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Introduction

Based on the directives of His Highness Sheikh Mohammed bin Rashid Al Maktoum, 
Vice President and Prime Minister of the UAE and Ruler of Dubai, a Government 
Excellence Model (GEM) has been developed to serve the ambitious vision of the 
United Arab Emirates. This vision is for the UAE to be among the best countries in 
the world and keep pace with leading programs and projects implemented by the 
Country in the field of governmental development, service development, innovation 
and future shaping.  It also involves coping with the modern trends in public sector 
administration to reach leadership position in all fields.

Since His Highness Sheikh Mohammed bin Rashid Al Maktoum became the 
Prime Minister of the UAE in 2006, the UAE Government has gone through major 
development leaps that achieved first leading position for the UAE in government 
efficiency as well as raising UAE’s ranking position in global competitiveness 
indexes. The GEM pillars and criteria were designed and developed based on 
successful practices applied by UAE Government through structured criteria that 
inform interested parties wishing to achieve effective leadership position about 
the programs, initiatives and strategies that need to be adopted and implemented. 
These have been included within three main pillars: the vision achievement, 
innovation and enablers.

The Model is adopted as a basis for assessing government entities. Therefore, with 
the GEM, entities can determine their level of maturity towards achieving effective 
leadership and can identify improvement opportunities, which will help entities in 
achieving their ambitious objectives. Consequently, entities will be able to express 
a new way of thinking based on disruptive thinking in planning, implementing and 
developing government work by adopting innovative principles and concepts that 
have been experimented and successfully implemented by the UAE Government, 
and have proved effectiveness in achieving leading results.
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About the Government 
Excellence Model

The GEM helps advance management 
thinking beyond the achievement of an end 
target. It considers the organization as an 
open system with dynamic inter-related 
activities supported by smart connected 
systems that transcend the «closed 
borders» of traditional management to 
help build multiple business models in 
government work. It also can promote a 
positive working environment and further 
enhance value creation and optimization to 
raise the level of excellence and leadership in 
delivering high quality services that exceed 
the needs and expectations of all concerned 
stakeholders to become a role model in best 
practice innovations.

The GEM supports governmental 
development programs as mechanisms 
to drive excellence in the government 
sector and prepare internal systems to 
enable institutions understand and keep 
abreast of the developments in an era of 
constant change.

The Government Excellence Model (GEM) 
represents the philosophy of organizational 
excellence and the leadership mentality 
that believes that quality and organizational 
excellence are key for achieving leadership and 
enabling effective, positive governments to 
shape the future. Hence, these governments 
will have to level up their performance 
standards, enhance processes, and deliver 
value creation to build trust among citizens in 
the ability of government to shape and build 
the future.

The GEM, in analyzing the level of leadership 
maturity in management thinking, depends 
on analyzing governments’ ultimate objective 
that is to achieve happiness and enhance 
the wellbeing in society. The model pursues 
disruptive thinking, uses transformational 
innovation to generate major leaps in 
performance that can secure the achievement 
of leading competitive positioning, enhancing 
opportunities of partnership, and ensure 
resilience and adaptability.
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Government Excellence Model 
International Endorsement
The United Arab Emirates has achieved a 
new global breakthrough in developing the 
UAE Government Excellence Model (GEM) as 
a global reference for supporting ambitious 
governments in improving their efficiency 
and shaping the future of their entities. This 
initiative embodies the vision of His Highness 
Sheikh Mohammed bin Rashid Al Maktoum, 
Vice President and Prime Minister of the UAE, 
Ruler of Dubai, to achieve excellence and 
inspire the UAE’s leadership in this field.

All endorsed GEM as a pioneering 
assessment approach to highlight 
excellence in governments. This global 
accreditation confirms that the GEM is 
a pioneering model for the formation 
of future-oriented, excellence-based 
governments that prioritize transformation 
through innovation and development 
in government work-governments that 
provide excellent services that ensure the 
happiness and wellbeing of society.

The UAE government is relentlessly pushing 
forward the efforts for improvements and 
enforcement of excellence and this has 
led to countless breakthroughs and the 
establishment of the UAE government as a 
world leader in excellence.

The model was recognized to be an 
International Standard endorsed by 
representatives from nine world-
leading organizations, which are:

(MU)
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The Fundamentals and Characteristics of 
the Government Excellence Model

”Mindset it represents”

 The Government Excellence Model (GEM)
 is part of an evolutionary process, it is

 however revolutionary in terms of the

Its key fundamentals are based on 
disruptive thinking and transformational 
innovation, which can deliver outcomes of a 
superior nature. 

The GEM helps to advance the management 
thinking to be beyond the achievement of an 
end target. It considers the organization as 
an open system with dynamic inter-related 
activities supported by smart systems, 
which extend beyond the traditional ‘closed 
boundaries’. It also helps to develop extended 
relationships that can further enhance value 
creation, allows leveraging to take place 
in the required areas and builds a bigger 
capacity for knowledge transfer, capability 
building, agility and adaptability readiness in 
an unprecedented manner.

