

Performance assessment No deviation.

Further actions and detailed planning for Service Delivery/Quality management are defined
in the related Action Plan, measure 5.2, 13 and measure 5.3.%7, as follows:

Institutio

Implement | responsi
ation | blefor | 'mPlementin

of activity:
Name o) e BParNETs | Source of funding

Action Plan, Measure Service Provision, 5.2:

13. Developing and implementing training
programme Public Administration Quality

Management - the Balanced Score Cards (85C), Q1

the Common Assessment Framework (CAF); 2024-4 NAPA RS Budget
collaborative review in the public sector, etc. 2025

Action Plan, Measure Service Provision, 5.3:

4. Designing promotional material about the CAF

in the Serbian language (videos, brochures...) Coats fox v

activity for 2021-
20233re
Galculated within
the activity 3136
Donor support
*+2024-205
(512.60R5D)

@
2021-04 | MPALSG 3
2025

0615/0001

Total estimated funds in 000 (thousands of) RSD

256.30 25630




Regional School of Public Administration Building Together Governance for the Future!

5. Preparing an analysis of the existing system of

senvice quality monitoring, control and @
management, to include acomparative analysis | 2021-Q4 | MPALSG | PPS,ITE Donor support* 1,20000
of the best practices internationaly S
6. Implementing the CAF in 10 SABs and/or other
public administration institutions @ EUIPAPAR
2021-04 | MPASG | NAPA SABs | complementary 1137450 1131450 595050
2023 support (extention)
7. Designing a methodology for measuring the |
results/performance of public service providers | 2022-Q4 | MPALSG | PPS,ITE RS Budget* 0613/0005 9,48000
202
8. Assessing the needs for improving the physical 0613/0005
accessibilty of services to members of vuinerable.
o marginalsed groups or minority communities |
by increasing the physical accessibility and 2022-Q4 MPALSG me RS Budget® 1,760.00
territorial availability of services by
9. Designing 2 methodology for measuring the 0613/0005
satisfaction of end users with the public service | qg
delvery (both the electronic service deliveryand | 202204 | MPALSG | ITE, PPS R Budget® 696000
the traditional way of service delivery ) G52
10. Increasing the number of staff(in non-
managerial positions) n the MPALSG's ®
Department for Strategic Planning who are to 2021-04 | MPALSG saBs 5 Budget 0613/0005 752100 752100 7,521.00 752100
work on the CAF implementation 05
11 Measuring/conducting research on end users' 0613/0005
satisfaction with the service delivery, to include | %, RS Budget®
PR W | weass | e 240000
12. Drafting recommendations and creating the 0613/0005
legal framework for the estabiishment of an
independent body or agency for external a
monitoring, control and management of service 2023-Q4 MPALSG PPS RS Budget* 6,300.00
e 2023
13. Establishing an independent body or agency Governm
for external monitoring, control and management | Q1 entof
of service quality 2025-a4 the | MPALSG,PPS | RSBudget® 95,647.45

2025 Republic
of Serbia

There is a clear link in the PAR Strategy to ICT, measure 4.4.:

Measure 4.4: Establishment of the standardisation process and the quality system in the
area of professional development in public administration, with full application of ICT

The measure is aimed at establishing organisational and technical capacities for standardisation and
digitisation of processes to support the quality management system in professional development
in public administration and the quality management centre of the NAPA and of the MPALSG
organisational unit for guiding the development and monitoring the standardisation of professional
development and the establishment of the quality system in the area of professional development
in public administration.

Result indicator BV TV

Degree of digitised and standardised business (2020): 1 (scale 0-6) (2021):1
processes in the area of professional development (2022):1
(2023):1
(2024):3
(2025): 4
(2027):5

(2030): 6
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6.6.1. Quality Management models/systems in use

In 2021, Ministry of Local Administration and Local Self-Government (MPALSG) implemented the
CAF as the first institution in Serbia, followed by the Office for Management of Public Investments
and Office for Peaceful Labor Dispute Settlement in early 2022. The Office for Combatting Drugs
expressed interest for the CAF implementation and will start with the introduction in autumn 2022.

Only two institutions using ISO systems in Serbia could be identified:
The Intellectual Property Office and the Institute for Standardisation.
The Statistics Office applies the European Statistics Code of Practice (CoP).

The QM system of the Ministry of Economy, as stated in the OECD/SIGMA monitoring 2021, could not
be verified per desk review.

6.6.2. OECD/SIGMA recommendations

The OECD/SIGMA Monitoring report 2021 indicates a lack of strategic approach in the efficient use
of quality management systems/models/tools and issues the following medium -term recommen-
dations (3-5 years):

The co-ordinating body should establish a policy framework on quality management complement-
ed by an operational roadmap on how to increase the use of quality management instruments and
tools in public institutions, including awareness-raising, promotion, knowledge sharing, recognising
good practices and capacity building.

6.6.3. Online questionnaire - specific highlights

The e-survey was open for fulfilment between 5 February and 1 March 2022. From Serbia, there were
14 responds, with in total 12 different central public institutions presenting their views and needs.
Highlights in terms of QM situation and highest needs for support in the area of QM are the following
ones:

e Quality Management system/model in use: ISO and CAF.

e Quality Management was implemented mostly supported by international projects:

On our own With support Through Supported by Other Don‘t know

of private government international
consultancy support projects

0,00 0,00 0,00 100,00 0,00 0,00

o Effective CAF User label: 57,14 % from respondents are familiar with the Effective CAF User
label and all of them would like to apply for the label;

58  https://www.sigmaweb.org/publications/Monitoring-Report-2021-Serbia.pdf, page 117.
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o Highest need in providing support to institutions for implementation of QM (CAF and/
or ISO) - (top rated three):

1. Raising awareness (conferences, study tours, exchange, promo materials) & Basic 4. Staff motivation
Trainings of ISO & Basic Trainings on CAF

2. CAF introduction in the institution- workshops and training

3. Support in formulation of concrete strategic measures and activities in the Action
Plans and of PAR Strategy

o Major success factors for a successful and systematic Quality Management implemen-
tation/maintenance (top rated three):

5. Clear indication of QM objectives, milestones, responsible institutions and budget in
the PAR strategy / Action plan

6. Delegating tasks of QM (coordination) to an existing position in the institution and Man-
agerial commitment & accountability
CAF introduc-

Supportin Supportin Support in
establishing
the QM unit/
capacity

development

tion in the
institution -
workshops and
training

policy/ formulation of
strategic
approach
development

concrete
strategic
measures and
activities in the
Action Plans
and of PAR
Strategy

Basic Trainings  Basic Trainings
on CAF of ISO

In-depth In-depth Train-the-

training on CAF  training on ISO

Training for
Trainers CAF, CAF External
incl. CAF Feedback
refreshmenton  Actors

the Train-the-

Trainers

0]
7,08 733 6,17 575

External
Evaluation for
the Effective
CAF User label

Raising
Awareness
(conferences,
study tours,
exchange,
promo
materials)

(U]
6,92 7,83

o Thereadiness to share experience with other peers in the country and regionally about
CAF or ISO introduction, implementation and lessons learned is 85,71 %

o Information on the background of not using Quality Management system/models:

4, Lack of human resources

5. Lack of external technical support to introduce QM

6. Lack of policy framework in which the use is stimulated

Lack of human
resources

Insufficient interest
by the management

There are plans to
start using QM in
the coming period
of two years

Lack of finances

Lack of external
technical support to
introduce QM

(€)] (b) (9] (C)] (e)

I don‘t know how There is no need
CAF or ISO would for using and QM
improve model
performance of my

organization

Lack of policy framework in
which the use is stimulated

(g)
11,11 0,00 22,22

Other

22,22

Clear
indication
of QM
objectives,
mile-
stones,
responsi-
ble institu-
tions and
budget in
the PAR
strategy

/ Action
plan

(a)
8,50

Anchoring  Delegat- Highly

of QM in ing tasks skilled QM
the orga- of QM trainers
nizational
strategy

provided

(coordina- by re-
sponsible

tion) to an
existing
position in
the institu- tion(s)
tion

8,67 8,08 7,33 7,33

Manageri-
al commit-
ment &
account-
ability

9,00

External
support
for the first
cycle(s) of
QM intro-
duction,
implemen-
tation and
mainte-
nance

8,17

Staff
motivation

8,33

e More information about CAF principles and how CAF can contribute to the public ad-

ministration reform: 85,71% positive answers, out of which:

6.6.4. Compiled findings, needs and recommendations
based on the desk review, online-questionnaire and

o Initial CAF training
o Complete CAF introduction/implementation

o Events and Exchange of experiences

semi structured interviews

Findings:

® QM clearly embedded in the new PAR Strategy and the Action plan for the first time.

e In 2021, MDULS implemented the CAF as the first institution in Serbia and is actively working
on the CAF roll out, following the mandate and objectives from the PAR Strategy and Action

Plan.

e Bytheend of 2022, Serbia will have four institutions using CAF, probably applying for the PEF.

e The Governing Board of ReSPA has been identified as a platform for scaling up the CAF and
assuring managerial commitment and accountability.
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Needs:

Promotion and awareness raising, including a QM Conference in Serbia; sharing best practic-
es, CAF open days

e Peer exchange with EU and regional peers, including more frequent trainings and organizing
QM Seasonal Schools at and with the EIPA CAF Resource Center

e Train the trainers in CAF

e Roadmap developed including all building blocks to be developed in 2023, adopted by the
Government in 2024 and ready to go in 2025, along with a QM policy statement. Capacity
development as one of the most important building blocks aiming at ensuring QM sustain-
ability.

e PEF implementation

e EFACs training

e Assessment of the link between CAF and Financial Management Control

e As institution in charge for the QM trainings NAPA identified several needs for the training
offers and assessments of EU practices

Recommendations:

e Following the already established dynamics as set in the PAR Strategy and taking up the
needs as mentioned above

e Establish an inter-institutional QM working group on country level, aiming at exchanging
CAF practices, benefits and lessons learned

o NAPA to develop QM self-paced trainings, targeting at sustainability and knowledge transfer

ReSPA RQMC: role & major developments

Before diving in into the current and possible future trends and activities of the ReSPA RQMC, a short
retrospective on the main building blocks of the RQMC shall be illustrated, as identified in the 2018
Feasibility Study on Establishment of Regional Centre for Quality Management (Thijs/Puzic):

Knowledge
generation &
dessimination

Support QM
implementation

Capacity building
via training

Awareness
raising

As observed during the development of this Analysis, ReSPA has followed the recommendations from
the Feasibility Study to a large scale. The overall work and accomplishments of ReSPA in the domain
of QM have resulted in the recognition of WB administrations and their decision that ReSPA continues
and expands its work in the area of quality management within mutually beneficial relationship by
establishing the Regional Quality Management Centre (RQMC). In order to concentrate regional 65
expertise in QM and especially CAF in one place from which all WB public administrations could
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benefit, ReSPA member countries have placed their trust to ReSPA to institute within its structure the
RQMC as the centre of knowledge in QM. This intention has been formalized within Memorandum
of Establishing and Operation of Regional Quality Management Centre, which was signed by
all Members and endorsed in February 2021.

