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of the public service as an essential component of good governance in

the promotion and protection of human rights

Annex: Questionnaire (in English only)

With regard to the role of the public service in the promotion and protection of and respect for

human rights, impartiality, accountability, transparency aod the highest standards of efficiency,

competence and integrity:

Tlease provide information ou:-

1. Good practiccs and your views rcgi:rding the 'organizstion, wraining and education of the

public sexvices

Capacity Bnildiny in public seclors

Miaistry of Stake for Administrattve Develnpment (MSAD) ts developed number of
iniliatives that diroctly address capacity building of the human capial of the erganization, to
provide tratming programs for top snd middle management a5 well as junior public servanis.
and introduce new management cencepts such as change maragement, negotiation gkills,
project managemnent, elc... ‘ ' .

MSAD is also pursuing policies simed m the davejopment of human resource management,
some of these policies address evaluation of performance. for example, the Balanced Score
Card Project as well as The adoption of a wsting system for senior pusts in public service
MSAD fs developing policies to entumce the work of the administrative system. For example.
the establishoem of the Nutional Management Instittre (NML1), and the Cood Governunce
Cemter, which is atfiliatad with the NMI, NMI is considerably strengthening governmenial
training at al) levels g introducing sias of the an wehnology management gonzultation and
arpanizational redesign services, The NMI aims at providing training In order to achieve
management. devalopment. disseminate the culture of e-services within and outside Egvpt,
provide counseling ard conduct studies. The institute enhances the capaciy of governmenial
institutions through promating princlplss of good povernance, Tnterity and trangparency.
Another good practice in Egypt regarding bullding capacities and seeding new managemen
culture among public servants in Civpt was the Change Leaders tritiative, which mainiy

focuses on human resources development in a transfonvational Tcadership through

daveloping skills in the following:
0 Change Munagemoent

Communication skills’

Negotiation skills

Decision Making

Mentoring and Coaching

1cadership
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o Team Building,

a  Time and Stress Management

o Conflict and Crisis Mavagement
o Marketing

o Improving the cfliciency of Government services providers personal using ICT for

» better servicen' quality.
Civil Service and Inteprity:

¢  Also building new eultures can be pursued not oaly by training and eapacity building but also
by the use of competiions, in this ferm MSAD is annually organizing the contest of
‘Mistinguished’. The aim of the compelition is to motivate the cmployses in the stale’s
administrative body by honoring the eutstanding ones, upgruding performance and expediting
services delivery. In addition. the competiton aims at encouraging the state’s adminlstrative
body in providing cxellent services to citlzens. Thus, refecting the appreeiation and suppost
of the government for the outstanding performancy and ofictive achievements. This helps
ihance the concept of performance quality in the govormment public services, In addition
the competition is one of the practivnl moans that aims at upgrading the professional
mmanagement practices in the staie administrative body through provision of moral mollvation
and working conditions that encourage the spiril of constructive coupermiion and positive
competition. The competition consists of 4 mejor competitions:

o The best website delivering online services via Inlernct.
o 'Ihe best outlet providing servicey to 1he publie

o The best tanayor (high and middie inanagement)

o BesLupplicd rescarch

» The drafting of the new Public Survice {aw was placed for community consujtations. All 1ha
observations made on (he act were put tnto consideration, and h will be presented for
approval o the People's Assembly. _

» Adoption of a Spevial Teachurs® Cadre, which aims at incressing the teachers™Jevel of wages
and salaries, The Migistry of State for Adminisirative Development is currently ntengifying
its e(forty 1o develop the pension systeem.

s The adoplion of g lesting system for senior Posts in publie service.

e ¢-Tender project 1o enhance the service Tovel its suppliers are having. and to improve
government transparency index,

3. Activities Jeveloped o asstst aund support the public xervice at the national, regional and
inlernagional Yevels, in particular where human rights aspects were taken into consideration
and Improved the public services;

Oy the national evel and in torm of “right to life and eyual secess ta sorviees” MSAD Is
6 Developing and introducing new channels of services delivery pursing easy access 10
services fur 2l segments of users, raking a clear focus on marginalized ones, this
includes seriors, women, kids, speciat neads and rural arca residents. "The pew channels
include Purtals(cgypizov.ey) and government services wob sites thar 16ck into
consideration the scccssibllity standards of specia) necds and disubled, Kioaks that are
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broadly distributed throughout Tgvip 1o over evin rural area, aiso Mobite services (SMS
- WAP) were newly Introduced 1o make easy access [0 public services, in addition to
One-Stop-Shop. calt centers and informediates from the private seotor (lo request the
services on behalf of the citizens).

o Monitoring on the quality of services provided throvgh pablic services units to
ensure j1s compliange to qualny standards, that intensively lotus on marginalized
segments of wsers “e.g. seniors and disabled”, These standards include the case access to
services, alterative entries to wheeled-chair and special pliace to provide quick gervice
{or seniors and disabled. '

o Dedfcating = standulone project ti build a1 national data pase of disabled aud

provide a smart cord for special eers. This project will identify deferent disabilltios
and their differens needs, showing (beir locations and distributlon  geographically
throuphout Egypt. This information will help decision makors and the services providers
w enhanec this segment quality of life.

