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“Before we begin, | would like to give you more information about the context and objectives of this
research. Accenture in collaboration with the International Social Security Association is undertakirg
a study with members of the organisation globally to identify and understand High Performance ard
Leadership issues taking into account regional differences in social security administration with a
particular focus on risk management, innovation and change management in three main areas which
are Operational efficiency, Human capital management, and Citizen service.”

“This research will provide original insight as a basis for knowledge sharing among member states o
promote excellence in administration. This is a two step research process. At the moment we are
conducting in-depth interviews with key members. The second phase of the research will consist of an
online survey with a large number of members of ISSA which is planned for the end of 2009.”

“Your responses to this survey will only be used for research purposes. As we are a giobal
organization the results may be shared with other parts of the Accenture Group anywhere in the world
but any information we collect from you will be protected under Accenture’s Data Privacy Policy 90.”

“The results of Phase 1 will be presented during the Penang technical seminar which is scheduled for
October 2009. The results will be used to initiate discussions with the participants to the seminar ard
prepare the launch of Phase 2 of the research. You and your organization will be identified as ore
participant of the survey. We will send you for feedbacks the summary of our discussion before we
share it with ISSA representatives in order to make sure you are comfortable with it.”
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Answer

Answer

Answer

Organisation information:

Name of the organisation: Social Security Office

Country: Thailand

Name of Respondent: Mr. Sittipol Rattanakorn
Telephone: 66 2 956 2185
Email; Cathy. boon@hotmail.com
Level of respondent: Executive (Advisor on Efficiency)
Name of department: Social Security Office

Specific activities or services of organisation: Social insurance services

Number of employees in organisation (nationwide): | 8,041persons

1. How does your organization manage risk?

Is risk management embedded in muitiple processes in your organization? Is it
part of every process or is it carried out more on an ad hoc basis? Have you
developed and implemented specific processes?

Have you defined specific capabilities (functions, units) in your organization o
manage risk management?
Yes._ we.have. defined_specific_functions _for the -Divisicns under Social Security

The. required skills. depend. on type of risks; for example.. the risk of bad

Is there any IT system in place to support the risk management process?
i. If so, please explain what they are?

......................................................................................................................
..................................................................................................................
................................................................................................................
............................................................................................................

...............................................................................................................

.......................................................................................................
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2. How does risk management contribute to the performance of your organization regarding ...?
a. ... Operational Efficiency
i. What are the major risks faced by your organization in the area of
operations? '
Answer The major risks include investment risk due to poor. choice of individual

.............................................................................................................

ii. What have been the main benefits of the initiatives taken to address
these risks?
Answer The main_ benefits_of the_initiatives taken to address these risks lead to the

e L LR LELLLEE L L ERERCEE SR ET TS B r PP LR Py P D AR A LR RS S 0 O 2 3 5T (AR A28 S0 rd B 1 12 4 A TA RS

iii. Have you faced any challenge related to operational efficiency whiie
developing or implementing risk management processes / capabilities. /
systems in your organization? If so, how did you overcome these
challenges?

Answer ~Yes, The example of such challenge is the change caused by external factcr;

distribution _of the Bt 2.000 gift cheques for 8.3 million SSO members

b. ... Human Capital Management
i. What are the major risks faced by your organization in the area of
human capital management? How did you address or are you planning
to address these risks?
Answer The maior risk_in.such_area is_the brain drain. The organization_faced the
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How did you address or are you planning to address these risks?

What have been the main benefits of the initiatives taken to address
these risks?

Have you faced any challenge related to human capital management
while developing or implementing risk management processes /
capabilities / systems in your organization?

..............................................................................................................

c. ... Citizen Service

What are the major risks faced by your organization related to citizen
service? How did you address or are you planning to address these
risks?



ii. What have been the main benefits of the initiatives taken to address
these risks? ,
Answer In_case._of the_risk_from the_stability of IT system_ and from the incomplete

iti. Have you faced any challenge related to Citizen Service while
developing or implementing risk management processes / capabilities /
systems in your organization?
Answer Yes, the management challenge_such as the procurement through

ge chang

a. Have you developed any specific process related to change management?
i. If yes: Please explain what they are.
Answer Yes, the process.includes,

.........................................................................................................
............................................................................................................
...........................................................................................................
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b. Have you developed the skills internally in order to manage change in your
organization or do you work with external service providers?
i If no: Why? Is this something that you are planning to do?

Answer No, it is the next step.

¢. Have you developed and / or implemented any specific IT enabled processes in
order to manage change?
i. If yes: Please explain what they are.
Answer Yes, we have developed IT. for change management;_ for example, in case of

2. Does your organization collect feedbacks from citizens? Does your organization
analyze on a regular basis the changes in needs of citizens? If so, how are these
feedbacks leveraged?

