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Civil Service Framework as a tool that outlines the strategic linkages of the civil service in support
of the Institutional Development Strategy of Wawasan Brunei 2035

BRUNEI VISION 2035
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EDUCATED, HIGHLY SKILLED AND HIGH QUALITY OF LIFE DYNAMIC AND SUSTAINABLE
ACCOMPLISHED PEOPLE ' ECONOMY

National Outcome:
Excellent Service Delivery

INSTITUTIONAL DEVELOPMENT STRATEGY
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LEADERSHIP ORGANISATIONAL PRO-BUSINESS
‘ EXCELLENCE | PERFORMANCE & PRODUCTIVITY PUBLIC M

Objective3a & 3b:

KPI 9 - % Customer Satisfaction

KPI 10 - # of Ease of Doing Business ranking

(% facilitation for policies / regulations |
procedures reviews towards improving business
activities

KPI 11 - % Services Meeting Client’s Charter



His Majesty Sultan Of Brunei Highlights the Civil Service Framework
Being Implemented By the Prime Minister's Office

“...The Civil Service Framework currently being implemented by the Prime
Minister's Office as the leading agency of the Civil Service. ... All initiatives arranged
under the framework would not be complete without taking into account spiritual

factors, morals and ethics in members of the Civil Service."

[Extracted Titah of His Majesty Sultan of Brunei in conjunction with
the 24 Civil Service Day on 22 November 2017]
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BRUNEI VISION 2035

Educated, highly skilled and . . . Dynamic and sustainable
. High quality of life
accomplished people economy

CIVIL SERVICE FRAMEWORK
OBJECTIVE 3 : PRO-BUSINESS & PUBLIC ENVIRONMENT

Implement policies and regulations reforms that Streamline government procedures and
encourage economic activities regulation to enable prompt decision-making and
provision of high quality services

% Customer Satisfaction % Meeting Client's Charter [TPOR]

o SI26 A SI27 SI28 5129
ntroduce new policies an Business and Public Regular Public Single Integrated

regulations to spur more A E .
A . are n ment rvice Agen
business related activities Facilitating Programs gageme Service Agency



Obé::t;;ve Objective Name Objective Owner

3a Implement policies & regulatory reforms that encourage economic activities Director of
. . . Management
Streamline government procedures and regulation to enable prompt decision ,
3b & P & promp Services (MSD)

making and provision of high quality services

KPI (Measure name) KPI Formula
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T T T T T T T T T T T T 1

2002 2006 2011 2013 2014 15/16 16/17 wl: w2: wl: w2: wl: w2:
17/18 17/18 18/19 18/19 19/20 19/20

W1: W2 : W1:
2002 2006 2011 2013 2014 15/16  16/17 17/18  17/18 18/19
Result 53.1 64.5 67.6 60.5 63.6 65 65.7 64.4
Trajectory 65 70 75 75 80

% of Customer Satisfaction from 'Customer

Survey

NOTE:
Window (W)1: April - September
W2 : October - March

Baseline value: | Trajectory point 1:
65% 70% (2016/2017)
(2015/2016)

Trajectory point 2:

Targetvalue: | 759 (T2017/2018)

90%

(2019/2020) Trajectory point 3:
80% (2018/2019)
W2 : W1: W2 :
18/19 19/20 19/20
80 90 90



Obé::t;;ve Objective Name Objective Owner

3a Implement policies & regulatory reforms that encourage economic activities Director of

Management

Streamline government procedures and regulation to enable prompt decision ]
& P & promp Services (MSD)

3b making and provision of high quality services

No of application that meet client charter / Total number of services

% of Meeting Client’s Charter (KPI 11)

NOTA:
100 N *  Window (W) 1: April - September
b W2 : October - March
* Preliminary data for W1 (April - September
90 - J=90 = ===l 90 2017) from 31 out of 34 agencies identified
V4 (dealing with the public).
30 82.8 py
V4
4
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5 | ~ et -7
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40 - = Result
VAN = W = Trajectory
30
20 -
10 -
O T T T T T T 1
2016/2017* W1:17/18 W2:17/18 W1:18/19 W2:18/19 W1:19/20 J2:19/20 Baseline value: Trajectory point
/ / / / / / / 42%(2016/2017) 47% (2017/2018)
Target value: Trajectory point 2:
90%(2019/2020) ' 52%(2018/2019)
2016/2017* W1:17/18 W2:17/18 W1:18/19 W2 :18/19 W1:19/20 W2 :19/20

Result 42 82.8
Trajectory 47 47 52 52 90 90



Challenges




Issues & Challenges

Difficulty to implement

Difficulty to implement
due to resistance to

Delay and lack or readiness

Slowness & readiness in
adopting  the  tools

amongst  government q _______ o " change

agencies

Response time and commgtment o o """ 2 O

Response  time & = ey | Solution:

commitment from various Providi ideli

government agencies in rOVI' INE EUIAENINES, i

B I e—— Continuous consultation,

and management tools puslle enga'gement,
stakeholders meeting etc
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Achievement

Implementation of KPI 9 and KPI 11

Increased/improvement in government

° Improvement in quality service delivery
efficiency and effectiveness m

Performance, quality and productivity
improvement in government
agencies

Increased customer satisfaction




Role of Government
(Strategic)

Tinker
Facilitator The civil service should
Readiness in adopting play the role of thinker
new reform programs &m0 ." and have noble values,

and management tools
amongst government
agencies

positive work ethics and

strive to achieve
| excellence

Developer & Innovator .0, | 1 .
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I Conclusions

Civil Service Framework KPI9 & 11

CSF serves as a framework to

reform the civil service towards

one that is responsive to global LIS\
change and public expectations E
and at the forefront of facilitating

continued economic growth.

* % of services meeting client’s
31 sub-initiatives have been identified

to support 3 key strategic themes : charter.

i. Leadership Excellence

ii. Organizational Productivity

iii. Pro-Business & Public Support Brunei’s Vision 2035
Environment.

2 KPIs under the strategic theme (iii)

used to measure performance of

service delivery which are :

* 05 of customer satisfaction




Contact Us

Address

Management Services Department
Bahirah Building, Jalan Menteri Besar, Bandar Seri
Begawan BB3910, Brunei Darussalam

Phone
+673 2382064 [ 2382065 [ 2382066

E-mail
Info.msd@msd.gov.bn

Website
www.msd.gov.bn

Fax
+673 2382062
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