According to the Memorandum:

e The Center will operate, inter alia, as a Regional CAF Resource Center for the institutions and
organizations in the Western Balkans that intend to undergo the CAF and PEF processes.

e The Center shall be entitled to issue the “CAF Effective User” Certificate to the institutions
and organizations in the Region that successfully undergo the PEF process.

e The Center may also act as CAF Resource Center for other institutions and organizations
beyond the Western Balkans, provided if it has the necessary capacities and resources.

Main objectives and competences of the RQMC are to:
e Enhance Quality Management networking in the Region;

e Improve cooperation in the field of Quality Management amongst the participants of the
Center;

e Encourage exchanges of experiences and best practices amongst the participants and wider;

e Establish CAF/PEFregionalexpertiseandincrease the numberofinstitutionsand organizations
that undergo the CAF/PEF process

e Strengthen exchange with EU member states as well as with other relevant international
partners in the domain of quality management;

e In addition, the Regional Center will:

e Conduct periodical regional analysis of application of TQM tools and respective needs for
further upgrading.

e Establish and maintain the Network of CAF contact points in the region;

e Complete PEF process in the CAF pilots;

e Raise awareness on CAF among the region (through the above mentioned Network), which
may lead to potentially new CAF pilots;

e Organize Training of trainers for CAF and PEF;

e Organize accreditation for getting PEF expertise;

e Assist public administration in WB to implement PAR strategic processes related to quality
management as their inherent part

It seems important to note that by endorsing the Memorandum and establishing the RQMC, ReSPA
has become authorized by its members to implement the PEF Procedure and to issue the CAF Effec-
tive User Label to the successful institutions; in the EU this is done by National organizers at country
level or the European CAF Resource Centre at EIPA. Currently, only the Ministry of Public Adminis-
tration and Information Society in North Macedonia acts as national organizer to carry out the PEF
procedure and issue CAF Effective User Label.

Regarding the operational bodies of the RQMC, the Memorandum has envisaged that the RQMC will
accommodate two regional networks, the CAF Network and the PEF Network, which will both be
engaged in its activities and operations. More specifically, according to the Rules and Procedures of
RQMC** these two bodies will be integrated into the RQMC as:

59  Rules and procedures governing the organization and operation of the RQMC in ReSPA, adopted in January 2022.
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a) “CAF Network” shall mean the network of CAF-related public servants within the
administration of ReSPA members, including country CAF correspondents and public
servants with experience in implementing CAF who preferably are part of the ReSPA QM
working group.

b) “PEF Network” (the network of External CAF Feedback Experts, i.e EFACs) shall mean the
network of all EFACs in the Western Balkans responsible for implementing the CAF External
Feedback Procedure in their administrations and broader.

The main functions of CAF Network are:

- To monitor the situation of CAF implementation in the respective administration according
to particular assignment ReSPA may develop periodically;

- To promote CAF through awareness raising;

- Regularly attend trainings organized by the Center and ReSPA on quality management;

- Toinform the Regional Centre on the implementation of QM activities out of the Action Plan
of PAR strategy in respective country or any other significant change pertaining to QM.

The members of the CAF Network have been appointed by all ReSPA member countries.

The main function of PEF Network is to gather certified external CAF evaluators (EFAC) from the WB
public administration in the pool of EFACs, as the pool of certified public officials authorized to do
the external CAF evaluation in the institutions interested to undergo the evaluation (PEF procedure)
wheniitis carried out by ReSPA/RQMC or, in case of North Macedonia, the country National organizer.
The PEF Network will be supported by ReSPA so that the standards and knowledge related to PEF
Procedure is kept at the level of the existing standards in the EU.

The development of the RQMC in the near future will be significantly boosted through the imple-
mentation of the two and a half year BACID Ill project, which started in January 2022. The Project aims
to contribute to increasing the sustainability of the RQMC. The in-house capacities will be strength-
ened and amplified through provided coaching and mentoring of the ReSPA staff by KDZ, Austria.
ReSPA staff will directly be engaged in the design, implementation and monitoring of several group
of activities related to use of CAF, such as CAF institutionalization (CAF projects and PEF procedures/
certification), building the regional capacities for use of the CAF (training, workshop, events), promo-
tion of CAF etc.

Zooming in the specific CAF activities of the RQMC in providing specific support to the ReSPA mem-
bers, the following can be highlighted as performed activities so far:

e CAF introductory training;

e Self-assessment workshop and CAF of questionnaires provided by the beneficiary;

e Advising on the CAF questionnaire’s adaptation to the organisation’s individual needs (one-
day adjustment workshop).

e Consensus Workshop and produce a report with recommendations for the Action plan;
e Preparation and moderation of a two-day CAF self-assessment workshop;
o Documentation of the results of CAF-self-assessment workshop in a consolidated report;

® Preparation and moderation of the one-day CAF action plan workshop. The Centre is
equipped to conduct CAF External Evaluation leading to certification of “Effective CAF User”
Label for the public administration institutions in the Western Balkans.
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As identified in the ReSPA Feasibility Study on Establishment of Regional Centre for Quality Manage-
ment (Thijs/Puzic) 2018 the following table and chart are showing expectations towards ReSPA in
the area of QM:

Complementing | Take the lead Take the lead | Take the Take the lead in | Regional
national level in pushing & in training lead in data exchange & | interface on
stimulating the promotion | dissemination QM products
region for common
use
Montenegro X X X X X
Albania - - X - -
BiH X X - - -
North
Macedonia X X . X X .
Serbia X X X X X
Kosovo* X X X X -

Strengthening the link with the academic...

Creation of a unique QM knowledge platform...

Organisation if a regional public sector Award

Networking and exchange on QM within the EU

Networking and exchange on QM in the region

Advocacy for political by-in and awareness raising...

Organise Consulting/coaching on implementation...

General Promotion and awareness raising on QM in...

Expert workshops on specialized QM instruments

not necessary — 10 absolutely necessary )

How necessary would you rate the support you
expect from ReSPA in the future related to QM? (1

General Induction Training on QM

T T T T T T

0 10 20 30 40 50 60 70

M Montenegro mAlbania mBosnia and Herzegovina = Macedonia  mSerbia m Kosovo'

“These expectations expressed on future activities by ReSPA in the QM field by the countries are also re-
flected by the over 450 respondents on organizational level. The expectations related to training are by
far the highest. Supporting the concrete implementation and networking (regional and EU level) are also
seen as important. It is safe to say that both on country and organizational level expectations towards
ReSPA are quite high regarding several fields of activities. This is for sure an interesting basis for a poten-
tial regional centre. It should be acknowledged (and that is the risk) that this centre can “only” facilitate,
support and stimulate. It can never replace the countries’ role in this regard. Therefore a close link with a
well-established network of QM actors via the QPAS group is absolutely needed '

60  Feasibility Study on Establishment of Regional Centre for Quality Management, 2018, Thijs/Puzi¢, page 26/27
61 Feasibility Study on Establishment of Regional Centre for Quality Management, 2018, Thijs/Puzic, page 27

ReSPA - Periodical Regional Quality Management Analysis — Final Report

In comparison to the Feasibility Study, in 2022, the focus of the online questionnaire as integral part
of this Analysis aimed to explore what kind of support by the RQMC to institutions is expected and
needed when it comes to implementation of quality management model CAF and/or quality man-
agement systems:

Q12

12.00
10.00

8.00

6.00

4.00

2.00 '

0.00

Albania Bosnia and Kosovo* Montenegro  North Macedonia Serbia Unknown Average

Herzegovina
H Support in policy/strategic approach development
m Support in formulation of concrete strategic measures and activities in the Action Plans and of PAR Strategy
B Support in establishing the QM unit/capacity development
CAF introduction in the institution - workshops and training
W Basic Trainings on CAF
M Basic Trainings of 1SO
W In-depth training on CAF
® In-depth training on ISO
M Train-the-Trainers CAF, incl. CAF refreshment on the Train-the-Trainers
® Training for CAF External Feedback Actors
m External Evaluation for the Effective CAF User label

W Raising Awareness (conferences, study tours, exchange, promo materials)

As expressed by the respondents of the online survey and as verified during semi-structured inter-
views, there is only a slight shift in expectations and needs. Top rated regional needs/expectations in
2022: raising awareness, train-the-trainers in CAF, incl. CAF refreshment trainings, CAF introduction
(workshop and trainings), support in formulation of concrete strategic measures and activities in the
Action Plans and of PAR Strategy and basic CAF training.

The Baseline Study from 2017 identified that all countries share similar views on regional coopera-
tion and leading role of ReSPA as a QM resource centre and networking hub. This finding can be even
stronger underlined by the means of this Analysis, as one of the key findings of the online question-
naire and semi-structured interviews is that the ReSPA RQMC is not “only” a reliable partner in QM
capacity development, awareness raising and networking, but moreover a key partner in structured
and coordinated approach towards increased quality of service delivery in the Western Balkans.



Recommendations from the experts

The engaged experts for this Analysis have not only observed and assessed the current develop-
ments and the needs in the WB countries, related to quality management; they have also identi-
fied other aspects which might be useful for ReSPA and/or the WB countries on their way to clearly
coordinate, promote, embed and link quality management systems/models and approaches when
reforming and boosting the services and organizational culture of their administrations:

The use of QM models/standards/tools and approaches shall be clearly linked to change
management and whole-of-society approach. By doing so, the CAF can be used as a clear
entry point for almost all relevant national and EU priorities. To do so, a well-facilitated CAF
introduction process shall be made, CAF Action Plans shall reflect not only the internal orga-
nizational aspects but shall focus on concrete actions towards real change in terms of service
delivery and client/citizen satisfaction.

ReSPA RQMC can take up some of the recommendations still valid from the Feasibility Study
such as donor coordination in the field of QM, uniformed approach and using already exist-
ing materials developed by the countries and ReSPA RQMC.