Answer The Social Security Office launches customer satisfaction surveys once a year since

.............................................................................................................................

............................................................................................................................

3. Have you defined specific outcomes on how your organization can contribute to
improving the social and economic conditions of citizens and service users?
Answer Yes..we_have defined specific. outcomes _on_the increase of benefits as social and

economic conditions of citizens and service users will be brought into consideration.

4. How does change management contribute to the performance of your organization ...?
a. ...Regarding Operational Efficiency
i. What are the major recent changes faced by your organization in the
area of operations?
Answer The major recent change is the organizational structure.
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What have been the main benefits of the initiatives taken to manage
changes?

Have you faced any challenge related to capabilities / processes and
systems while managing changes in the area of operational efficiency?

b. ...Regarding Human Capital Management

What are the major recent changes faced by your organization regardirg
human capital management?

What have been the main benefits of the initiatives taken to manage
changes?

Have you faced any challenge related to capabilities / processes and
systems while managing change in the area of human capital
management? If so, how did you overcome these challenges?
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¢. ...Regarding Citizen Service

What are the major recent changes faced by your organization regardin
g citizen service? How did you manage or are you managing these
changes?

What have been the main benefits of the initiatives taken to manage
changes?

Have you faced any challenge related to capabilities / processes and
systems while managing change in the area of citizen service?

....................................................................................................................

Answer

How does your organization support and encourage innovation?

a. What processes or approaches or initiatives do you have in place?

Please explain what they are.
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b. Have you defined specific capabilities (functions, units) in your organization in
order to support innovation?

ii. If no: Why? Is this something that you are planning to do?
Answer No. Because all SSQ officers get used to.the IT process.

c. Have you or are you developing / implementing any specific organizational

change both internally (organizational structure of your_institution) and
externally (external networks) in order to support innovation?
i. [f so, please explain what they are

Answer Yes. | _have_ already explained in_answer. under _the_topic of chance

PEIN A O TS B ARk IR LA ol L A e e L Er A L2 P 22 RS 2 R £ L e PP LR R ke ]

2. How does your organization collaborate with government as well as non —governmental
and community-based organizations in order to drive innovation?
Answer The $S0.collaborates with the Public Sector Development Commission to launch the

....................................................................................................................................

............................................................................................................................

3. How does innovation contribute to the performance of your organization?
Answer The innovation service on reimbursement of the overpayment contribution is proactive

..................................................................................................................................
......................................................................................................................

Is there any innovation related to operational efficiency, human capital management or
citizen service that you have not mentioned previously and that you would like to share?

We are at the end of our discussion. Do you have any othe
how risk management, change management and innovation contribute to the
performance of your organization?

Answer | .believe that risk management, change management _and._innovation _are very
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2. Thank you for sharing your experience and the practices of your organization. As
indicated at the beginning of our discussion, one of the key objectives of our research
is to understand the regional differences globally. What do you think about differences
between countries regarding risk management, innovation and change management?
Do you consider they are important? If so, what is the impact on the improvement of
the social and economic conditions of citizens and service users globally?

Answer It.is_a great pleasure_for the SSQ to. share our experience with the ISSA member

Thank you for your time in assisting us with this survey. Do you have any additional comment
to make on the different topics addressed in our discussion?



-22-

miﬂiz“ljuﬂ%’:ﬁ{ sziflumsinsanlundvesanudnnsa nszuaums uazssuy daae
ﬁaiﬁzﬁﬂansmuﬁfuqﬂumiWu?miﬂs::ﬁ'uﬁaﬂu

