


How dowvet turn:governmentservice from asourcerof frustration into g
soufrcecofpride?

Reimagining pulblic:service forethes21st century.
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PUBLIC PRIVATE PARTNERSHIP

ASAN Service Centers

210 services + 190 services

15 public organizations 30 private organizations

- 400 services



Number of applications by 2025: 85+ min.

£ ) 28 SERVICE CENTERS




DeliveringrExcellence: Requires More T han RrocésReguiresPeople
with the Right\Mindset.

"Technology:enables:service;thutjpeopleidefing its iquality.”
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Mobile Services
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60 VOLUNTEERS WITH DISABILITIES



Mindset #1 sSernvice'MindsetTumingDutyrinte Purpese

Citizensddeserveidighifie de sespectfuly andieffictent service deliveny: thatsimplifie
their daily liveszand:-enhanecestrust i thespubliesector.
KeyCompetencies

ATransparency and accountabilityensuring services are clear, traceable, and
trustworthy.

Alntegrity and zero tolerance for corruptioq every citizen is treated equally.
ACitizenfirst approach¢ L | OAy3 LIS2 L)X SQa ySSRa

AProactive and innovative problersolvingg constantly improving through
feedback and creativity.
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Sources of feedback mechanisms

e Complaints and i

O P Call Mobile

Q Feedback — suggestions CD Center ._= application
surveys — journal 108 b

o™ .0 Direcft . W S ' o Social
\H’ application | I @ { networks

99.8%




Mindset #2: Emational inteélligence cLeading:with) Empat

Citizensooftenccomedo ASAN incmementsS.of; urgeneyror frustiation. An
emotionally intelligent approachbelps descalatettensionh bl d=apport,
and provitethumarcenteredcare thatrespeetsdioth: féelings @nddreeds.

Key Competencies:
ASelfawareness; understanding how our mood and tone impact service
delivery
AActive listeningcA Sy dzA y St & KSIFNAY3I GKS OAGA
AEmpathy in actiorg responding with understanding and patience, not
just politeness

AConflict resolutionc managing difficult situations constructively and
calmly




Citizenssatisfaction:rate InSASAN service eenters

Other (0.1%)

Satisfied Citizens (99.9%)



Mindset #3:[Digitat SkillsoRewering Smarer Senvice el

In Yo dails2aR-pade@ avotld cbitizan s expe cheonvenientstast; addidigital
Frd N&ides. BSINIBEXOSraf@matidn helh QaEmMinRAIGhA cildud
excessive)paperniornk; rahdnunrnecessanyrbureaucradglivering -aceessible
and seamiess tiblic=sernvces.

Key Competencies:

ADigital literacyc understanding and using government tech tools with
confidence

AOTFAOASY O daratermeciolildapps, @ridline ueues,-e
payment systems

AData-driven decision making; using analytics and citizen feedback to
Improve services

ACybersecurity awarenessensuring citizen data is protected and systems
are secure
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Realtime monitoring of t

OMRAINTS MANAGEMENT SYSTEM

he citizens' complaints

Markaz/sayyar Organ adi

Markaz adi

SIKAYSTLOR

Xidmat adi

NOQSANLAR

Sikayat tipi

ASAN MURACIBT
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Sikayst sayi

Sikayst tipi iizra say vs faiz

Fsassiz 118 (56,5%)
Qeyd yoxdur
oo 27025%
sasli 25(12,0%)
Arasdiriimasi mimkiin 52a%)

olmayan

Sikayatlorin yerindo aragdinimast

Yerinda arasdinimamig 119 (56.9%)

90 (43,1%)

Yerinda arasdinlmis

Markazlar iizrs sikayatlarin paylanmasi

ASAN 5
ASAN 7
ASAN Tovuz
ASAN Saki
ASAN 3
ASAN Sabirabad
ASAN Sumgayit 1
ASAN kommunal 2
ASAN 4
ASAN 1
ASAN Sumgayit 2
ASAN Lankaran
ASAN kommunal 3
ASAN kommunal 1
ASAN imigli

ASAN 6

= |
12,0% - 25

7.7% -16

5,7% .12

5,30 .11

4,8% .10

3,3% I7

Xidmatlar iizrs sikayatlsarin paylanmasi

Dasinmaz amlakla bagli
amaliyyatlarin qeydiyyati
gaxsiyyst vasigasi va
arayislarin verilmasi

Notariat faaliyyati

Vatendagliqvaziyysti
aktlarnin dovist geydiyyats

Azarigig
Azeriqaz
ASAN xidmat
Tibb xidmatlari

Terciima xidmatlari

Umumvatendag

pasportlarnin verilmasi v ..

