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B Excellence in Poblic Sexvice

We want to give you quality service

We are courteous and fair

. | We do our best to help

We have pride in our work

We want to keep improving

Feedback shows us where we can do better
Suggestions help us improve
Praise helps vs work with a smile

We need your trust, support and cooperation for
EXCELLENCE IN PUBLIC SERVICE
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 The Way of Excellence in Public Service

The public is the reason for the existence of the Public Service. Public
services are paid for by the public through direct or indirect fees,
levies or taxes. It is therefore fair for the public to expect services of
high quality which meet their needs, delivered with courtesy,
efficiency, responsiveness and impartiality. At the same fime, we must
always strive to give valve for money, making the best use of the
resources of finance and manpower at our disposal, and choosing the
most cost-effective means for implementation.

We give quality service
The public are our “external customers”. We also have many “internal customers” who
depend on our services to help them do their job of meeting the needs of the public.

Our customers must come first in our work. The following Principles of Quality Service
will guide continuous effort for Excellence in Public Service.

We are courteous and fair

We serve the public with equity, honesty and impartiality, applying the rules without
regard to social influence or economic status. We will be as open with the rules and as
transparent with the decision-making process as possible, so that the public will always
have confidence in the fairness and integrity of the Public Service. For those whose
request cannot be approved, it is especially important that explanation be given with
patience and courtesy.

We do our best to help

We will anticipate, identify and offer services which meet the needs of the general
public. We will speak their language and provide convenient access by place and time,
as well as access 1o supervising officers with the authority to deal with the more difficult
cases where elaborate explanations are necessary or special exemptions are appropriate.
If a request from a member of the public cannot be approved, he should at least feel his
case and concerns have been heard.

o 15199997908
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We have pride in our work

We will create satisfied customers by continuously improving standards. This covers
the whole range of services at counters, over the telephone and in written
communication, We shall set challenging targets for quality service and strive to achieve
them. We must provide the same standards of service and behaviour to others as we

ourselves wish to be treated.

We want to keep improving

We will openly declare our target service standards as far as possible so that the public
» may know what they can expect, and offer immediate feedback for correction and
: improvement whenever performance fails to match. We will listen to our customers by
encouraging feedback on the quality and effectiveness of our services. Constructive
criticisms will allow corrections and improvements to be made quickly, while
commendations indicate superior and excellent service.

Feedback shows us where we can do better
Suggestions help vs improve :
Praise helps us work with a smile

Quality service means prompiness, responsiveness, courtesy, helpfulness and accuracy.
But systems, organisation and procedures can only go so far. Quality is also very much
a matter of values, attitudes and motivation. Terms and conditions of service as well as
the work environment must provide for the well-being of public officers and their ability,
through training and continuous learning, to keep up with changes in systems and
technology and the expectations of the public.

We need the trust, support and cooperation of
the public for EXCELLENCE IN PUBLIC SERVICE
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