wadensilszqu dszneudie

1) 'u'vmm'ummsu’%‘w15%’ﬂmsmmﬁﬂﬂumﬁﬂ%’Nszmuz‘lumsﬁnﬁuﬂmfuqa

2) ‘UWUwmmmsu?ﬁ1'5%ﬂmﬁmmzﬂﬁauuﬂaa‘lumssﬁuﬂmsnuz%uqe

3) wmmmu"ﬁmnsm’lumstﬁuﬁmmum‘fuqa

Ms.Charlott Raut #anu1finaudisae uaz‘i%umﬂﬁuqisﬂ uazioBoulaflnves

' . y
Accenture  Research  Uszmariawma ldinauonanis@nu1ite Gos aussouzdugediunis

<y

UszAudann Taon15uSvis udanssu minasunilas uaznisianisanuesszozh 1 lasl

a o d
NYaTIYAAIU



.23

HamM3Ane3de 509 aussausTugehumadssiudany

TaemsuSmsudanssy manldeulasuazmssanmsninndes szes 1

Tay

Charlotte Raut

Europe & APAC Survey Rearch Lead
Accenture Research

sumerlSuea

quauMmIlsgiudinnsenielssme (ISSA) uazAccenture 1aaadul9d 1y

) 3
Tﬂsamsmsnusmﬂmﬁa11/’1'1%1‘1ﬂﬁagﬂunmmwumﬂﬁﬁﬁmmﬁmmum?uqa‘lumﬁﬂsﬂszﬂumﬂu

*
4

malan msfhnm‘waﬂnnu"lﬂumﬂemﬂum i1 WnaMWIasIzeeh 2 1FalSue Tasmsdsoe

[]
[

mntmumqﬂszmﬂwilzﬂumuuuacheumﬂﬁ AnAfiga msFoudswsunazmauannlfouning
=

y

luszvzusniffumsdunweliFednnguineswesdnsmndnauan 1ssa waz'ld

o )

v o o o 9 3 Y w o o
ﬂu‘W‘U‘ﬂ%i)U‘Vl%“’Vl’lﬂlﬁ‘lj'iiﬁﬂllSﬁﬂu‘“"lluﬁ\ﬂuﬂﬁ‘lﬁ'ﬂﬁﬂ'luﬂi“‘ AUMIAUNGIAY 6 sens Iﬂﬂ‘i]zll

4
msmaauuamsnaauwa‘n"lm‘u'luim’mmsﬂuuun‘mm T NIATY ﬂq\?ﬂ')fﬂauﬂ.,ﬂﬁ PRI K

h.

Y

$uii 2031 e 2010 iedugdmiunsduduiunsszesi 2 vosms3sedmiu lussozit 2 3
affumsdisrndadSuaniteinnldludl 2010

taﬂmsnﬁnf:ﬂza;ﬂﬁﬁmmaswamsﬁﬂm‘lus:uxﬁ 1

anaumsdszdudeanseniniszine 1ssa)  Resdnsaui®n 340 vednslu
148 Yszme Tawaainy ISSA duasuldfimaianswsuazmsuanudouanuditenimuiuda
Tunmsuinisaulssfudeay osAnstssfudenuiidondifgiinildiRannumgnuessana
TasmslduTomneduafafms denuaemsldlszmsumusadidansnsdee Y0473 03RRI
Ussiudenudnymdnnsvesmisnsznionmedany anmumiidioudty sarildifanasgumianses
Fnazanuasuqumedennlutszme dafy sernTdsziudmuiuiludiuddyuosnnuannsa
lunsudsiuvesdsemeasqaunmiiaiidsemazannsaldfudsza iifoewn 185umanseny
mnﬂ15zﬂ?iuuuﬂmmuﬂsygﬁmnazﬁaﬂu Mldesnnsdsedudenuduivauluaninundond

@ 3 ) 9 J
PUFDUUAZTUAIIUNINMIBUINYU



-24-

anuIMmevedaaiulssiudny
anuhmevesaaniulsedudny Usgnoudie
1. anudmesnmeusn aun
A

- Yoides

- AaNuvaNNaIeYedlIz¥Ing

- fUBIINER

- lszmnsgeeny

- mIdelng

= =Y

- anyansalumadidausms

- nguany

- INgaAINYNY

) da 4 ¢ Y

2. anummenifevunieluenns laun

- wuvedmslgUiang

- anugndeslunsewidy

- STUUIT

Aa o a

- MIVIAYAAINIRTRInYIFY Y

- asdSudanumslasunlag

- EINFNUDIBIANT

- MAUNUYIDY

] [ 4
AUAN ISSA 1Az Accenture $nAUTAT InsemsiTosausTausdugIuasaman ISSA
& o/ 1 s 4 v A
Felnsensdenaniifaglszasdivzuaniniss vy AnumnTanasnszIUNIIANY Feesad
> a @ Yot o ¢ A
aussoustugelumslduTmemediny msnuniliifagussasd tive

o duafuiznuuanuldsuanuilunquesdnsamdniedaaiuniuiludalunis

o

usmsaulseiudenu

] 1 4 '
o szyddfisrihififnaussousdugafiesinsmndnannsahunlf1d

@ W

o sz lfuTanioiwimsedUneneiueuinavesmsuimsdulseiudeny

' ¥ ¥ v s
w2l §iaRRma saneglunseunuvesaussousdugsiiugaSuduvesnts

wWasuwlaaiersz Temivesflida lddnudoynan



-25-

ad o

ITMINITID

) Qs o o 9 4 =
fimsdumusideguamszdudsssuniedsiuirenisesansmninauiny ISSA
& 1 [ { d o { Qs a

