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How do we turn government service from a source of frustration into a 
source of pride?

Reimagining public service for the 21st century.
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Delivering Excellence Requires More Than Process ς It Requires People 
with the Right Mindset.

"Technology enables service, but people define its quality."







Mindset #1: Service Mindset ς Turning Duty into Purpose

Citizens deserve dignified, respectful, and efficient service delivery that simplifies 
their daily lives and enhances trust in the public sector.

Key Competencies :

ÅTransparency and accountability ς ensuring services are clear, traceable, and 
trustworthy.

ÅIntegrity and zero tolerance for corruption ς every citizen is treated equally.

ÅCitizen-first approach ς ǇƭŀŎƛƴƎ ǇŜƻǇƭŜΩǎ ƴŜŜŘǎ ŀǘ ǘƘŜ ƘŜŀǊǘ ƻŦ ŜǾŜǊȅ ǇǊƻŎŜǎǎΦ

ÅProactive and innovative problem-solving ς constantly improving through 
feedback and creativity.





Mindset #2: Emotional Intelligence: Leading with Empathy

Citizens often come to ASAN in moments of urgency or frustration. An 
emotionally intelligent approach helps de-escalate tension, build rapport, 
and provide human-centered care that respects both feelings and needs.

Key Competencies:

ÅSelf-awareness ς understanding how our mood and tone impact service 
delivery

ÅActive listening ς ƎŜƴǳƛƴŜƭȅ ƘŜŀǊƛƴƎ ǘƘŜ ŎƛǘƛȊŜƴΩǎ ŎƻƴŎŜǊƴ ōŜŦƻǊŜ ǊŜŀŎǘƛƴƎ

ÅEmpathy in action ς responding with understanding and patience, not 
just politeness

ÅConflict resolution ς managing difficult situations constructively and 
calmly



Citizen satisfaction rate in ASAN service centers



Mindset #3: Digital Skills: Powering Smarter Service Delivery

Lƴ ǘƻŘŀȅΩǎ Ŧŀǎǘ-paced world, citizens expect convenient, fast, and digital-

ŦƛǊǎǘ ǎŜǊǾƛŎŜǎΦ !{!bΩǎ ŘƛƎƛǘŀƭ ǘǊŀƴǎŦƻǊƳŀǘƛƻƴ ƘŜƭǇǎ ŜƭƛƳƛƴŀǘŜ ƭƻƴƎ ǉǳŜǳŜǎΣ 

excessive paperwork, and unnecessary bureaucracyτdelivering accessible 

and seamless public services.

Key Competencies:

ÅDigital literacy ς understanding and using government tech tools with 
confidence

Å9ŦŦƛŎƛŜƴǘ ǳǎŜ ƻŦ !{!bΩǎ Ŝ-platforms ς mobile apps, online queues, e-
payment systems

ÅData-driven decision making ς using analytics and citizen feedback to 
improve services

ÅCybersecurity awareness ς ensuring citizen data is protected and systems 
are secure



COMPLAINTS MANAGEMENT SYSTEM

Real-time monitoring of t
he citizens' complaints

Solution of the complaint while cit
izen is in the service process

Immediate correction of 
discrepancies
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MANAGEMENTG OF SERVICE DELIVERY
 STANDARDS 

below than standartd

within standart

faster than standart

Each service
has a standart
execution time





Mindset #4: Collaboration & Teamwork: Delivering Together

!{!bΩǎ ǎǳŎŎŜǎǎ ŎƻƳŜǎ ŦǊƻƳ Ŏƻ-creation, multi-agency coordination, and a 
spirit of partnership.

Key Competencies:

ÅEffective team communication across diverse service providers
ω Cross-sector cooperation ς from ministries to municipalities
ω Unified service delivery goals centered on citizen satisfaction
ω Trust-building and transparency between partners and with citizens
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