Updated data about CAF users in the Western Balkans shall be communicated to EIPA
CAF Resource Centre and CAF EU Network (wiki) on a regular basis for a stronger visibility
of the WB CAF users and scaling up of good practices/lessons learned with(in) WB and EU
member states, and abroad. To do so, the communication bridge between the RQMC and the
CAF Network members can be used to regularly put this topic on the agenda of the network
meetings. In addition, the CAF Correspondents list of the Western Balkans is outdated and
needs to be accordingly updated in all present databases: ReSPA, EIPA CAF Resource Centre
and CAF EU Network (KDZ).

CAF Correspondents and members of the CAF Regional Network are highly skilled public
servants. A more inclusive model of managing the Network and strengthening the mod-
eration and (CAF) facilitation skills of the network members can be recommended:

o Co-chairing of the ReSPA CAF Regional Network with the ReSPA Programme Manager
- rotation of members on a yearly basis. This would imply that one or two network
members are in lead positions when it comes to planning, facilitating and follow-
ing-up the network meetings. This would create additional ownership and can lead
to stronger visibility of the network capacities.
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o Training on advanced facilitation of medium and big groups.

The coordination and cooperation with EIPA CAF Resource Centre (datasets, trainings with
EIPA, promotional activities, exchange with EU peers and promoting the WB successes among
EU MS), SIGMA (policy development, monitoring and evaluation, raising awareness) and KDZ
(BACID Ill implementation) is an indispensable part of an harmonized approach towards the
countries and shall be further maintained and if possible even strengthened; mapping and
coordinating the work with other stakeholders (UNDP in Albania and Bosnia-Herzegovina)
shall be done on regular basis as well.

ISO standards have an important role in the QM development in the public sector of the
Western Balkans and shall be sufficiently incorporated in the overall scope of the work of the
RQMC. The RQMC can reach out to ISO champions and establish an ISO network alongside
with the CAF network, offering mentoring, templates for ISO implementation etc. (such as
the case in Bosnia-Herzegovina). Or, this group can be built as an inter-institutional, regional
QM working group, feeding into EU practices as well.

o Each year two institutions can be supported in I1SO implementation. They should
scale up their experience and share the knowledge with other institutions. So far,
it is not possible to find publicly available information about ISO users in the public
administration of the WB. Therefore, it could be further assessed if the RQMC can take
up this task in the upcoming period, in cooperation with Institute for Standardization,
Accreditation Institutes, Chambers of Commerce or similar institutions who might
have the direct link and information about ISO certified public institutions.

With the objective of competent, independent and sustainable CAF support provision, ReS-
PA/RQM needs to have an in-house management of the CAF online questionnaire for the
self-assessment phase of CAF implementation, with the possibility to change/adapt the
questionnaire according to the needs of the users (CAF institutions), without too much com-
plexity and costs®2. This questionnaire shall be given free use of the CAF national centres/lead
institutions for their CAF implementation as well, except Serbia who already developed a CAF
online questionnaire. The added value of such a regionally accessible questionnaire would be
the benchmarking of all CAF users in the Western Balkans - were immediate results could
be shared, without revealing the name of the institution (for the part of the scoring, like this
is the case with the KDZ questionnaire and Austrian benchmarking).

Based on the already gained knowledge of the QM working group, an inter-institutional
network can be established, as a platform steered by ReSPA RQM to gather representatives
from the institutions, which have already implemented the CAF. Basically the ReSPA could
develop a structure for the WB where the representatives of the institutions (also CAF Corre-
spondents) are not observers like this is the case in the EU CAF Network, but to effectively use
this network to work on concrete and tangible products which can find further utilization not
only when implementing the CAF but in general terms of PAR reform. Products which can be
produced by this WB network may be:

e Guidelines on Client Satisfaction Management
e Guidelines on Employee Satisfaction Management
e Best practices on CAF: increase of the impact and visibility

e Interactive Promotional Materials

62 As communicated by the ReSPA Programme Manager, this action is planned to be developed and implemented in the 71
framework of BACID II.
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The results of the network could be transferred to the Western Balkans Toolbox for Practi- Annex 1 - Online Questionnaire report

tioners.

- The CAF action plan implementation support can have a high impact in providing support

to CAF users of ReSPA in implementing client satisfaction surveys and employee satisfaction Contents

surveys, or any other action from the CAF Improvement/Action Plan boosting the PA reform

approaches and EU values. In addition, the CAF can act as a bridge between the ReSPA stud- SUMMARY 74

ies and recommendations, but also SIGMA priorities in triggering discussions about the PAR 1. RESPONDENTS’ STRUCTURE 74

priorities when implementing the CAF. By doing so, the CAF would be used inits fullness as a

true cornerstone for the public administration reform in the WB. Q1. Gender 74
Q2. Age 75

Generally speaking, CAF is a cornerstone for the public administration (reform) and all the- 03. Organization 75

matic areas of ReSPA can be integrated in the CAF implementation when led by ReSPA/RQM Bt

(see Feasibility Study recommendations). Q4. Level of administration 77
Q5. Your position in the organization 78

- Continuation of CAF pilots secured and maintained by ReSPA may include CAF as the entry )

point (diagnostic tool) being supported by other methodologies such as agile method- Q5.1 Other - specify 78

ology, human centered design, etc. Such holistic approach would secure pragmatically 2. THEMATIC QUESTIONS 79

outputs and outcomes needed both for building trust in the retumn of the investments (for Q6. What Quality Management system/model is in use in your organization?............ 79

leaders, middle management, and other stakeholders). Q6.1 Other - specify 79

Q7. How was the Quality Management implemented in your organization... 80

Q7.1 Supported by international organizations - by whom 80
Q7.2 Other - specify 81
Q8. When was the first time you implemented the Quality Management system/model?.......... 81
Q9. If some model of QM, for example CAF, has been introduced more than once please indicate
the time of the last implementation 82
Q10. Are you familiar with Effective CAS User label? 83
Q11. If yes - do you intend to apply for it in the next years? 84
Q12. Where do you see the highest need in providing support to institutions for imlementation
of QM (CAF and/or ISO)? 84
Q12.a Other - specify 86
Q13.Would you be ready to share your experience with other peers in the country and regionally
about CAF or ISO introduction, implementation and lessons learned? 86
Q13.aIf yes, with whom? 87
Q14. Please indicate more information on the background of not using Quality Management
system/models 87
Q14.a Other - specify 89
Q15. What do you consider to be major success factors for a successful and systematic Quality
Management implementation/maintenance? 89
Q15.a Other - specify 90
Q16. Would you like to know more about CAF principles and how CAF can contribute to the
public administration reform? 91
Q17. If yes, what do you see as most appropriate for your needs? 91
Q18. Feel free to share your thoughts and ideas which were not covered in the questionnaire 92 73

Q19. If you want to receive the report fill in your email address here 93
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SUMMARY

The e-survey was live between 5 February and 1 March 2022. The invitation for participation in
the survey was sent to 483 survey participants and was not delivered to 7, so the total number of
survey participants is 476.

A total of 172 replies were received out of which 120 were unique responses and 52 were dupli-
cates.

This represents a response of 19,96 % (total sample of 476 respondents).

1. RESPONDENTS’ STRUCTURE

N % Serbia | | Unknown Albania
12% 1% 12%
Albania 15 12,50
Bosnia and Herzegovina 51 42,50
Kosovo* 4 3,33 North
M 8 667 Macedonia
ontenegro X 23%
North Macedonia 27 22,50
. Bosnia and
Serbia 14 11,67 Montenegro Herzegovina
79
Unknown 1 0,83 % Kosovo* 42%
Total 120 100,00 3%
Q1. Gender
Administration Male
Albania 20,00 80,00 0,00
Bosnia and Herzegovina 50,98 49,02 0,00
Kosovo* 50,00 50,00 0,00
Montenegro 37,50 62,50 0,00
North Macedonia 25,93 74,07 0,00
Serbia 21,43 78,57 0,00
Unknown 100,00 0,00 0,00
Total 37,50 62,50 0,00
Q1
100%
80%
60% W Male
40% m Female
20% m Other
0%
Albania Bosnia and Kosovo* Montenegro North Serbia Unknown Average

Herzegovina Macedonia
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Q2. Age

Administration <20 21-30 31-40 41-50 51-60

Albania 0,00 3333 53,33 13,33 0,00 0,00
Bosnia and Herzegovina 0,00 0,00 29,41 45,10 15,69 9,80
Kosovo* 0,00 0,00 25,00 25,00 50,00 0,00
Montenegro 0,00 0,00 25,00 50,00 25,00 0,00
North Macedonia 0,00 3,70 25,93 48,15 18,52 3,70
Serbia 0,00 7,14 28,57 21,43 42,86 0,00
Unknown 0,00 0,00 0,00 100,00 0,00 0,00
Total 0,00 5,83 30,83 39,17 19,17 5,00

Q2
100%
m<20
50% 21-30
m31-40
m41-50
- m51-60
3

Albania Bosnia and Kosovo* Montenegro North
Herzegovina Macedonia
Q3. Organization

m6l<

Serbia Unknown Average

Albania

. Agency for the Delivery of Integrated Services

Albania - ADISA (12x)

. Department of Public Administration (2x)

. Departamenti i Administrates Publike

Bosnia and
Herzegovina

. Agencija za drzavnu sluzbu Federacije BiH (4x)
. Federalni zavod za agropedologiju (3x)

. Grad Gorazde

.- Kantonalna uprava za inspekcijske poslove

Kantona Sarajevo (3x)

. Op¢ina Lukavac (3x)
. Republika Srpska Institute of Statistics (3x)
- Republicka uprava za geodetske i imovinsko

pravne poslove (3x)

. Gradska uprava Grada Gorazde (2x)

- Agencija za drzavnu upravu RS

- Republicki zavod za statistiku republike Srpske
. Agencija za lijekove i medicinska sredstva BiH/

Agency for medicines and medical devices of
Bosnia and Herzegovina

- Agencija za drzavnu upravu / Civil Service

- Agencija za identifikacione dokumente,

- Agencija za osiguranje u Bosni i Hercegovini /
- Agencija za zastitu licnih podataka u BiH/
- Civil Service Agency of Bosnia and Herzegovina
. Council of Competition of Bosnia and
- Institut za akreditiranje BiH

- Instituta za standardizaciju BIH
- Komisija za ocuvanje nacionalnih spomenika

Agency

evidenciju i razmjenu podataka Bosne i
Hercegovine

Insurance Agency of Bosnia and Herzegovina
Personal Data Protection Agency in Bosnia and

Herzegovina

Herzegovina




Regional School of Public Administration

Montenegro

North
Macedonia

. Agencija za predskolsko, osnovno i srednje

obrazovanje/ Agency for ppre-primary,
primary and secondary education

. Agencija za razvoj visokog obrazovanja i

osiguranje kvaliteta BiH

- Agencija za statistiku BIH
- Ministry of Administration and LocalSelf

Goverment

. Ministry of Energy and Mining
. Opc¢ina
. Opt¢ina Celi¢

Building Together Governance for the Future!