30 83Ans M lansenieduf 27 fiuay - 10 AsngIAL 2009 BeRnsaNIFndl 1As VWY INALIAN

] ) 4 @ Qs o [ o -3
ISSA umeﬂmi‘lu ﬂﬁﬁ’ﬂiﬁuﬂiﬂZI ﬂﬂﬁ’ﬂi ‘ﬁ@lﬂ‘Ui‘Uﬂ'liff%Jﬂ'lBiuVlNIﬂiﬁWﬂIﬂﬂﬂm%’]%ﬂ Accenture
Y@ o ¢ d o ¢ @ %4
L'ﬂl&ﬁﬁuﬂ'l'ﬁm Lmzi‘Nﬂﬂi‘VIW?JUL!U‘U?[E]UG1UUJHE1'lﬂaﬂ‘kliuﬂﬂ‘kl‘i 9 9IANI

' e 1 1 as I 4 i 3
Aquietlsvesdiins wmsduunuenamugiitnans uiseomily

A vy o a
mInni gwﬁmimaﬂmwﬂmwqummmzﬂszmﬁ

o Yy v a v 1 a ¢
S mlasems dspmaidnimmenmugiicnans
HINAMNAMA
¢ | o a ¢ 1%
glsld 10 84dns po a3y tuaiboy diuad wosuil 8a1d nuseuaua Tduaua
= J g
Ao HAUA
=) o a o o a v A -y 3 a a
WENT 8 0IANS asM o1suAu Wiy Induile aoam1an ding1n g3nde
= 4 o 4 S =
worlsn1 6 ©eANS a1 lo297 Inad nue) wosiToa Tusenle wruily
'3 = a
APAC 6 B3ANS pomAsIRY Suidy 1w ilau vuaiFy mgaerszde Ine
LY d a e
Tagilszaannsise

anaN ISSA deemsiazidladauvedsdfdfiahauazanuuandszdugiinmly

a v [ vy & o 4 o 4 .
ﬂ'ﬁniﬂ'ﬁﬂ']U']J?gﬂuﬁQﬂu IﬂUHQluu‘luﬁﬂQﬂJﬂQﬂ’ﬁ%ﬂﬂ'ﬁﬂ'ﬂulﬁﬂq u’)ﬂﬂ'jﬁnuﬁgﬂ’ﬁlﬂaﬂuuﬂfﬁ

meTansssy ludvosdszansamlumsduiuau msdamsyuuypduazyszansy

auITOUSTUGS
¢ o = Y delq ¥ A _q vat 2 :
sertlszneulumsduiiuau 3 SMunazgnsmaasilfhine IWilaussousdugs Thun
1. tsgdnamlumsduiiuau : Mdygnsmanidunisdansanuies
¢ 4 o i
2. Nuuywd : Wynseanimavsmemaasunas
3. sadhulszanu : Wgmeenaniduians sy

o’ d 1 { Jd o -
amsdumualjadululszidudidg 6 Yszosildlumsssyesnsznoumsduiinau

14 [ v
3 AMUAINAN



-26-

o i o 4
sowmduuumielumsdunivel
L UszAnSamdiumsaniiuey ;. mssamianuass msdanismalfsundlaes
o [ [ a o o ] o @ o A (]
wIANTTuaNY Frelumssuiinauvensnns luveutisveslszansamlumsautiuauesiels
o o @ $ o {
2. mistamisguuyud ;. nssan1IANudes astansnmsilasundasuey
winnssugwlunsduivanuvesesdnsluveudievesmsdantsnuuyudodiels
3. sz . MITanmsnudes masanisnisulasulawas uianssuate saelu
mIguiivauesssnns luveutwvesmsusmysenrueiiels
o i L) o 1 [] 9/ ¥)
4. MITAMIANEEY . seRnsuSHIsTAnsAAeeed1e]s 19nszuiunsesls
aussous uagszuy IT lafimivayumstanisanudes
5. mIsansmsilasuntlas : sednssansfumsdountlasedisls 1¥nssuiunis
Qs o Y o A 9/ ) J 9/=4
Wovzuazszuy IT ladh aszuunsaunsomivayunsnlasuudasaumsuing 04AN 164
o o 9 Y - v
amstanudoyananeuiuanlszmaunie
6. uianssu : ssfnsmiuayuuazduasuuianssuedils l9nssuums anvamnio

Talumsmiveayuuianssy oadns 18T wdeduminauiyuaniessnnsiensunie l

WaMId1399
9 ) { o 3 4 o a
wansdrsranun Hesdalsenou 6 Usemsidh ldliaussouzdugs Fulluwasinuium
o ° ar I3 §
mwizvestlszma Yedmuanienguune uaz/mie anudndumedony esdilsznoudiunis
suiuauvesesdni s fudsauifidhnneegduiivonlfifanagegauasadreguer ey
i 4
sy Useasiden Al
¥ o 'y Y Ad o w A do o 0o A