o Condueted (Social Research forms) and build an underprivileged Families
Database, This covers 3 million forme to determine the peapie deserving subgidized
services. :

On the internationst level, through The Lnitiative on “Good Governamee fur Pevelopment (GD) in

the Arub Countries™, i cooperation with UNDP. receatly known #y Middle East and North Africa-

Organization for Econemic Co-operation and Development (MENA-QECD), MSAD works in
cooperation with the OECD oo

4.

o Public Service Delivery, which aims at ensuring easy aceess 10 acceplable quality public
sorvices to Individuals throughout the country. gspeciafly o iy disaped and the poor. In
addition, instilling values of integrity and transparcney in the delivery of public services.
eradicating corrupt practices and holding viticials accountable for thelr actions.

o Rolc of the Judiciary and Law Enforcement(Access 10 Justice), which covers the
svstem of litigation, access to justics, suleguarding human rights In Investigation and
proseeution, modemizing the couns. introducing and wtilizing information technology Lo
inctense transparency and facilitate access to information. the renovation ol knowletlge both
for judges and migisirates, and the training of court staff and admirstratve assistants.

Which calegories of services you consider as pablic servives and the rationale for providing
buman rights relevant services directly ur indirectly throvgh delegation to non-State actors
or in mized systems, im particular where human rights considerations were taken into
aecount; o

o Family Smart Card used for subsidized services such as Foud Subsidies - Social

Penstons - Gas Cylinders and Health Instirance are the kind of service that nocds to be

 detivered in mixed systems and under the supervision of non-stale 4ctors and NGOs, s0
that they ¢an monitor on the right delivery of such services in the proper manner and with
the right approgch Lo desorving USETs as poor, rural arew residents and elders, _
Any recent privatization in sectors where there is an obligation to ensure access to human
vights relevant services, and concomitant regulatory or pther measurcs which helped 4o
ensure haman rights complaint gervice delivery; '
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o None,

‘5. Gaod practices in the arca of [iberalization of trade ixt services which ensured Improved'
delivery of human rights relevant services;

Multiple delivery channels for Governimend services:

t
o Iniermediates from the private seclor requesting for the services on-behutf of the citlzens
o Egyptian Government Portal (Bawabn: egypt.gov.eg): 200 e-services and 737 forms of
services available. '
Oue-Stop-Shop
208 Ponre Officen
Call Centers (19GOV)
Muobile channel: WAP and SMS serviees
500 Kiosls '

020 Cc G

6. Good practices of public szrvice reforn in a post-conilict context or after major transitions
which ensured improved delivery of homan rights relevant scrvices;
o MSAD developed smart cards for delivering subsidized services that guaranies nght
delivery of subsidized services, create a civilized snvironment for providing the services,
-and achleve transparency’ needed for interuction uf the citizen, This covery 15 million
fomilies in term of food subsidies smart cards, 1.2 million families in lerm of social
pension’s spast cards, In the futwre, we are planning to use the smart card for the pas
eviinders distribution which will support 14 million famllm,and the health insurance to
support 18 million families.

" o Also in term of haw enforcement and Judicinl Serviees Development, MSAD in
parinership with Ministey of Justice, Supreme Tudicial Councll and Public Prosecutions has
wndertaken a comprehensive project that addresses the fotlowing

«  Bervice Centers renovation and redevelopment

Work cvcles of different services reengineenm., and streanlining jn onler tor

o Facilitate procedures

o Reduce delivery time

o Promote transparency’ .
- lmplementazion of state-of-the art automated procedures through the adoption of

© ICTs

- Human Resources development and Ldpabll\' building
- Work Environment developroet
- Performance evaluation mechaniams development
- Reducing the time requirad for submini‘ng cases and follaw-up.

~ 7. The conditions for access to public serviee positions , any resteictions which apply dmd the
Processes for appointment, promotion, suspensmn and-dismissal or removal from offices as
well as the judmal or othor review mechanlsm which apply to these processes;
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-

- The Appointinent proceysed’ .
o Official announcemment on the Governmem Portal (jobs.gov.eg) and Ministry of
Manpower website, and/or at least one official newspaper with the availahle pusition title

and required oducation/sklils
o Selection of short-listed cundidares (mintmum 3 candidates) who meet the spucilicd

requirements.and hokl interviews with them .
o Sclection of the final candidate approved by (he interview selection panel based on a

documented cvaluation
o Announcement of the resull

B, How the requirement for cqual access 1o public service positions i mel, and wheﬂlgr-
affirmative measures have been introdnced and, if 5o, to what extent; and Any other issnes

rdevant tn the scope of this study.

Publishing all Government vacanciey on hoth the (Giovernment Porsal (jobs.gov.eg) and Ministry of
Manpowor wehsite, s well as the appointrment resulls. '