- KUIP SARAJEVO

. Ministarstvo uprave i lokalne samouprave

Republike Srpske

. Ministarstvo za ljudska prava i i izbjeglice

Bosne i Hercegovine

. ODBOR DRZAVNE UPRAVE ZA ZALBE-CIVIL

SERVICE APPEALS BOARD

. Sluzba za poslove sa strancima Uprava

. Uprava za indirektno oporezivanje

- Ured koordinatora za reformu javne uprave

- Peny6nuuku 3aBoj 3a CTaTUCTUKY Peny6nunke

Cpncke

. Central Harmonization Unit internal audit/

finacial management

- Instituti i Kosovés pér Administraté Publike

- Ministry of Economy
- Ministry of Finance

- Ministarstvo javne uprave, digitalnog drustva i

medija (4x)

. Ministarstvo kapitalnih investicija (2x)

- Ministarstvo finansija i socijalnog staranja
- Zavod za metrologiju / Bureau of metrology (of

Montenegro)

- City of Skopje (2x)
. Secretariat for European affairs, Guvernement

of the Republic of North Macedonia (2x)

. Directorate for Security of Classified

Information

- Financial Intelligence Office

- Ministry

- Ministry of Environment and Physical Planning
- Ministry of Finance

- Ministry of justice

. MuHuctepctBo 3a op6paHa - Ministry of

defence

- MuHuCTepCTBO 3a dMHaAHCUV - YipaBa 3a jaBHN

npuxoan

. OOHA Ha MEH3NCKOT U WHBANWACKOTO

OcurypaBatbe Ha CeBepHa MakefoHuja

- Assembly of the Republic of North Macedonia
- Center for Change Management

- Municipality of Aerodrom

- Municipality of Centar, Skopje

- Smart consulting Solutions LLC

- State commission for preventing corruption

. The Assembley of the Republic of North

Macedonia

- The Central registry of the Republic of North

Macedonia

. The State commission for prevention of

corruption

- AreHuuja 3a afMUHUCTPaLVja

- ATEHLIMJA 3A MJTAIN A CNOPT

- M3LWB

. OnwTuHa Fopue MeTpos

. CeKkpeTapmjaT, 3a 3aKOHOAABCTBO Mpw Bnaga

Ha Peny6nuka CeBepHa MakefoHuja
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- Ministarstvo

trgovine, turizma i
telekomunikacija (2x)

- MVHUCTapCTBO YHYTpaLlkMX NocsioBa (2x)
- Republic agency for peaceful settlement of

labour disputes

. Zavod za socijalno osiguranje / Institute for

Social Insurance

- MuHuCTapcTBO [pXaBHe ynpase W JoKanHe

. MI/IHI/ICTapCTBO omMnagmnHe K1 cnopToBa /

- Munucrapcteo npuispese P Cpbuje, (Ministry

. MI/IHI/ICTapCTBO TProsuHe, Typusma n

camoynpase

Ministry of Youth and Sports

of Economy)

- 3aBOA 3a WHTeNeKTyasHy CBOjUHY Penybnuke TeneKkoMyHUKaLnja
Cpbuje - MYN PC - CekTop 3a Jbyacke pecypce
. KaHuenapuja 3a 60p6y npotus gpora Brage | - LleHtap 3a wucTpaxuBame Hecpeha vy
peny6nuke Cpbuje caobpahajy
Unknown . Civil Service Agency
Q4. Level of administration
Administration Central Local Entity Other
Albania 100,00 0,00 0,00 0,00
Bosnia and Herzegovina 33,33 0,00 43,14 23,53
Kosovo* 100,00 0,00 0,00 0,00
Montenegro 100,00 0,00 0,00 0,00
North Macedonia 74,07 25,93 0,00 0,00
Serbia 100,00 0,00 0,00 0,00
Unknown 100,00 0,00 0,00 0,00
Total 65,83 5,83 18,33 10,00
4
100% Q
m Central
50% m Local
M Entity
Other
0%
Albania Bosnia and Kosovo* Montenegro North Serbia Unknown Average
Herzegovina Macedonia
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Q5. Your position in the organization

Administration Central Local Entity Other Didn‘t answer

Albania 533 20,00 13,33 33,33 0,00
Bosnia and Herzegovina 25,49 45,10 9,80 19,61 0,00
Kosovo* 25,00 25,00 25,00 25,00 0,00
Montenegro 12,50 25,00 37,50 25,00 0,00
North Macedonia 40,74 25,93 14,81 14,81 3,70
Serbia 3571 50,00 714 7,14 0,00
Unknown 0,00 100,00 0,00 0,00 0,00
Total 30,00 36,67 13,33 19,17 0,83

Q5

100%
s l

60%

40%

20%

0%
Albania Bosnia and
Herzegovina

Q5.1 Other - specify

Albania

Bosnia and Herzegovina

Kosovo*

Montenegro

North Macedonia

Serbia

Unknown

. m Executive Level

m Middle Management
m Senior Management
m Other

M Didn't answer

Kosovo* ~ Montenegro North Serbia Unknown Average

Macedonia

. Specialist (4x)

- Pergjegjes Sektori

- Struéni saradnik (2x)

. lokalna zajednica - opcina/pomocnik
nacelnika

- Nacelnik Odjeljenja za interne kontrole

. stru¢ni savjetnik za pravne poslove
- visi saradnik za zalbe
- VIKT cnyx6eHnk

. Drejtues i nivelit te ulA«t

- Samostalni savjetnik (ekspertsko

rukovodni kadar)

- Samostalni savjetnik

. KabuHer Ha [lnpekTop
. [NomowwHuK pakoBoauTen Ha CeKkTop

. CamocToeH pedepeHT
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2. THEMATIC QUESTIONS

Q6. What Quality Management system/model is in use in your organization?

Administration CAF 1SO EFQM None Don‘t know Other
Albania 13,33 66,67 0,00 6,67 13,33 0,00
Bosnia and Herzegovina 50,98 31,37 0,00 9,80 3,92 3,92
Kosovo* 0,00 0,00 0,00 50,00 50,00 0,00
Montenegro 12,50 37,50 0,00 37,50 12,50 0,00
North Macedonia 33,33 55,56 55,56 55,56 55,56 0,00
Serbia 714 714 714 714 714 0,00
Unknown 100,00 0,00 0,00 0,00 0,00 0,00
Total 33,33 37,50 0,00 19,17 8,33 1,67
6
100% Q
80%
60% u CAF
SO
40% mEFQM
20% m None
. m Don't know
0% M Other
Albania Bosnia and Kosovo* Montenegro North Serbia Unknown Average
Herzegovina Macedonia
Q6.1 Other - specify
Albania - CAF (4x) - 1SO dhe CAF
- 1SO (2x)

Bosnia and Herzegovina

. 11S0 900127001
- Koristimo ISO 17025 i trenutno smo u

fazi uvocenja CAF-a

- Sve aktivnosti za uvodenje 1SO 2009 su

izvréene, ali nije izvrsena certifikacija

Kosovo*

. Coso framework

- IKAP, Ne vitet 2011-2013 ka zbatuar caf-

in, ndérsa ne vitet 2013-2016 ka zbatuar
1SO 9001-2008

Montenegro

. djelimi¢no odnoso samo u jednoj

organizacionoj jedinici

North Macedonia

- IS0
- 1SO and CAF

- nnyc CAF mogen
. CnposepeH e LIA® Bo 2015 roavHa.

Serbia

Unknown
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Q7. How was the Quality Management implemented in your organization

Administration On our own With Throught Supported Other Don’t know
supportof government by inter-
private support national
consultancy projects
Albania 0,00 75,00 0,00 25,00 0,00 0,00
Bosnia and Herzegovina 29,55 18,18 11,36 22,73 11,36 6,82
Kosovo*
Montenegro 0,00 50,00 25,00 25,00 0,00 0,00
North Macedonia 4,17 62,50 12,50 16,67 0,00 4,17
Serbia 0,00 0,00 0,00 100,00 0,00 0,00
Unknown 0,00 0,00 0,00 100,00 0,00 0,00
Total 16,09 39,08 10,34 24,14 5,75 4,60

100%
8

Q
=X

= On our own

m With support of private

Q7
consultancy
60% m Throught government
40% support
: m Supported by international
20% projects
m Other
0%

Albania Bosnia and Kosovo*  Montenegro North Serbia Unknown Average
Herzegovina Macedonia

Q7.1 Supported by international organizations — by whom

Albania

Bosnia and
Herzegovina

Kosovo*

Montenegro

North Macedonia

Serbia

Unknown

- UNDP - CSDA (2x)

- IDRA

- BACID (2x)

- GIZ - SPI - Strengthening public institutions
- GlZ

- GIZ - Komponenta -UPRAVLJANJE

- GIZ prvi ciklus, pomoc¢ kolegfa iz PARCO drugi

- IPA, PTB, FARMA

KVALITETOM

ciklus

- Agencija za drzavnu upravu RS - resursni

. BACID Il fund (Austrian Development

- Program jacanja javnih institucija -

centar za implementaciju CAF-a u republickoj
upravi/ Centar za istrazivanja iz oblasti javne
uprave KDZ Austrija - ekspertska podrska

Agency) & KDZ Centre for Public
Administration Research

implementaran od strane GIZ

. Ambacapa Ha KpanctBoTto Ha XonaHguja BO

. nogpuka oa Mucwujata Ha OBCE Bo Ckonje

PCM

- NDI
- OBCE

- IPA Regional Programme on Industrial and

Intellectual Property Rights in the Western
Balkans and Turkey

- lpojekat EBponcke yHuje: ,Moapuka

pedopmu jaBHe ynpase (PJY) y okeupy PJY
CekTopckor pedopmckor yrosopa-EY4MAP”

- BACID
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Q7.2 Other - specify

Albania

Bosnia and
Herzegovina

Kosovo*
Montenegro

North
Macedonia

Serbia

Unknown

- Podrzano od strane kolega iz PARCO
. Uz pomoc Agencije za drzavnu sluzbu FBiH
. podrzano od firme koja provodi isso

standard

- Proveli smo CAF sistem uz stru¢nu pomo¢

Ureda koordinatora za reformu javne uprave
(PARCO)

. Uz podrsku Agencije za drzavnu sluzbu

- Preko Agencije za drzavnu upravu Republike

Srpske

- Y3 noapuky AreHuuje 3a ApxaBHy yrnpaBy

Peny6nuke Cpncke u KO3 Ayctpuja

. Certificirani od strane certifikacijske kuce,

sprovodimo samostalno-imamo sluzbu za
kvalitet

. 1SO mopenoT 6elle NMMNEMEHTPYAH CO

nogapluka Ha KoHcyntart, a CAF mogenot ce
MMnnemeHTUpaLle co BlaavHa noaapLika
npexky MVMOA

Q8. When was the first time you implemented the Quality Management system/model?