1. Wdnnwndmihnlugusndudundounddguesmsduiiney

duaSumsuimsdumsdsziudnugn

o 0w ys A ¢ -
Wanomagiindans sl lasligudnarendszanau

e

4 A @ o Jd 1 a e
uaemlszaumssivazanuidoingnnanouenienliuldivedniodieeieds

e

Y o P 9 A o 1 &
‘ﬂﬂ‘UWU'W]‘ENﬂﬂiiuﬁ']uzmﬂuﬂ‘lﬂﬂmaﬂf’Nﬂllﬁ)U'NWlﬂJ'Vl

L =) U A o
gnilinsanmsanudssetadniiluesdnsuoznszuamunismaiing

o



-27-

dadennanaulvidianssousduga 6 szms
1. mslddnneundmihndufoiRan

o s 4 4 <
“swmanduliinamsnasunlaslagesnngrinaienailszlartivesgniive s

= [ 1

WuAe 1ueIuInnIsned1aly uenainll anufaniag FanemSmihidud iR avesnamn

Fufhinngminauazanudesmsvesgaiidanga”

¥ ¥
oy o)

Yaguszaan :  fhdedolivsFHiiunazeuisvoudrodifgvesnansznunn

o =~ 4 ' o o " w ' & e Va
asAuTuuveuimihil anuuandiessfugiinnvesngudledalulsvduiifides uaz1dsuns

Q
o o ]

1 o T ] ) @ J 1Y 1
TAUNTINYUINABH UGN ULTNON “lNﬂ'lﬂJﬁ‘Vﬂﬁﬂﬂﬂ"iﬂ\?ﬂﬂﬁ"l?gIJTUWﬂﬂi&“Vl‘U%'lﬂ 3 YUy

3

[4
=D Do

@
3

madamsanados: nsduiunmensity Taemmnzediess msuinissans
M3 Ing uazANugRAIuBINI TRy

madamsamunlaeumlas : auBanguuazmsveusumanlisuuas Tasmwz
otaba anudhlaazmshanulasuulaanidludenguue nisseufumaTuladuaziaiesdle
Tn3iq ansasumsnanuas 19vnue Inade

wianasn : guammsuimsfildiudsenau Taomnizesiats mauguarlums
TWuSmsfiiiuyassdoul fiadmnsuinsdeyaiifoadesuazanunianinedeg anudeins
i anvasunsdlostumstiodudin

SEmsdaaiuilefuma sz aunadde 1ud

o Tasemsinousumee

® TassmsuSmisiansmaduiiuauy

e  msAneusuaiiudii

o mslseTauazmssndes

* nsasdapusinug (M3disaninuzdeg fidegluesdnsuasilszifiudesing
Lﬁﬁ?ﬁﬂﬂ's1u¢’v'aan1wama1ﬂuazmsu?miqnf?h)

®  MIUTNITIAMIUITINUGIDY

o anulAsuulaafinnnusdnduveudmihi

o msdndedearinuly

o anzanuiudifiuaunss

®  ANUAABIAINWNITUTHS



-28-

2. msduedumsuinsmumadisiudanu
“psgunulanvesmssziudenunneninlanvesesdnnildgmsedyses
milzmmswﬁquﬁ'ﬂﬁ'mn%u'lé’adw"ls wonvIng msfunusenanduirldganuadesialuns
wimslussdnsiifeadosdu su SumBuozquawy
Fagilszaen : Hspdoiialihuozefinemadiondey omumadideunsdiu

LY =

@ e 1] v e [} o Ayd whlé\llu',
msdsefudeny anuuandresedugiininvesszmangudtetalullsuiauiiige uazlasuy
msadwunilinnudingiosnd
3 { v a a 'S o L) ¥
sulsz@unnuiimesie feafudnidse lemlveslszansuldsunnuimsan
[ 4
m3tlseiudeny feil
a o -] ' a vog A Y a
e quamnsuiniedr:  Hadiedudrdiniesseznmimslnuimsu
UsgAnTnmdu IT &1 nieliniidelng
e anusndwnlumadiduins : ssrdsznouduszrinsensuiluglassn
' A2 o 1w ' a 4 yoa
aemadideusnisludsemanduieiisTasenaeiiumsiznisnsznemisgiimanilunis IMuincs
wazmie mnwwannanevesdszng medszduvesmsimisdeduazmaddedict fhley
o nsvadeyauazaudhle : dszmsuneubilianudfeiudniuezisni
@ o a a A t 9 a LY 1 o
yosudninsenrnes i lufvafuyamvesdss Teminauny
e hidfsdanmwngnine:  gndreliansifisunieueichimivayy
4 g
uazvamsnanlasudeya
[ 4
a, v = @ @ W ¥ o 1
o SinduaSuilefondndumani Wilszauanuduie’idun
A a 4 A @ a & 3 °
o msffemndegnuaznisdemsmelssnduiusedmiuaue
®  MIdemINMILToIN1
o astfulyeiimsuimsldie
o ' A
o msvanguithminuiNemsama
] =y l A o o A 4 A o a o - ]
¢ msdunSuanumieiusisnIduiaua iU MeaiuuTnaneg
(Y aa | d
3. winnssunidsznsuilugudnma
A o ’ o 2 a = 1 ' A 1 4
iimadegn TudvesSanssudadnsn/fouinlasededeiiies 5 lananes
2 ' Al ) o a & o o A 1A J o 4
ynasnnesniiiiuvoslna wu msuSmsdunsuiadmivdsznau inTovwduneiiialusins
| o ¢ & T
msi¥oulosduesansouq dudu”