The GEM helps ensure that excellence as 
an applied philosophy is integrated into the 
organizational culture on a sustainable basis, 
can be put to work in all key and support 
areas, and can focus on the development 
of ‘means’ and the delivery of ‘ends’ in 

tandem. The model helps to ensure that an 
organization can develop in a healthy and 
powerful manner, allows the permeation of 
fresh ideas and new thinking thus keeping 
the organization on the path of sustainable 
learning and development. It also establishes 
connections, which can support growth 
whilst ensuring resilience and adaptability.

The GEM is based on disruptive thinking, 
uses transformational innovation to generate 
major leaps in performance that can secure 
the achievement of leading competitive 
positioning. This model has therefore, the 
uniqueness not only to build excellence 
maturity through building core and critical 
capabilities but also to present a method of 
constant disruption and to uniquely act as 
a compass for dynamic organizations that 
operated as an eco-system.

The momentum that 
the GEM helps to create is 

based on major leaps in performance. 
These leaps are achieved by developing 
stretch goals and targets and managing 

distinctive capabilities that can help provide 
differentiation and ultimately results in a 
leading competitive advantage. Gauging 

performance outcomes is made possible by 
putting in place a measurement system 
that defines the toughest standards in 

the world as the only worthwhile 
ultimate objectives.
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The unique fundamentals of the GEM can be described through the following ten fundamentals:

The Fundamentals and Characteristics of the Government Excellence Model

1. Ambitious Vision 2. Stretch Objectives
The GEM presents the development of an ambitious vision for 
influential and positive future governments through creating an 
integrated government structure of synergy and partnerships. The 
government is resolute about the accomplishment of its ambitious 
vision by positioning the country amongst the best and most 
advanced nations in the world. It aims to do so through a dedicated 
focus on specific priorities including building a strong nation that 
is characterized by its ability to preserve itself, developing its 
human capital for the creation of a strong and resilient economy, 
creating a harmonious and cohesive society that is proud of its 
national heritage and where every citizen can enjoy a high standard 
of living, and preserving the country’s future through nurturing, 
guiding, transforming with a sense of collective responsibility and 
to achieving a prosperous and bright future for a society thriving 
in a safe and sustainable environment for the sake of achieving 
happiness and wellbeing of the society.

The GEM disrupts the conventional thinking by looking at 
opportunities and giving a true meaning to the word ‘ambition’. 
It does not therefore present limitations as an excuse for 
compromising standards but rather seeks to look at solutions 
to limitations through building new capabilities, adopting smart 
transformational enablement and establish connected networks 
for leveraging. The model inspires beyond limits, tackles limitations 
through revolutionary thinking using a disruptive mindset, and 
encourages the government to move to a new era in which to 
build a modern culture supportive of radical innovation. The 
model stimulates governments to build their plans and objectives 
continuously without stopping at the point of achievement or 
satisfaction of successful implementation to ensure the economic, 
social and environmental long-term sustainability.



12

          

The Fundamentals and Characteristics of the Government Excellence Model

3. Disruptive Mindset 4. Leadership at the Helm
The Government Excellence Model brings with it new concepts and 
changes not just to the new meaning of excellence but also the 
new dynamics of aspirational organizations. The model emphasize 
on modernity not just as a subtle element through evolution but 
rather it is a process for changing, transforming and renewing 
organizations in all aspects that affect their survivability and future 
direction. A pioneering thinking in so many aspects, with untried 
novel methods can reshape the future of excellence at the heart 
of value creation. Smart government meaning a holistic philosophy 
of total enablement and not the substitution of a traditional 
infrastructure providing support with smart devices replacing the old 
but doing similar support tasks.  The digital disruption is to abandon 
the old methods, value creation approach, process management 
thinking and system’s set up for entirely a new organizational model 
with leading practices, personalized experiences that are fulfilling 
and which can positively impact happiness and wellbeing levels of 
customers and citizens. Innovation and excellence for stretching 
government practice is one of the most distinguished aspects of 
the model. The emphasis on innovation as a total philosophy for 
managing operations, establishing a creative dynamic culture, 
building the right momentum to drive performance at a superior 
level and boosting value creation as a continuum with stakeholder 
orientation at the core activities.