Albania

Bosnia and
Herzegovina

Kosovo*

Montenegro

- 2021 (5x) - Eshte bere efektin ne Nentor te vitit 2021
. 2020-2021 - Gjate vitit 2021

- Dhjetor 2021 . Sapo eshte implementuar

. 2017 - Sapo eshte implementuar

. 2021 (7x) . 2010 (3x)

. 2019 (3x) . 2009

. 2018(7x) . 2008 (2x)

. 2017 (2x) - 2004 (3x)

. 2016 (2x) . 2003

- 2015(2x) - Neznam (3x)

. 2018/2019 - Potpisan sporazum Februar 2021, provedena
. 2018(2x) Prva samoprocjena, sacinjen izvjestaj i

. Prije 2013. prioritizacija

. 2012

. 2019 . 2015.godine

. 2007.godine - 2018/2019 pilot projekat

- 2013-2014. god.
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North
Macedonia

Serbia

Unknown

Q9. If some model of QM, for example CAF, has been introduced more than once please

. 2012 (3x)

. 2013

. 2014 (5x)

. 2015 (3x)

. 2019

. 2020

. 2014 roguHa, IKCK Bo copaboTka co MUOA

. 2021 roanHa
- CAF 2014, 1SO 9001:2008 Bo 2012, ISO

9001:2015 pecepTtudukaumja 2021

- CAF B0 2015 roavHa, ISO 9001 Bo 2018

roavHa

- He 3Ham, moxebu 2015
. [pB nat e umnnemeHTupaH 2016-2017

co noaapLika oa Mucujata Ha OBCE Bo roguHa.
Ckonje - [NpBa umnnameHTaumja - 2010r. Mpsa

. 20151SO ceptuduKaymja -2012r.

. 2016-2017 - lMpouecoT Ha cnpoBepayBatbe Ha CAF
MopenoT Gellie oapaH BO NepnoaoT
deBpyapw - Maj 2019 rognHa

. 2011, . 2021.ropunHe

. 2017

indicate the time of the last implementation

Albania

Bosnia and
Herzegovina

Kosovo*

Montenegro

. 2021 (6x)
. 2020-2021
. CAF nuk ka perfunduar akoma

implementimin ne institucionin tone

- Dhjetor 2021

- Gusht 2021

. Jo

- Sapo eshte implemetuar

. 2018 (2x)

. 2019

. 2020 (6x)

. 2021 (7x)

- 2019 uveden prvi put. Prema planu rad na

novom CAFu treba provesti 2022/2023

. 2022.godine

. It has been in place since 2019
. model je uveden jedanput

- Ne (6x)

- Nije bio uvoden

- CAF je trenutno u fazi uvodenja

. Posljedniji certifikat 2021.

- prviput

- 1SO standardi koje je Agencija uvela se

resertificiraju na nacin kako je predvicen tim
standardima.

. ISO, oktobar 2021. godine
- Nije uvoden drugi model, osim CAF-a
- od 2019 svake godine se provodi Isso

standardi u op¢ini

. pocetak primjene-uvodna radionica maj

- Nije bio uvoden vise od jednom 2021. godine
- nije mi poznato

- 2021 (2x) . 2022

- 2019

ReSPA - Periodical Regional Quality Management Analysis — Final Report

North Macedonia

- 2015

- 2017 (2x)

. 2020 (2x)

. 2021

. 2015 rognHa

. 2020-2022

. CAF - Camo egHaw Bo 2020r. Cuctemor 3a

ynpaByBatbe CO KBaIUTET -BO KOHTUHYNTET
noseke of 10 rognHu. MocnegHa
peanusauyja 3a 3 LMKy Ha NpoBepKa
3aBpLuK Bo 2020r. OTNOYHAT e HOB LIKYC.
2021r.

- Ne(3x)
. CAF 2014150 2021
. CAF mogenorT 6elue cnpoBeAeH caMo efHaLl

- 150 2020
. Jynwn, 2021
. KA® 1 CO He 6une KopucTeHy noBeke of

- He6un
. Camo epHaww e umnnemeHTupan Caf 2015, ce

2014 rognHa.

efleH nat

nogroTeyBame 3a BTOP LUMKYyC

Serbia . 2021.roguHe . 2015
Unknown
Q10. Are you familiar with Effective CAS User label?
Yes No
Albania 60,00 40,00
Bosnia and Herzegovina 50,98 49,02
Kosovo* 50,00 50,00
Montenegro 50,00 50,00
North Macedonia 74,07 25,93
Serbia 57,14 42,86
Unknown 100,00 0,00
Total 58,33 41,67
100%

80%

60%

40%

20%

0%
Albania

Q10
I I I I I o

Bosnia and Kosovo* Montenegro North
Herzegovina Macedonia

Serbia Unknown Average
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Q11. If yes - do you intend to apply for it in the next years? Unknown 3,00 400 0,00 0,00 0,00 2,00
Total 7,06 7,77 7.19 7,88 7,69 6,93
Administration Yes No Didn’t answer
] In-depth In-depth Train-the- Training for External Raising
Albania 100,00 0,00 0,00 trainingon  trainingon  Trainers CAF, CAFExternal Evaluation  Awareness
Bosnia and Herzegovina 80,77 19,23 0,00 CAF 1SO incl. CAF Feedback for thg (confe-
refreshment  Actors Effective rences,
Kosovo* 50,00 50,00 0,00 on the CAF User study tours,
Montenegro 75,00 25,00 0,00 I::::et:;e [ :’::Ir‘::ge'
North Macedonia 65,00 30,00 5,00 materials)
Serbia 62,50 37,50 0,00 Administration (i) j (U]
Unknown 100,00 0,00 0,00 Albania 7,53 7,20 8,00 7,47 7,40 8,07
Total 7571 22,86 1,43 Bosnia and Herz- 7,63 6,22 7,55 6,64 6,68 8,32
egovina
Kosovo* 6,67 5,67 6,67 6,33 7,33 8,33
Qi1
100% Montenegro 7,88 6,75 8,38 7,00 6,63 8,00
80% North Macedonia 7,54 7,67 8,30 741 7,54 8,56
Y
60% . Serbia 7,08 7,33 617 575 6,92 7,83
0% = Didn't answer Unknown 10,00 10,00 10,00 7,00 8,00 10,00
20%
Total 6,93 6,85 7,69 6,85 7,02 8,28
0%
Albania Bosnia and Kosovo* Montenegro North Serbia Unknown Average
Herzegovina Macedonia
Q12
. . s e 12.00
Q12. Where do you see the highest need in providing support to institutions for
imlementation of QM (CAF and/or 1SO)? 10.00
8.00
Supportin Supportin Supportin CAF intro- Basic Basic 6.00
policy/ formulation establishing  ductionin Trainings Trainings 2.00
strategic of concrete the QM unit/  the on CAF of ISO ’
approach strategic capacity institution - 2.00
develop- measures develop- workshops 0.00
ment and ment and training Albania Bosnia and Kosovo* Montenegro  North Macedonia Serbia Unknown Average
activities in Herzegovina
the Action - .
I eyt m Support !n pollcy/stl.'ategw approach devel'opment o -
PAR Strategy W Support in formulation of concrete strategic measures and activities in the Action Plans and of PAR Strategy
m Support in establishing the QM unit/capacity development
Administration (b) m CAF introduction in the institution - workshops and training
Albania 8,00 8,27 8,53 7,93 8,80 8,93 = Basic Trainings on CAF

® Basic Trainings of 1SO
Bosnia and Herz- 6,68 7,63 6,84 7,75 7,49 6,22

B m In-depth training on CAF
egovina

u In-depth training on ISO
Kosovo* 6,33 8,25 7,25 8,00 8,25 7,00 W Train-the-Trainers CAF, incl. CAF refreshment on the Train-the-Trainers
W Training for CAF External Feedback Actors

Montenegro 6,88 7,38 6,63 8,75 8,88 713
| External Evaluation for the Effective CAF User label

Serbia 7,00 7,67 7,00 7,75 7,83 7,83

North Macedonia 7,58 7,96 727 7.85 6,93 6,63 W Raising Awareness (conferences, study tours, exchange, promo materials) 85
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Q12.a Other - specify

Albania

Bosnia and
Herzegovina

- Klju¢no je da prvi ciklus samoprocjene bude

sproveden pod nadzorom i pomoc¢ ljudi
edukovanih u ovoj oblasti koji bi u 2 bloka
prvo odrzali opstu obuku o CAF-u. nakon
toga samoprocjena...

- Neznam

- Dostava incijalnih informacija institucijama

o koristima koje bi postigli uvo¢enjem CAF-a

- Podizanje svijesti najvisih rukovodilaca -

ukljucivanjem koordinatora za CAF na svim
sastancima o HRM

- Motiviranje rukovodstva
. podrika za unaprecenje internih procesa

rada kao i pruzanja usluga odnosno
aktivnosti koje su usmjerene prema
uvocenju CAF-a

. Podrska za implementaciju UK
- Dubinska obuka o CAF-u

- Sve je gore pobrojano

. samoprocjene
- rad na podiuzanju svjeti o potrebi uvocenja

- Studijske posjete kao i razmjene informacija

- monitoring implementacije CAF-a
- Provedba internih obuka od obucenih

- Obuka CAF menadzera
- Los pristup rukovodstva organizacije
- Motivacija zaposlenih prilikom CAF

- nemam nista dodati

- potrebno UK sprovoditi u cjelosti

- Razmjena iskustava medu institucijama
- Uvodna obuka o CAF

. Podrska nadleznh institucija

CAF-a
su svakako dobar nacin da se svijest o CAF-u

unutar organizacije podigne na visi nivo.

trenera unutar organizacija

implementacije

Kosovo*

Montenegro

. udrzavnim organima, u organizacionim

jedinicama itd.