-29-

d as 4 a o ar o 3 dy
Fagilszasn : PededolioTursfemsldutanssulunsaivayuilszinude luil
o a v e 4 4 @ < 4 4
@ mymldmsddausnsdulseiudmudiunazieiu o) mitaassdse Tominaunuigndes
o [ L4 ' 7 1 a = '
Witudsulse Teminaunugnau uay () miselsz Teninauny anuuandaszaugiinnyeangu
@ 1 4 A Yo @ o @ 1 = o & ¥ !
degnlulsanuiitige uaz Idumsiadruifianuddgydesnn
¥
LY o e s ¢ @ o
winnssudumsdsziudeny Jingusyasdindn 3 dsyms dell
o = Qs o) J 1 3‘
1. memidmsdnfauimednnlszfududtiuuasheiv

g

o { o o
2. m3daassilsy lominaumuiigndeslifudfurlss Tominaunugnau
' J
3. minwlse Teminauny
[] 14
Fashldduaiuilaiomaril Wlszauanudrdeldun
1. msvanngesmsinylumsddeusams
v ~ ¥
2. MINBUINTZUIUAT HIOISUY IT 1Y
3. maWangduuumsswdss Teninaunulng
Y d 4‘ 7 J
4. muainlizaumssisazanuveinigmevendaniylueans
[} b4 H
“eufiswhegluvaziion 18udss Teminnnssuumsidlumasgunessadey
= o A & o [ ' o @ =
Wiy FusrwsaGouiFeiuuaziu usdsnhdnvazmmzveslsamemninsade”
¥
w < o 0 Q7 < C4
Tagilszasn : PededofioturefsnnudAgvomninlszaunisaimouenuns
{ '3 4 o A 1 3 o = - 1w T
anuvsnganldluesdng e ldduiunuediumungan avuuandsedugiinnvesnguded e
-] dyd Yo @ o @ ¥ o
Tudsziauiiliguuaz idfumsfadduhdifgiuna
pafnsilszRudnuassmindennuddgvesmnilszaumssiuazanudoina
. t 4
vnmeousninldlumsduiuauielinsduiuauussquagege dedl
1. msdanmineinsumsdutdunsidifiome
2. madhdadmihi / fdumnyiliquauidmnzay
{ ] & L o
3. mauanifasudoya (1w minsvaeuRgnAeIBsg Ut By ad i ILaT )
4. misuanildsunnufia / duasuuianssy
5. Mt MuAnUeINIATFIURND ;
o anudilehezdfulysaudnla

¥y 1
L

®  MsuaRMITUHIANANgA



v v
sz Torin1d5uan35msil ;
1. @w15easIsnuMstnIng
2. AATLAUANUNANAIN
3. mudszansam
o o Y o (Y '3
4. dfulamsinu/ yaansuazgelalivauegivesans
) 4
5. MIUTNMINEIIoRsuauoInNdeInsvadIlszyu IRy
Y a «3
6. AMNNMIIAUINITIVY
E

a, ] o o o o
Mwasduasuilededet Mszauanudide

v M a o A a é'l = 9
¢ auilerduesinsduq vesipeuandeudeya

' Y A ' P
® 5ulAUTUINSIEBINITIHLsE Teminauny

3 d‘a ] Y] 4 A
o dhiwlulasimsiihlasmitsauvesiguianazesnnsduq

= r'd LY
® JUATEHUIINIATIU

9 1 [] P | ) (] o et v
o i mmslsyudie uazadunsodin anensuduaiunsiid g awlumsiseeg