suricilik vesiqalarinin
dayigdirilmasi

Migrasiya xidmatiari
Kommersiya hiiqugi
saxslarin va vergi odayicila..
iri Saharlerin Birlagmis Su
Tachizati Xidmati
Elm va Tohsil Nazirliyi
tarafindan gostarilan xidm..

a D

sikayat sababi daxil edilmayib

Xidmatdan imtina olunmas

-

14,8%

13,00 - 2 Xidmatdan narazilig ediimasi
Ssnadinvaxtinda hazir olmamast
amskdagin kobud davranisi
Névbenin gox olmasi
Rasumlarin yilksok olmasi
Vstandasa gec xidmat géstarilmasi

Hazir senadds sshva yol verilmasi

Mivafiq ssnadin bazada tapiimamast

Xidmat iigin talab olunan sanadlarin
tam olmamas
Xidmatlz bagli tam va diizgiin malumat
vermema

Xidmat Giciin novbanin verilmamasi

Vatendagdan 2lava sanad talab edilmasi

Xidmatin gésterilmasinden esassiz
imtina etma

Yasayig yeri iizre arayigin olda edilo

bilinmamasi

Dowr

07112028 [son7oin |

Sikayst ssbablsrinin faiz bolgiisii

34(16,3%)

33(15,8%)

14(6,7%)
8(8%)
8(3,8%)
8(3,8%)
7(33%)
6(29%)
6(29%)
5(2.4%)
5 (2.4%)
4(19%)
3(1.4%)
3.9%)

3(1,4%)

Solution of the complaint while ci
Izen is in the service process
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1noy20 1mar21  1wi2l  lnoy2l

illar iizrs sikayat vo miiraciat say!

for Semton incston ||

2021 20979  8.029.745  0,26%
2022 19.258  9.882.641 0,19%
2023 25660 11.471.197 0,22%
2024  13.568  10.265.165 0,13%

Umumi va asash sikayatlarin dinamikasi

68
(17.2%) (13.7%)

14
20 11 1
@1%) (3.3%) (5-6%) (a,5%)

(@)

6 (164%)
(5.0%)

21
(32%) (@49 (6.4%)

773
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1mar22  1yi22 lnoy22  1mar23 1|y|23 1nny23 1mar24  1liyl2d
Sikayat sayinin miiraciat sayindaki payi % (illar iizra)

noyabr 2020

noyabr 2021

noyabr 2022 noyabr 2023 noyabr 2024

Immediate correction of
discrepancies

Malumat manbalari iizra gostaricilar

Diwrii ray sorgulan

39
3,49%)
a7 Sikayat va takifiar jurnali
17,9%)
18 ~
(10,19%) Cagr markazi

Birbaga miiraciat

Elektron pogt

Mobil aplikasiya

Daviat organiari vastasila
1noy24

8,6%

3,3%
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9sasli sikayatlorin iimumi sikayatlardaki payi % (illar iizra)
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noyabr 2020 noyabr 2021

noyabr 2022

noyabr 2023 noyabr 2024



MANAGEMENTG OF SERVICE DELIVERY
STANDARDS

"ASAN xidmat" - icmal Statistika

v}

Mdraciatlarin Onlayn muraciatlar Mobil tatbig Orta xidmat muddat Orta gozlsma middsti  Dinamika - miraciat Pancaralar tzrs Gunlak dinamika >
dinamikas! (Motariat Gzra) sayi, aktivlik va gostaricilar

Each service
Msrkez e - [sansc qebuiu He - 01082024 s | [31082024 e h aS a Stan d art

