


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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PUBLIC PRIVATE PARTNERSHIP

ASAN Service Centers

210 services + 190 services — 400 services

15 public organizations 30 private organizations



Number of applications by 2025: 85+ min.

£ ) 28 SERVICE CENTERS




Delivering Excellence Requires More Than Process — It Requires People
with the Right Mindset.

"Technology enables service, but people define its quality.”
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Mindset #1: Service Mindset — 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 :

* Transparency and accountability — ensuring services are clear, traceable, and
trustworthy.

* Integrity and zero tolerance for corruption — every citizen is treated equally.
* Citizen-first approach — placing people’s needs at the heart of every process.

* Proactive and innovative problem-solving — constantly improving through
feedback and creativity.
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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:

 Self-awareness — understanding how our mood and tone impact service
delivery

* Active listening — genuinely hearing the citizen’s concern before reacting

 Empathy in action — responding with understanding and patience, not
just politeness

* Conflict resolution — managing difficult situations constructively and
calmly



Citizen satisfaction rate in ASAN service centers

Other (0.1%)

Satisfied Citizens (99.9%)



Mindset #3: Digital Skills: Powering Smarter Service Delivery

In today’s fast-paced world, citizens expect convenient, fast, and digital-
first services. ASAN’s digital transformation helps eliminate long queues,
excessive paperwork, and unnecessary bureaucracy—delivering accessible
and seamless public services.

Key Competencies:

 Digital literacy — understanding and using government tech tools with
confidence

* Efficient use of ASAN’s e-platforms — mobile apps, online queues, e-
payment systems

e Data-driven decision making — using analytics and citizen feedback to
improve services

* Cybersecurity awareness — ensuring citizen data is protected and systems
are secure
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COMPLAINTS MANAGEMENT SYSTEM

Real-time monitoring of t
he citizens' complaints

SIKAYSTLOR NOQSANLAR ASAN MOURACIST

Organ adi Markaz adi Xidmat adi Sikayst tipi il Ay

[y -] [

- [(an) ~ [tan ~] [tan | [z024 ] [noyabr -] 01112024

Sikayst sayi

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

Umumi va asash sikayatlarin dinamikasi

Immediate correction of
discrepancies

Malumat manbalari iizra gostaricilar

Sikayst tipi iizra say vs faiz

Bsassiz

Qeyd yoxdur

Aidiyysti iizra
gondarilan

3sasl

Arasdiriimas mimkiin
olmayan

Sikayatlorin yerindo aragdinimast

Yerinda arasdinimamis

Yerinda arasdinlmis

ASAN S
ASAN 7
ASAN Tovuz
ASAN gaki
118 (56,5%)
ASAN 3
34(16,3%) ASAN Sabirabad
ASAN Sumgayit 1
27(12,9%)
ASAN kommunal 2
ASAN 4
25(12,0%)
ASAN 1
5(2.4%)
ASAN Sumgayit 2

ASAN Lankaran
ASAN kommunal 3
ASAN kommunal 1

ASAN imigli

90 (43,1%)

ASAN 6

Markazlar iizrs sikayatlarin paylanmasi

= |
12,0% - 25

7.7% -16

5,7% .12

5,30 .11

4,8% .10

3,3% I7

Xidmatlar iizrs sikayatlsarin paylanmasi

-

Daginmaz amlakla bagl
amaliyyatlann qeydiyyati
Sexsiyyat vasiqasi va
arayiglarin verilmasi
Notariat faaliyyati

Vatendagliqvaziyysti

aktlarnin dovist geydiyyats

Azarigig

Azoriqaz

ASAN xidmat

Tibb xidmatlari

Terciima xidmatlari

Umumvatendag

pasportlarnin verilmasi v ..

suricilik vesiqalarinin
dayigdirilmasi

Migrasiya xidmatlari

Kommersiya hiiqugi

saxslarin va vergi odayicila..

Iri aharlarin Birlagmis Su
Tachizati Xidmati

Elm va Tohsil Nazirliyi

tarafindan gostarilan xidm..

a

14,8%

99
D = (17.2%) (13.7%) 7
B 52 20,7%) ) _
£ e w0 Dévrii ray sorgulan 8,6% 18
Sikayst ssbablsrinin faiz bolgiisii = 29 3.4%)
H O i
H [cE - Sikayatva takdiftar jurnall  7,7% I 16
sikayat sababi daxil edilmayib 34(16,3%) 30 s 17.9%)
2 (8:1%) 21 (9,0%) e 2 11 1 6 (16,4%) 8
Xidmatdan imtina olunmas 33(15,8%) (8.9%) (6.8%) (@3,.2%) (@4%) (3.3%) (5-6%) (a,5%) (64%) © (5.0%) (10,1%) Cagrmarkazi 43% M9
Xidmatden naraziliq edilmasi 773 ® N
Birbaga miraciat 33% |7
- 658
Senadin vaxtinda hazir olmamasi 14 (6,7%) 5
g 503
= Elektr
makdagin kobud davranisi 8(3,8%) 5 ewren pact e |5
E
Névbanin gox olmasi 8(3,8%) 5 Mobil aplikasiya 10% |3
Dovistorganiarivastasie  1,4% |3
Vatandasa gec xidmat gostarilmosi 7(3,3%) lnoy20 1mar2l  1lil2l  lnoy2l  1mar22  1iyl22 1nwzz 1mar23  1wi23 1nw23 1mar24  1iyl24  1lnoy24
Hazir sanadda sahva yol verilmasi 6(2,9%)
Mivafiq senadin bazada tapilmamast 625%) illar iizrs sikayat vo miiraciat say! Sikayat sayinin miiraciat sayindaki payi % (illar iizra) 9sasli sikayatlorin iimumi sikayatlardaki payi % (illar iizra)
S === . 20w
tam olmamasi @4%)
Xiamati bagh tam s duzgin malumat g 2021 20979  B.029.745 | 0,26% 0,28
vermama
Xidmat tigiin ngubanin verilmsmasi 4(1,9%) 2022 19.258¢  9.882.641  0,19%
0,13%
Vatandasdan alava sened teleb edilmasi 3 (1,4%)
2023 25660 11471197 0,22%
Xidmatin gésterilmasinden esassiz R 010% - 0,10% § g,
imtina etma (1" )
Yagayis yeri iizra arayigin alda edile
3ay13 3 3(14%) 2024 13.568  10.265.165 0,13%

bilinmamasi

noyabr2020  noyabr2021 noyabr 2022 noyabr 2023 noyabr 2024

noyabr 2020 noyabr 2021

noyabr 2022 noyabr 2023 noyabr 2024



MANAGEMENTG OF SERVICE DELIVERY
STANDARDS
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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: Collaboration & Teamwork: Delivering Together

ASAN'’s success comes from co-creation, multi-agency coordination, and a
spirit of partnership.

Key Competencies:

» Effective team communication across diverse service providers

e Cross-sector cooperation — from ministries to municipalities

e Unified service delivery goals centered on citizen satisfaction

e Trust-building and transparency between partners and with citizens
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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
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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
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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
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Establishment of Trust Fund between the United Nations
and the Government of Azerbaijan within COP29
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Through the Trust Fund, global capacity-building initiatives
will be supported and citizen-centric public service delivery based on the
ASAN model will be promoted.

Develop the potential of "ASAN service” model
; implementation among the following groups of countries: \

Least Developed UN Landlocked Developing
Member States (LDC) Countries (LLDC)
Small Island Developing States (SIDS)
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