o 3 o W 43’4{ b3
® JadenanssumIiitugua lneliddermnyinmeusnaie

o Sumndnluauiauszniedsuna

W wfud i msieRannuazduiumsmunszuaumanazingesiioluig
5. msdaummmesanstugnsidhudyimmaedinu
Tugnefdiudlfusoslufamsvessy ssdnsveaun Wasuludygmisdieu
o @ © o wey [] = QO ] R
fuy AwmsimuauazdfiRouamulonslmidumssaguuazionssumedeaylni sauils
ampuieliudjaniaussugivns feauven)semer
o’ d v 9 4” a A 9 o ¢ v e A et .
Ingilszaad : Thdedeliefiomedendmivesdnsilsedudinuie i liunum
y ' o sldg T [ L f v 1 3 dyd
Tumsadegudimedenuldadu anuuandreszfuginnvesngudiedieludseduiiiss
uazldsumsiadrwuihlinnudigthunas
3 v @ sldy Y3 & o o 0w ‘o od
pannsUseiudeny 183 HRudsdrdunnudiig i dail
=y a 'd 9 & [y .
miBsuionlizvive ¢ Tnszdanudonisvestlizmyuiesssfuniszarin
Huihiluewnan duliumsdrsrennuiawoludefinsaniealfulzumasnseduilszmruliuans
a o
AMUAATUUAZIEYATINABINS
o_ o o 9/ s ) 9 I'4 o
MIauiiumMargn : msohedmusisunmsuinisgnd luesdng uaznisidsadiu
mssuiluamauiudhdgizdoseniusamnsaimassughunzdnuiudadiy
malgiamungrane : Saufledusyualumsdfidmungrunenasnevausiudi

L. 4

et
ntimseiuidngrane



-31-

] 4
Fmsndaasuileiodeil fe
e myhanudhlaaznisasuausdennudesmsvesissyivu
e msswileduiginalulnienmsladesdiflstguarnezlidedeny
e dwneadszaunsallfesdanulumsdadule wu wlsue
[Y) a ¥ & 4 d o
6. igndsmidamsainudasediuduiluesnniuasnszuaumnay
d‘ 9 o ] [F2 a Qe ] lg <t 1
“anuissdag 1Aun s ligusendfianwnguute wu lidunzibou vas 'l
neRuauny deyalugudeyagymeonienisdnasulddoyaionisdaIna arnunfsdrumsiu
dy Y I | o & L=y > ]
Tnssaduiugudivaeniuns@uiianudssduimsamunieusmsneauihiming o)
4 ] [
Jaguszaen : Hededetiofurefemadondrg aldlumninausninudoed
a a o & o a Y 4
UszAnFamlunisduiuau msdamsyuuyed uazasuimsdsensuludnvusesdsuuce
} 4
YIS anuuandeszAugiininvesngudlesludsziduiiigeuas 1d5unssaddudad
ANNTIAYFI
d @ a ] 1 P o n:ly
aeAnsdsziudenuinquarudos’]? el
1. tszanimwlunisdndiueu (Operational Efficiency)
e anuilasasiedu ITuazmsteIng
) a oA E oy
®  ANUTBIAMUMIRUYTEANUTLIINN I AU UMA)
o ms lifieBesmwmensidiowasmandsunlasngrang
® AYEITNNIA
2. MIVINIY352¥1%% (Citizen Service)
A
* Mmoo
e aunmlumsliuims
o Y o
e anundwinlumsditausms
®  InNgARIHINIAZANUNARUITEILTAS
(Y] d .
3. MIVAMINUNYYE (Human Capital Management)
o  msinyyamnsiiinyy
wado df
yaansunaguautansuily
msdeduma/aeuuila

vieanuun Iumshiau

ANUNARUDINANRATNTINY
9
Emsdaasuileseded fszaunnudiSe

3
® dmuaItmeiamstuanulisswuuysams
v o [ o A o {
o damingnusivesesnnslunsduidumsiamsanuisamuysanns
]

sonuuuma luTaglumsduiumsdamsanudsunysanms



-32-

v | B 4
wamsfinues 1 wnefdsswivaundnmnau issa walan lunisdsyyquduannasll
e uuafa Joya ouusth JarusvesmnFnuduiiunisItessesh 2

wamseAtsangu Tun1stlssuaedl aun ssa 1saliEinmseRusengulu 6 wade &uil

vaded 1 m511’1'6mmuﬁs%'m%iﬁﬁgﬂauﬂam”lugmzﬁsi’]uéfq%’mﬂéwﬁﬁ AQIUBINIS
Aty vinmsdisanudamieauildiums dunsel mmuﬂnammmmgmmmwmr*
uyudlunsUfifauldifanagega uaﬂumimmﬂummmmUmnmmiu‘?]wuu wazezifinii
PIGIRET mﬂ%wy\mwamamsﬂgummmmmwumﬂiznaumu nsSamIAIEse MIvinss
msnfdeuuas uazuSanssunsIuias

waded 2 maduaiunsudasdiumsdsziudan s1nnsdrsrnuinlssaay
Alssfuandnsdesssausuilgmguamnis Ifuimsdwmadhtarsmsgaonn lildsudeya
ivene vianmdhle wazdlgmims Liygidawngrane Tasfl¥dunima ldnnemisedoais
3930 wleunalsznduiufesrsaduauslifins domsnaredeans sauflefusednsdun
Uudgaiimsusmsliiwiy uazdanguithwinelunsdusns

Waden 3 uinnssufildsznivudugudnars vinasdriranuddanssufigjes

.