- Navodenje pozitivnih primjera

. evalucaija procesa i predstvaljanje rezultata

- Razmjena iskustva

promjene

North Macedonia

- HeonxogHo e fa e popmupa

OpraH13aL1oHa eAyHULa 3a ynpasyBatrbe
CO KBanMTET U fla Ce MOTEHLMPA HEj3NHNOTO

3Hayere 3a UHCTUTyununTe.

Serbia

Unknown

Q13. Would you be ready to share your experience with other peers in the country and
regionally about CAF or ISO introduction, implementation and lessons learned?

Administration Yes No Didn’t answer

Albania 53,33 26,67 20,00
Bosnia and Herzegovina 80,39 1,96 17,65
Kosovo* 100,00 0,00 0,00
Montenegro 75,00 0,00 25,00
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North Macedonia 74,07 3,70 22,22
Serbia 85,71 0,00 14,29
Unknown 100,00 0,00 0,00
Total 76,67 5,00 18,33

100% 13
80%
60%
40%
20%
0%

Albania Bosnia and Kosovo*

Herzegovina

Q13.a If yes, with whom?

Montenegro North
Macedonia

Serbia Unknown Average

H Yes

m No

m Don't know

Administration With peers in other With policy makersinmy  With broad public
institutions country

Albania 100,00 0,00 0,00
Bosnia and Herzegovina 85,37 9,76 4,88
Kosovo* 75,00 0,00 25,00
Montenegro 66,67 33,33 0,00
North Macedonia 85,00 15,00 0,00
Serbia 66,67 16,67 16,67
Unknown 100,00 0,00 0,00
Total 82,61 11,96 5,43

Q14. Please indicate more information on the background of not using Quality

Management system/models

Administration

There are
plans to start
using QM in
the coming

period of two
years

(a)

Insufficient
interest by the
management

Lack of human
resources

Lack of
finances

Lack of
external
technical
support to
introduce QM

(e)

Albania 0,00 0,00 100,00 100,00 100,00
Bosnia and 20,00 0,00 60,00 60,00 40,00
Herzegovina

Kosovo* 0,00 50,00 0,00 50,00 50,00
Montenegro 100,00 3333 33,33 0,00 66,67
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North Macedonia 0,00 0,00 33,33 0,00 33,33 Q14.a Other - specify
Serbia 33,33 33,33 44,44 11,1 33,33
FALEIE]
Unknown 0,00 0,00 0,00 0,00 0,00
GLOTEEL L PN TR - Institucija (rukovodstvo institucije) nema | - ograni¢enost u pogledu finansija
Total 30,43 21,74 43,48 26,09 43,48 potrebne informacije o ovoj tematici
uvocenja sistema upravljanja kvalitetom
Lack of policy Idon‘t know There is no need (CAF ili 1SO), te shodno tome trenutno
framework in wich how CAF or ISO for using and QM nema ni planove za njihovo uvocenje u
the use is stimulated would improve model N i
performance of buducnosti.
my organization Kosovo*
Administration (9) Montenegro
Albania 100,00 0,00 0,00 0,00 North Macedonia
Bosnia and Herzego- 20,00 20,00 20,00 20,00 Serbia . Co63upom Ha To aa KaHuenapuja
vina 1Ma Marbe o 10 3anocneHnx, 4o caga
Kosovo* 50,00 0,00 0,00 0,00 Huje 6uno noTpebe 3a Kopuhere
Montenegro 3333 0,00 0,00 0,00 HaBefieHnx cncrema.
North Macedonia 33,33 0,00 33,33 3333
Serbia 11,1 0,00 22,22 22,22
T — 0,00 0,00 0,00 0,00 Q15. What do you consider to be major success factors for a successful and systematic
Quality Management implementation/maintenance?
Total 26,09 4,35 17,39 17,39
Clear Ancho- Delega- Highly Qm Mana- External  Staff
indication ring of ting tasks skilled training gerial support motiva-
Q14 ofQMob- QMinthe ofQM QM provided commit- forthe tion
jectives, organi- (coordi- trainers  byre- ment & first
12 milesto- zational  nation) sponsible accounta- cycle(s) of
10 nes, re- strategy traning bility QM intro-
8 sponsible institu- duction,
6 instituti- n tion(s) imple-
4 ons and i menta-
2 - I budget in i tion and
0 [ ] [ ] L u_Em L kL . [ | the PAR e
Albania Bosnia and Kosovo* Montenegro  North Macedonia Serbia Unknown Average strategy nance
Herzegovina / Action
m There are plans to start using QM in the coming period of two years plan
® Insufficient interest by the management Administration (a) (9
m Lack of human resources .
= Lack of finances Albania 7.87 8,13 7,53 8,20 8,33 8,20 8,13 8,87
m Lack of external technical support to introduce QM Bosnia and 8,12 7,88 7,74 8,06 7,66 9,36 7,96 9,28
M Lack of policy framework in wich the use is stimulated Herzegovina
m | don't know how CAF or ISO would improve performance of my organization Kosovo* 8,75 8,67 6,67 7,33 875 10,00 7,33 9,67
m There is no need for using and QM model
Montenegro 7,75 7,63 8,25 7,38 7,63 8,13 713 8,13
m Other
North 8,69 7,85 8,58 8,54 8,35 8,58 7,62 8,81
Macedonia
Serbia 8,50 8,67 8,08 7,33 7,33 9,00 8,17 8,33
Unknown 8,00 6,00 6,00 8,00 9,00 10,00 10,00 10,00
Total 8,25 7,97 7,93 8,04 7,91 8,94 7,87 8,96
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12.00
10.00

Albania

Q15

8.00
6.00
4.00
2.00
0.00

Bosnia and Kosovo* Montenegro  North Macedonia Serbia Unknown Average

Herzegovina

m Clear indication of QM objectives, milestones, responsible institutions and budget in the PAR strategy / Action plan

m Anchoring of QM in the organizational strategy

| Delegating tasks of QM (coordination) to an existing position in the institution

m Highly skilled QM trainers

m QM training provided by responsible traning institution(s)

® Managerial

commitment & accountability

W External support for the first cycle(s) of QM introduction, implementation and maintenance

m Staff motivation

Q15.a Other - specify

Albania /

Bosnia and
Herzegovina

- Klju¢na je podrska rukovodstva top

menadzera, u tim za samoprocjenu staviti
ljude iz svih sektora radi jacanja internih
kapaciteta i mec¢uljuskih odnosa

. Neznam
- Greska u sistemu
. Aktivno uklju¢eno rukovodstvo i podijeljena

zaduzenja

. Eksterna ocjena institucija od strane

revizorskih sluzbi na provocenju CAFa radi
obezbjecivanja podrske rukovodstva

. timski rad
- Samoprocjena i prioritizacija aktivnosti
. Podrska za implementaciju UK na svim

- Prihvatanje promjena
. Motivacija zaposlenih je klju¢an segment uz

posvecenost rukovodstva

. monitoring implementacije CAF-a

. odgovorno liderstvo

. Jednake 3anse za sve zaposlenike

. SVizaposleni moraju biti sistem i svi

moraju bitu u sistemu, a sve krece od vrha
organizacije

. potrebno je da svaka sluzba u opciniima

procedure po kojima postupa. Procedure
npr zahtjevi stranaka u skladu sa ZUP-u, lako
se moze u skladu sa navedenim zakonom
utvrditi procedura za odrecene zahtjeve

nivoima . obuhvaceno je uglavnom save
- Obuku za UK daje/u odgovorna/e institucija/e |. Kapacitiranost ljudskim resursima
za obuku - Uvodna obuka o CAF
. Sve je gore pobrojano - Priru¢nik sa smjernicama za uvocenje UK
. samoprocjena . Osiguranje materijalnih i ljudskih resursa
. Tonsavrha . donosenje zakonskih akata koji se odnose na
uk
Kosovo* /

Montenegro

- Podizanje nivoa svijesti kod zaposlenih o ISO

iCAF-u

. drzavni organi, organizacione jedinice itd
- Primjena softverskih rjesenja i savremenih

tehnologija

. predstvaljnje javnosti nastalih promjena
- Uvocenje UK u standardne procedure

institucije

North Macedonia 4

- Y npxaBHOj ynpaBsu He NOCTOoju cuctem

oLierBatba Cyx6eH1Ka Koju ce 6aBn camo
YK, WTO je TewwKo 13BOA/bUBO Kaj Tpeba fa
nmare nocseheHor MeHauepa KBanuTteTa.

ReSPA - Periodical Regional Quality Management Analysis — Final Report

Q16. Would you like to know more about CAF principles and how CAF can contribute to
the public administration reform?

Administration Yes No Didn’t answer
Albania 86,67 13,33 0,00
Bosnia and Herzegovina 90,20 9,80 0,00
Kosovo* 100,00 0,00 0,00
Montenegro 100,00 0,00 0,00
North Macedonia 77,78 18,52 3,70
Serbia 85,71 14,29 0,00
Unknown 100,00 0,00 0,00
Total 87,50 11,67 0,83
Q16
100%
80% m Didn't answer
mNo
60% HYes
40%
20%
0%
Albania Bosnia and Kosovo* Montenegro North Serbia Unknown Average
Herzegovina Macedonia

Q17. If yes, what do you see as most appropriate for your needs?

Events CAF leaflets Initial CAF

Exchange of
experiences

Complete CAF
introduction/

Administration

Albania 0,00 0,00 46,15 23,08 30,77
Bosnia and 19,57 4,35 15,22 26,09 34,78
Herzegovina

Kosovo* 0,00 0,00 25,00 0,00 75,00
Montenegro 25,00 12,50 50,00 12,50 0,00
North 14,29 0,00 14,29 28,57 42,86
Macedonia

Serbia 16,67 833 3333 25,00 16,67
Unknown 0,00 0,00 0,00 0,00 0,00
Total 15,24 3,81 24,76 23,81 32,38
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Ql7

Albania Bosnia and Kosovo*  Montenegro North Serbia
Herzegovina Macedonia

Q18. Feel free to share your thoughts and ideas which were not covered in the

questionnaire

Albania

Bosnia and
Herzegovina

Kosovo*

| Exchange of experiences

m Complete CAF

introduction/implementation

100%
80%
60%
40%
20%
0% m Events

M Initial CAF training

M CAF leaflets

Unknown Average

Konsideroj te pershtatshem me nevojat
e mija gjithashtu edhe shkembimin e
pervojave midis institucioneve .

