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U.S. Constitution were signed in

Independence Hall, Philadelphia,
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“How can people truost
government to do big
things when we can’t do

little things like answer

the phone promptly and

politely?2”

Clinton & Gore (1957: Ix)
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Cust-::mer focus is about public service
organisations freating service users with
dignity and respect.

€¢ mstiagnendiumanidhuGaditiuamimioenm
waasqUlRGRLTLLAMTREaTs T AaENEEIa
fhefinouseiunnalsawndngnm § 9

about

4 W . o
hwmi‘}m,!wm'l (preposition) demamang “iwEes
yineanu (on the subject of)”

treat

Tudtifuraen (verb) denuvangdt “nisiivise
ﬂ?awt}ﬁﬁiﬂqﬂﬂﬁlﬂuﬂﬂE‘t‘ﬁﬁﬂf@‘iﬁmﬁﬂﬁlduﬁﬂﬂﬂﬂﬂﬁ'&u
Fimafimwiziaizas (to act or behave towards
somebody/something in a particular way)

dignity

Tufitifudmom(noun) dansmineth esilsswg@atig
Fadefivin yanaduduea ludans (serious
behaviour that makes other people respect
you)

respect

Tuitiisiuemne (noun) demamenady anslsown@
Agmnsiaynna layaaanis/daunsdansagig
(polite behaviour towards somebody/some-
thing)

respect

garheinGen (verb) aamanen m’ﬁwﬂﬂuuﬂﬂa

LA e I nedandaend (to admire somebody/

Juﬂuﬁmumsm&“ ?;5

something)



CUStDmET focus is also about giving
service users a stronger vaoice in
designing services and ensuring that the
services they receive represent value for
money.

‘ ‘ ms@ingnandunandathudasfiiesiuns
v IRAEIE s [dnsnmTusifingy bansrimie
sluuumsidneg wesdadwdesfiheafiuns
TansdnlahimaSmafigiusmeslaiu wana
9[..- Gl T ) e
Aihiemaeneiu e e ’ ’

a stronger voice

Tudttiiuwan fenamaned ansudiufifing
(powerful) wisdiEviwa (influential) wSanan
AnitamilsRadineadini ldsunsuosdudhifians
ddnpuasldfumaisnmbsrnaumsRasondadu ladhe

E ffective public sector leadership is critical
to service transformation and critical to
customer focus.

(4 4 Pt fishseivna umedgiinsdson
.u; - u..:lx aol (7]

ﬁannujammﬂmmmﬂmﬁimmmammmﬁmwm

dams(uina) dagnaidiuman , ,

effective

1uﬁ1‘fl,ﬁwhﬂmﬁwﬁ (adjective) Hanamanan
Vs AvBHaVR TN TMNAR A ARRDems [Fati
duFegay (successfully producing the result
that you want)

critical

‘Lm‘?'ﬁ’;ﬂudmmﬁwﬁ (adjective) fiemnamanedy Seu
dwnyann (very important)

96

transformation

Tuditbdiudms (noun) Hansmvsnsd msulden

-y i .:l' - l-'.nux
wilaa I:ﬂ'l‘i‘LI‘ET‘I‘I'E}Ertl'ldﬁﬂ’ﬁﬂﬂﬂﬁﬂl!%ﬂﬂ'ﬂﬂ@I'W.
(to change something completely especially in
a way which improves it)

Leade:%rs need fo display qualities including
customer empathy. the ability to focus
leadership attention throughout the
organisation, capacity to influence wider
service delivery systems. and encouragement
for co-development of services.

€ 6 Ghadudoans it Sy
sadhnmnadiineinadn s luesdAnmesinfms
anafiinuefiardannaldlavesfiidaihiiesing
Fhavdn msiiinesEnsnsoieiis i ssuums
T Amse A mannau s (EAYMIsEy
Tifenmndulimafannnslign: 9 9

empathy

Tufitiiiudnn (noun) famamsned anuiiinee
flaemeawenyaaspuidsiienadanathals (skill to
imagine how another person is feeling)

encouragement

Tuitiidudnn (noun) Semamansh naliens
wia s Wmasiiusum wiomslfeasdiulaun
qﬁﬂﬂﬁ.ﬂuﬂﬂﬁﬂﬁa (to give hope, support or
confidence to somebody) mD
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