Wudljeaomemansgfwazdinuvealssnsunisoamilu 3 f1u Ao msliuSasdssdfudinui
arrsodda18dre IdlseTominaunufigndessudsudseTominaunugnay
TaomsianngeamelmilunmsTduimsmsfann 1T saggluuumstwdsz Tominaumulng

Fadeii 4 malgndlamaamannuidissecuduiluednsua nrzyaumaha safns
Ussiudenuuisnnuidseenidiu 3 ngu Ao dse@niamlumsduiiunu msuimsdsesu uae
ms¥ansnuuyud mnmsdrsanuh esdnsdszfudenudingdamsanudsaluszvmnane
Aafidmtesildisysanms Tavmsiadununagnsnissaassynains wazdadzluuunis
wonsainmde

Wadedi 5 mainlzaumsaiaranuiengeinaeuenidinliluesdns oedrs
dszdudinndaIngnszminfeanudidguesmsinlszaumssinansuendinlfluesdns
Tﬂﬂmmzﬁa{luﬂsza'umsnfiw'hﬁ'ﬁutwmaﬁvm?iga‘iuszﬁ'u*mﬁtmzmm‘mﬁ

#adedi 6 mavaunumesdnslugsiiiludiramiedsnn Tauoudnndszmsy

auumarignuazlfianungrineg



-33-

wamsentsienguluiaded 1 fnsuandeulszaumssidumsuinisninens
uypdnsIfneta mssndes madludiih msdaliil Job Rotation M3¥aAY Training Need HASUHUNYNT
dniflnousy Furazesnsesinamadondafiuluiaded 2 dudesmsatuneviongulszmeremiv
frnaudszRudeanvesemiy gco) Wwaediolunmsuanildounsmiuasdszaumsal
Aulsedudeny vazdlsemainefianaulszfudnuendou (assa) Tuadedi 3 ey
Yszinafifivssaumssilunguomsy Mouelildna’lnues Call Center Tumstrednnams’d
One stop shopluaguruvinadnlusemeomsuedinnd Hyuausnig (Pension community) 1ﬁué’§zm
Wlszrudidadnilunmssudnnglunlssmedns faass idaumjuaniluguaudiomee
fgeogiildaouiiuneslild Wamunsoasnaeudnivesnuniedumeiiila Tuadoi 4 185in3
enlsulizdumsuimssamsmmudeeiunevns Ssaunsodwiums 18 3 dszmsfie

M3Ys s lunguiusnisseaugs mssaRanisnuuIms fansanudoaienn
wozmsuimsanuides Tasaugnssumaithudasznnthonms Fdudumsesidmsdannoms
armuos Uszifiunnuidos $a3 Blue Print o193ash Insemammzdn mu duaau duninens
uyud sagdumadu luaded s 1Tinsnandamsduuisiudeya i ludszaumasivos
Yszmelne funsensremdisd dninnzidlousivgd mstadramInerdiinousuyanns Havag
Usgmmduiumsmudedulssmeine ved luiaded 6 Wiflszduvesdninanalssfudeny

a Py Y 4 1
nansefUsievey CEO lunseflsiouenmilonn 6 e deldtinmsnatemaiiu

Y o a o [} 1 @ a ' o { @ [y

A mausradamseteTussla unslanuiufaveu matufedugnd fitvades diliusedaen
saufunazlszndeny msadrunTetieduniienudug msuinissemaanudseludinayys
Jmusssuednsuasdunaden uinnssuduma Tulat msfneusuuazl¥msfinuynainsedis

oA o a d v
lRINON “agﬂ“iiuWQﬂ?“uﬂﬂﬂﬂuQﬂﬂ']

4 v q’: y ' d a o W
anuinldsunansseguaddl Puilss Temidessdnsuadusms Tasaansailedy

[]
= o g

Yt o’; o 9w = 4 [} = !
Andnaulilaussousdugs 6 dszms ndfuldsumsuimsesdns ludauvesnamsenlsiongy
& o { o o 3 o
Fudunsuan/feutszaumsel dninemseiudaan1dBouddssaunmsavesnguilsameaemiv

' o & © pod o + C3 q’/’
Tumsnietinng e Idhudsulddumstotinng dauetl 2557 Wudnly

UNHUN YYyo'1
Y t a @ w &
Wanhnguanamaduius

Aontianeein