Nuk kam komente.

Sharing knowledge institucija koje su
sprovele cikluse samoprocjene, pored
skupova i dogacaja i konferencije na kojem
bi bile prezentovane dobre prakse

U svakoj organizaciji u kojoj se uvodi

CAF potrebna je velika podrska za
unaprecenje komunikacija, i to vertikalna
od menadzmenta ka zaposlenim, ali i
horizontalna, izmecu zaposlenika, tj.
razlicitih odjela.

Koristiti znanja i iskustva institucija koje se u
svom radu vise susrecu sa UK.

. CAF mora biti prioritet u organizaciji koja ga

uvodi i kasnije provodi. Takav prioritet mora
biti vidljiv na svakom mjestu, svakog dana

u organizaciji. Kolegij najvisih rukovodilaca
mora o tome imati tacku na svakom
kolegiju. Obuka, dokumenti, AP - ipak su
najvaznija iskustva - naucene lekcije - utisci
- koristeci ta znanja, treba sijati nove CAF
uspjehe, zar ne ;)

- ¢lan sam radne grupe za CAF jako sam

zadovoljan obukama i uvocenjem CAFa

Svaka edukacija je potrebna nasim
uposlenicima i rukovodiocima, ali na
prvom mjestu je motivacija i posve¢enost u
protivhom ostaje samo slovo na papiru.
Izvjestaje o samoprocjeni organizacije
trebaju objavljivati na svojim intranet
stranicama

Posebne edukacije/treninzi za CAF
menadzera zaduzenog za realizaciju CAF
projekta u instituciji

Upravljanje kvalitetom (CAF) je u nasoj
organizaciji veoma doprinijelo otvorenosti
i kooperativnosti svih zaposlenika, kroz
identifikaciju problema u organizaciji i
iznalazenju potrebnih rjesenja, $to smatram
najznacajnim uc¢inkom CAF-a. Probleme
smo detaljno identificirali i svi zaposloenici
zajedno sa rukovodstvom znaju koji su to
problemi i potrebna rjesenja, te radimo

na njihovom otklanjanju. Dakle, glavni
benefiti UK jesu otvorenost i dostupnost
svima u organizaciji, $to bi voljeli podijeliti
i sa kolegama iz drugih institucija i organa.
Pozdrav iz Tuzle.

i don't have any comment

Montenegro

North
Macedonia

Unknown

. Zatraziti od drzavnih organa i od organa

uprave, prikaz preduzeca nad kojima vrse
nadzor i koja su u vecinskom drzavnom
vlasnistvu. Zatraziti da se dostave podaci
koji se odnose u koliko je drzavnih organa
i organa uprave, preduzeca uspostavljen
sistem kvaliteta.

Uvodenje upravljanje kvalitetom kao
standardne procedure institucije

MounTyBaH, OHa LITO HEAOCTUra CNOPes
MOe MUCTIEtbE € KOOpAVHALMja Ha cruTe
PEeneBaHTHN YNHUTENM Ha HALIMOHANTHO
HWBO, aAMVUHUCTPYIPatbE Ha LIENNOT
NpOLieC LIeHTPann3MpaHo NPonpaTeHo co
NULLIAHN YNaTCTBa, aHan13u, KoHpepeHLmumn
HaLMOHA/HW Ma 1 MefyHapOAHW.
TpaHCNapeHTHOCT Ha LIENNOT NpoLec n
noronema BUANMNBOCT.

PernoHanHa copa6otka 3a LIAD
KoHTuHynpaHa epykauyja Ha
KOOPAVHATOPWTE 3a yNpaByBatbe CO
KBanuTeT u ceptudunumpanute Caf
0byuyBaum 1 HBHa NOCTOjaHa copaboTka.

MocToju notpeba aa ce opopme pagHa
MeCTa, Yak 1 pagHa rpyna/oaerberbe Koje
611 6uno nocseheHo UCKbYUMBO NN 6apem
npetexHo YK. OBako ce Ta 3aayxetba yBeK
nopajy Beh nocrojehum n He mory 6uTn
BPEHOBAHa KPO3 CUCTEM OLieHbUBatba
LpKaBHMX cyxbeHuKa. Ha Taj HaunH

ce ocobe Koje cy yKibyueHe y nposepy
KBanuTeTa ymarbyje BpejHOCT TpyAa 1
ynoxeHor BpemeHa y npouec YK, byayhn fa

Ha OCHOBY TOT pajla He mory 6uTn ouereHNn.

A YK 3axTeBa nocBeheHoCT TOKOM Lene
ropuHe.

. Cmatpam fia je CAF kopucTaH cuctem

3a ynpas/batbe KBaJIMTETOM y sehum

APXKaBHMM OopraHuma.

. 3ayBohetbe 1 ycnewwHo cnposoherbe Hekor

Of cncTema ynpassbatba KBanmTeTom y
OopraHe Kao WTOo Cy MMHUCTapCTBa n0Tpe6Ha
je BOsba pyKOBOJCTBa Ha HIBOY Lienor
opraHa (He camo Y Y>KVM Opr. jefH1HMLama),
Kao v MoTuBauwja 3anocneHnx. Cmatpam a
Cafa He I'IOCTOjI/I AO0BO/baH HNBO 3Haka N
CBeCcTU 0 3Havajy/pasnosuma/beHeduTuma
3a yBoherbe YK, 1 kafia 0Bo noctojn

TO je camO CMOPaAVyYHO Y NOjeAnHIM
jenHvHMUama opraHa. Takohe, yBohere
Hekor of cctema YK 61 Tpebano aa byae
VHTETPUCaHO Ca APYrUM MHWLMjaTUBama

3a yHanpebhetbe epuKacHOCTU pafa opraHa
ynpase, yHanpebeH;e ofHOoCa npema
CTpaHKama 1 c.

HemMaMo HeOMNXo/jHa 3Hakba 1 UCKYCTBa Y
pafy ca HaBefieHM CTaHAAPAUMA




Annex 2 - Overview of semi-structured interviews

Date of the
Country Institution semi-structured
interview
. Agency for the Delivery of Integrated A A .
1 | Albania Services (ADISA) - Albania Mr. Keldi Jani 27-Apr-22, online
. Agency for the Delivery of Integrated rerat "
2 | Albania Services (ADISA)- Albania Ms. Irma Tanku 27-Apr-22, online
. . Public Administration Reform . i .
3 | Bosnia - Herzegovina Coordinator’s Office (PARCO) Mr. Nedzib Deli¢, 6-Apr-22, in person
. . Public Administration Reform I .
4 | Bosnia - Herzegovina Coordinator’s Office (PARCO) Ms. Mubera Begic, 6-Apr-22, in person
. . Public Administration Reform .. .
5 | Bosnia - Herzegovina Coordinator’s Office (PARCO) Mr. Kenan Avdagi¢ 6-Apr-22, in person
6 | Bosnia - Herzegovina | Civil Service Agency BiH (CSA BiH) Mr. Bojan Goli¢ 7-Apr-22, in person
7 | Bosnia - Herzegovina | Civil Service Agency BiH (CSA BiH) Ms. Azra Kost 7-Apr-22,in person
Bosnia - Herzegovina,
8 | Federation of Civil Service Agency FBiH (CSA FBiH) | Ms. Samra Ljuca 8-Apr-22, in person
Bosnia-Herzegovina
Bosnia — Herzegovina, L . P, .
9 Republic of Srpska Civil Service Agency RS (CSA RS) Ms. Sanja Tajisi¢ 11-Apr-22, online
Bosnia — Herzegovina, | . . . . ha .
10 Fmulbilic o Gifpele Civil Service Agency RS (CSA RS) Mr.Dalibor Copi¢ 11-Apr-22, online
11 | Kosovo* Institute of Public Administration Ms. Ariana Birinxhiku 29-Apr-22, online
12 | Kosovo* Institute of Public Administration Mr. Hetem Idrizi 29-Apr-22, online
13 | Kosovo* Independent expert Mr. Suad Musi¢ 4-May-22, online
P -
22 | Kosovo* KOSO,W? InsFltute RIS Ms. Ariana Birinxhiku 29-Apr-22, online
Administration
P -
23 | Kosovo* Koso'vc? InsFltute of Public Mr. Hetem Idrizi 29-Apr-22, online
Administration
24 | Kosovo* Independent expert Mr. Suad Music 4-May-22, online
14 | Montenegro Ministry of Public Administration (MPA) | Ms. Marija Hajdukovi¢ 5-May-22, online
15 | North Macedonia Mlnlsltr'y o I.n (e Seidy e Ms. Amina Shkrijelj 14-Apr-22, in person
Administration
16 | North Macedonia Mlnls.tr.y of Ir\formatlon Society and Ms. Laura Ajdini 14-Apr-22, in person
Administration
17 | North Macedonia independent expert Mr. Martin Todevski 14-Apr-22, in person
18 | North Macedonia Secretariat for European Affairs (SEA) Ms. Valentina Janevska 15-Apr-22, in person
19 | North Macedonia Custom office of North Macedonia Ms. Julijana Nikolovska 19-Apr-22, in person
X Ministry of Public Administration and . .
20 | Serbia Local Self-Government (VMPALSG) Ms. Ljiljana Uzelac 13-Apr-22, in person
21 | Serbia Natl(?n::al Ac?demy iR Ms. Snezana Antonijevi¢ | 27-Apr-22, online
Administration

Annex 3 - CAF users in the Western Balkans

BiH
LEVEL: YEAR OF CAF ECU LABEL
Central/ entity/cantonal/local IMPLEMENTATION
Central 2017, 2020, next cycle planned au- No, indending to apply in 2023
tumn 2022 with ReSPA support
Entity 2017,2022 No, applied in 2022
Entity 2018, next cycle starting in May 2022 | No, indending to apply in 2023
with ReSPA support