I standartdan asad - .
sandart dainss execution time

B dzha sdratli
Sexsiyyst vasigasi Notariat faaliyyati Daginmaz amlak VVADQ Pasport Migrasiya xidmati Vergi xidmati / N
SQ 85-117 daq 50 9,3-256dsq SQ 11,7-16,4daq 5Q 7,6- 11,6 daq 50 5,8-133dsq 50 10,3-163dsq 50 £,6-115¢dag
HS 1,3-19dq HS 5,5-128daq HS 6,2-83dag HS 5,4-9,6daq HS 18-24daq HS 56-7,2d3q HS 54-6,7dag
ASANT _ ASAN Sabirabad _ ASAN Sabirabad _ ASAN Masall _ ASAN Tovuz 13,7 m 13,7 m 11,2
ASAM Imigli 11,3 ASAN Qabalz _ ASAN Tovuz 156 ASAN 4 10,7 ASAN Quba 13,7 ASAN Masalll 13,1 ASAN Lenkaran 9,7
ASAN Ganca 2 11,0 ASAN Balaksn _ ASAN 2 152 ASAN Samaxi 10,4 ASAN Gancs 2 12,8 ASAN Sabirabad 128 ASAN Bards 97
ASAN Bards 10,7 ASAN 5aki _ ASAN Masall 146 ASAN Sumaayit 1 10,3 ASAN Qabala 12,6 ASAN Bards 12,2 ASAN Afcabadi _
A5AN Afcabsdi 105 ASAN Bards _ ASAN Samax 14,2 ASAN Sabirzbad 9,4 ASAN imisli 124 ASAN L 110 st _
o [ A v S B e i 122 PreEET I
ASAN Kiirdamir 10,3 ASAN Sumgayit2 _ ASAN Barda 137 ASAN Quba 8,7 ASAN Salyan 119 ASAN Quba 106 R _
ASAN Lankaran 10,2 ASAN Tovuz _ ASAN Balakan 131 ASANZ 86 ASANS 11,7 ASAN Sumgayit 1 10,6
howr: | 100 sz NN v 125 e o5 o = oo EEE <0 SN
ASAN Mingacevir 10,0 ssancancaz  [NZG I ASAN Imisi . ons ASAN Mingacevir 86 AsAnz 13 Asan ingcevir [NSANIY ASAN Mingagevir _
sy 87 ssanseyen  (SNBEENIN  asan? M3 swsmeez 88 pren— 105 ez e rowse [eA
o s o 22 swos B o | as o 105 CONEN a0 below than sandartd
ASAN 33KI 9,4 ASAN Masal| 232 ASAN Afcabadi _ ASAN Tovuz 84 ASAN Sumaayit 2 10,2 ASANS _ ASAN3 _
ASANG 5,4 ASAN Lankaran 23,0 asaNMingsczvr [ 308 ASAN Saki 81 ASAN Masall 9,8 asanagcaoaai (g A ASANT _
ASAN Qubs 94 ASAN ajcabsdi 20,7 asaN1 106 mcnc2 IS Asanz s el . e .
JE— 01 ranG 20,0 e | paeween - QEewews 0 EERCTESRN C EEewee—m within standart
ASAN 4 9,1 ASAN Samax 151 ASAN Salyan _ ASAN Lank=ran _ ASAN Balaksn _ ASAN Tovuz _ ASAN imigii _
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ASAN Appeal Information System
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Various problems we encounter in our daily life

Infrastructure problems Utility problems Accidents Other problems




Mindset #4 .cCollabaration & Ieamwork: DeliveringeToget

NSPN’sBu@ &ss candzOronSca-creation? iviihgefoidortinaignaand a
spirit of pannership.

Key Competencies:

A Effective team communication across diverse service providers
wCrosssector cooperationg from ministries to municipalities

wUnified service delivery goals centered on citizen satisfaction
wTrustbuilding and transparency between partners and with citizens
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Ministry of Justice and Social Protection of
Population

Ministry of

State Customs Committee
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Ministry of
Internal Affairs

Single address  Services with the  Mobile services  Regular trainings of Online queue  Delivery of ready
same standards public officials system documents



INTERNATIONAL RELATIONS

30 agreements signed for the exchange
of experience and promotion of the ASAN Service model

Republic of Turkiye
I United Arab Emirates

Kingdom of Eswatini
Romania

= [
m I

Republic of Uganda Federal Republic of Somalia
== Republic of Uzbekistan =F= United Kingdom of Great Britain
Bl Kingdom of Morocco and Northern Ireland
IEB Republic of Montenegro B Republic of Estonia
B Republic of Indonesia I 1 italian Republic
== The Federal Democratic Republic of Ethiopia U _
BN Kyrgyz Republic @, Republic of Korea
3 Republic of Kazakhstan mm Republic of Columbia
Islamic Republic of Pakistan B== Republic of Guinea-Bissau

BB Republic of Senegal




Centers based on the "ASAN service" concept

Afghanistan "ASAN Indonesian Public Center of Public Uganda Public
Khedmat" center Services Center Services of Uzbekistan Service Centre

2016 2017 2019 2023



MESOB CENTER IN ETHIOPIA BASED ON “ASAN service” concept

8
asan @  service @MESOB

THE GOVERNMENT OF THE FEDERAL DEMOCRATIC REPUBLIC OF ETHIUPIA
ESTABLISHED THE *MESOB” CENTER INSPIRED BY THE SUCCESSFUL *ASAN SERVICE' MODEL /
” 1

\WHICHSTANDS AS A TESTAMENTTO THE FRATERNAL RELATIONS
BETWEEN THE TWO COUNTRIES