Central 2017,2020 No

Central 2020 No

Central 2017 No

Central 2017 No

Central 2017 No

Central 2019 No

Central 2021 No

Central 2022 No

Entity 2021 No

Cantonal 2021 No

Local 2019 No

Local 2019 No

Local 2019 No

Local 2020 No

Entity 2019 No

Entity 2020 No

Entity 2020 No

Entity 2021 No

Entity 2021 No

Central 2019 No

Entity 2021 No
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NAME OF THE

LEVEL: Central/

KomucwjaTa 3a 3awtuta
Ha NpaBoTO 3a cloboaeH

Commission for
Protection of the Right

A ENG_NAME OF THE 3 YEAR OF CAF
No | ORGANISATION (in local ORGANISATION subregional/ IMPLEMENTATION ECU LABEL
language) local
Label
L . “Efficient CAR
MuHucTepcTBO 32 Mln{lstry of Information 2012, 2016, 2022 user” obtained
1 | nnpopmatnuko onwrectBo | Society and Central (ongoing) in 2013
v agmuHuctpaumja (MUOA) | Administration (MISA) indending to
apply in 2023
5 [lp><aBeH 3aBop 3a State Statistical Office Central 2006, 2007, 2009,
cratuctuka (43C) (SSO) 2011, 2013, 2015
MuHucTepcTBo 3a - .
3 | obpasoBaHvie 1 ﬂg';ﬁ:ﬁ:ﬁj%z&'?n Central 2013
Hayka(MOH)
MwuHuncTepcTBo 3a Ministry of Transport and
4 TpaHcnopT u Bpcku (MTB) Communications (MTC) Central 2013
MwuHuncTepcTBO 3a TpyA -
5 | v counjanHa nonnTuKa g:ilsltgoifcl-a(:/lcl)_rs?r;d Central 2013,2019
(MTCn) Y
MwuHwncTepcTBo 32 Ministry of Agriculture, 2013, next cycle
. planned autumn
6 | 3emjogenctso,wymapcTBo u | Forestry and Water Central -
2022 with ReSPA
BogocTonaHcTeo (M3LLB) Economy (MAFWE)
support
7 | Tpag Ckomje City of Skopje Local 2013
8 | OnwTnHa Oxpua Municipality of Ohrid Local 2014
9 | OnwTuHa TeToBO Municipality of Tetovo Local 2016
10 | OnwTuHa LlenTap Municipality of Centar Local 2014
. MVIHVICTePCTBO 3a Ministry of Economy Central 2017
eKoHOMMja (MoE)
Jp*aBHa KoMucuja 3a State Commission for
12 | cnpeuyBatbe Ha kopynuuja | Prevention of Corruption | Central 2016
(OKCK) (SCPC)
13 | OnwTuHa Jiunkoso Municipality of Lipkovo Local 2016
FeHepaneH cekpeTapujaT General Secretariat of
14 | Ha BnagaTa Ha Peny6nuka the Govern.ment of Central 2016
CesepHa MakenoHuja the Republic of North
Macedonia (GenSEK)
2016, next cycle
15 CekpeTapwujaT 3a Secretariat for Legislation Central planned autumn
3akoHoaaBcTBo (C3) (SL) 2022 with ReSPA
support
CekpetapujaT 3a eBponcku | Secretariat for European
16 | pawarea (CEM) Affairs (SEA) Central 2016
Assembly of the Republic
17 CobpaHue Ha Peny6{1MKa of Northern Macedonia | Central 2015
CesepHa MakegoHuja K
(Parliament)
AreHuuja 3a Agency for
e agMuHncTpauuja (AA) Administration (AA) Central 2015
19 | OnwTuHa KennHo Municipality of Zelino Local 2017

20 22?:;:: f(\;)pv:::gsmaumme to Free Access to Public Central 2014
(K3ncnn) Information (CPRFAPI)
21 | OnwTuHa loctusap Municipality of Gostivar | Local 2016
22 | OnwtuHa Fopue MeTpos Municipality of Gjorce Local 2016
Petrov
AreHuyja 3a mnaam v cnopt | Agency for Youth and
23 (AMO) Sports (AYS) Central 2016
24 | OnwTuHa JeryHosue Municipality of Local 2016
Jegunovce
JY LenTap 3a jaBHo 3apasje | Pl Center for Public
25 | Tetoro Health Tetovo (PI CH) Local 2016
26 | OnwtnHa Ctpyra Municipality of Struga Local 2016
27 | OnwTmHa KymaHoso Municipality of Local 2016
Kumanovo
28 | OnwTuHa Knueso Municipality of Kicevo Local 2016
29 | LapwHcka Ynpasa (LIY) (Ccu/:)toms Administration Central 2018
30 '(\:AMF;MCTepCTBO 3anpaspa Ministry of Justice (MoJ) | Central 2017
MwuHKcTepcTBO 3a - X
31 duHaHcun (MO) Ministry of Finance (MoF) | Central 2017
MwuHKcTepCcTBO 3a - .
32 BHaTpewHu paboTi (VBP) Ministry of Interior (Mol) | Central 2017
MwuHucTepcTBo 32 Ministry of Foreign
= HagsopewHu pabotn (MHP) | Affairs (MFA) Central 2016
MwuHwncTepcTBo 3a nokanHa | Ministry of Local Self-
= camoynpasa (MJ1C) Government (MLSG) Central 2016
MuHucTepcTBO 3a *MBOTHa | Ministry of Environment
35 | cpeavHa 1 NPOCTOPHO and Physical Planning Centra 2016
nnaHvparbe (MXKCIM) (MoEPP)
36 f\ArgrLlMJa 3a Bpatorysatve Employment Agency (EA) | Central 2019
YnpaBa 3a prHaHCUCKO Financial Intelligence
=7 pasysHaBatbe (YO3) Directorate (FID) Central 2019
38 | LeHTpaneH Perncrap (LIP) Central register (CR) Central 2019
YnpaBa 3a jaBHu npuxoamn Public Revenue Office
39 I (PRO) Central 2019
[vpekuwja 3a 6e36epHoct | Directorate for Security
40 | Ha KnacuduumpaHn of Classified Information | Central 2019
nHpopmaumn (ABKN) (DSCl)
41 | OnwTuHa a3 baba Municipality of Gazi Baba | Local 2018
AreHuuja 3a eNeKTPOHCKM Agency for Electronic
$2 KomyHUKauwmu (AEK) Communications (AEK) Central 2019
AreHumja 3a 3awTtnWTa Ha | Personal Data Protection
g nnyHK nogatoum (A3J1M) Agency (PSPA) Central 2018
[lp>kaBeH 3aBOA 3a )
44 | IHANCTPYCKa CONCTBEHOCT State Office of Industrial Central 2016

(a3n0)

Property (SOIP)
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serbia Annex 4
NAME OF THE BiH CAF roll out overview and identified ISO users
No | ORGANISATION (in local | ENG-NAME OF THE | LEVEL: central/ YEAR OF CAF AL
° ! N1l ORGANISATION local IMPLEMENTATION
anguage)
Ministry of . . . . o . .
| | Minstrstvouprave 1 | Governmentand | o no, ndenting CAF introduction & implementation, state level:
lokalne samotprave Is_zrf?lGovemmem 2022 1. E;%“I% Administration Reform Coordinator’s Office, (first cycle) mentoring by EIPA, support
Agencija za mirno Agency for peaceful no, indenting - . . . .
2 | hgend dnih settlement of labor | Central 2022 to apply in 2. Civil Service Agency of Bosnia and Herezgovina, mentoring by PARCO, support by GIZ
resavanje raanih sporova disputes 2022/2023 3 HJPC Support by GGF
Kancelariia za upravliani Office for public no, identing ' '
3 | fancelaria ?.Uﬂp aviane | investment Central 2022 toapplyin 4. IDDEEA, mentoring by PARCO, support by GIZ CAF and 1SO 9001 and 27001
e management 2022/2023 5. Statistics Agency BiH
6.

N

9.

élgzency for Higher Education and Quality Assurance BiH, mentoring by PARCO, support by

Anti-Doping Agency BiH, mentoring by PARCO

E%gislative Office of the Council of Ministers of Bosnia and Herzegovina, mentoring by PAR-

Labor and Employment Agency BiH, mentoring by PARCO

10. Commission to Preserve National Monuments, 2020/2021 PARCO mentoring

11. Gender Agency BiH, 2021, ReSPA in-country support

12. Ministry of Civil Affairs of Bosnia and Herzegovina, (june 2022) PARCO mentoring

CAF introcution & implementation Federation BiH, incl.
CAF pilots on cantonal and municipal level:

1.

o v oc wWwN

N

CSA FBiH, two cycles, BACID Il in first cycle, second cycle by own resources. Applied for the
ECU at ReSPA in 2022.

Municipality Zivinice, 2019, BACID Il & mentoring by CSA FBiH

Municipality Gracanica, 2019, BACID Il & mentoring by CSA FBiH

Municipality Biha¢, started in 2019, ReSPA in-country support & mentoring by CSA FBiH
Municipality Gorazde, 2021 mentoring by CSA FBiH

Federal Agency for Agropedology, 2021 mentoring by CSA FBiH; in process of CAF
implementation

Federal Administration for Inspection Issues, 2021 mentoring by CSA FBiH
EQHTON SARAJEVO Cantonal Administration for Inspection Issues, 2022 mentoring by CSA
i

Municipality Celi¢, 2020 - 2021 CSA FBiH mentoring
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CAF introcution & implementation Republika Srpska

1.

ISO

_

0 ® N O VA WN

10.
11.
12.

CSA RS, 2018, BACID Il & mentoring by CSA RS In 2022: CAF second cycle with support of
ReSPA/BACID lIl. Plan to apply for ECU in 2023.

Statistics Agency RS, 2018, Bacid Il & mentoring by CSA RS

Ministry of EnergK and Mining RS, 2020, ReSPA in-country support for the consensus WS &
mentoring by CSA RS

Ministry of Local Administration and Local Self-Governance, 2020 ReSPA in-country support
for the consensus WS & mentoring by CSA RS

Geodetic Administration RS, 2020 GIZ support for the consensus WS & mentoring by CSA RS
Civil Service Appeals Board RS, 2021 CSA RS mentoring

implementation BiH, different levels

Institute for Standardisation BiH

Central Bank BiH

Agency for Preprimary, Primary and Secondary Education BiH
Institute for Metrology BiH

Agency for Pre-Primary, Primary and Secondary Education BiH
Uprava za indirektno oporezivanje BiH

Accreditation Institute BiH

Agency for medicines and medical devices of Bosnia and Herzegovina
AGROPEDOLOGICAL INSTITUTE OF FEDERATION OF BOSNIA AND HERZEGOVINA, ISO 17025
Kantonalna uprava za inspekcijske poslove KS

City of Gorazde

City of Lukavac

ReSPA - Periodical Regional Quality Management Analysis — Final Report
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