The GEM is entirely a leadership-centric philosophy. It makes 
leadership extremely relevant in a modern era where turbulence, 
great uncertainty and the effect of disruptive technological 
advancement are becoming the norm. The new leadership agenda 
is not to focus on consistency and the preservation of what has been 
built but rather, it is about what can be explored in the future without 
harming the existing context of the organization. The model places 
great emphasis on creating a dynamic and positive leadership mind 
set shared in all government entities to support improvement and 
development through exploiting future possibilities, experimenting 
business models and having the required resilience and adaptability 
in adopting successful governmental work models in order to 
achieve the targeted results in the society’s happiness and 
wellbeing, which will lead to creating competitive environment based 
on collaborative work among government entities. The model also 
depends on the philosophy of focusing on leadership commitment 
in driving the government entity through disruptive innovation and 
pioneering thinking to achieve and sustain the country’s leading 
position among all countries worldwide.
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5. Total Alignment 6. Value Creation
The power of GEM is its ability to mobilize, harness and give relevancy 
to a country’s vision. It provides a solid foundation for delivering 
national priorities and creates opportunities for wider involvement 
and participation through the delivery of meaningful and necessary 
contributions. It conveys a sense of urgency and emphasizes the 
importance of total alignment through the development of an 
ambitious vision for influential and positive future governments 
through creating an integrated government structure of synergy 
and partnerships. The model also encourages the seamless 
collaborative working relationship between the government 
entities in different sectors by transferring knowledge and building 
joint ventures. This will form strong base for the government 
to accomplish and reach society happiness and wellbeing as a 
foundation of the government national agenda.

The main virtue of the Government Excellence Model is its insistence 
on customers, citizens and key beneficiaries from an organization’s 
activities. The creation of value that meets and exceeds the 
expectations of primary stakeholders is what really matters and the 
Government Excellence Model constantly prompts the significance 
of stakeholders in all its criteria. In the assessment of capabilities 
that drive value creation, the starting point is always on identifying 
stakeholders, determining their needs and requirements, developing 
and deploying capabilities that can support the creation of value 
directly or indirectly. Besides, raising the standards by evaluating 
the performance of customer happiness center according to a 
seven star rating system to reformulate the standards of providing 
government services in an innovative and integrated way raising 
the efficiency to the best international standards, which will with 
provide exceptional personalized customers’ experience through all 
customer service delivery channels including customer happiness 
centers, call centers, websites and smart applications.

The Fundamentals and Characteristics of the Government Excellence Model
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7. Outcome-Based Measurement 8. Pioneering Methods
The management of quality and the development of organizational 
excellence are the long-lasting impact that the organization 
generates. The measurement of outputs is an internal concern to the 
organization and not the customer. Furthermore, output measures 
are a sub-set of value creation and the cycle must continue until 
the real impact has been achieved. The measurement of value, 
which is what primary stakeholders expect, is what the Government 
Excellence Model concentrates significantly. The GEM emphasizes 
on global competitiveness by adopting international best in class 
practices used by government entities to drive performance at a 
superior level, improve the competitiveness of the country and its 
global ranking and to boost the level of effectiveness, efficiency, 
excellence and sustainability in political, economic, social, cultural 
and environmental fields.

The GEM considers the future with new powerful methods, extra 
depth and rigor of analysis, and exploration and possibilities’ 
considerations. Shaping the future is a major consideration when 
evaluating the role of leaders in this digital era. The model also 
encourages the government entities to develop their future 
capabilities through using future foresight tools to identify continues 
future trends and global directions. This helps the government 
entity to be able to predict, analyze, and respond to these global and 
future changes to create its future readiness through continuous 
redefinition of existing business models supported by new and 
advanced technology, which insures the progress of the entity 
beyond its existing capabilities.

The Fundamentals and Characteristics of the Government Excellence Model
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9. Learning and Development 10. Leading Government
The GEM has introduced a new meaning to learning and 
development for driving excellence. In an era of constant change 
because of disruption, continuous transformation for creating 
meaningful value and the required maneuverability and adaptability 
of organizations to survive, everything becomes commoditized, 
because of the shrinking shelf-life and relevance. Learning and 
development is therefore, not based any longer on ‘learning for 
doing’ but rather ‘learning through doing’. Experimentation provides 
the opportunity to explore various avenues, study possibilities and 
develop the right approaches to suit the specific requirements. This 
is a new mindset of learning in a dynamic environment.

The power of the GEM is in preparing organizations to compete 
against the toughest standards globally and to reach the summit 
through their success by securing leading positions in their core 
activities. At the base line level, the model helps create a foundation 
of quality, efficiency and a lean culture of process optimization. 
At a higher level, the model supports the building of distinctive 
capabilities for driving value creation through transformational 
thinking and with digital, smart enablement that can help create 
opportunities for partnerships, connectivity and leveraging. In an 
advanced level, the model encourages disruptive thinking for the 
generation of a new momentum through acceleration and the 
establishment of new benchmarks. The dynamic nature of the 
model ensures that obsolescence is prevented and learning and 
development constantly rejuvenate and preserve the longevity, 
sustainability and relevance of the organizations.

The Fundamentals and Characteristics of the Government Excellence Model
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The Government Excellence Model is distinguished with several outstanding 
characteristics that ensure its uniqueness, and elevate the society’s wellbeing with 
the value added by the government entities that adopt it. Following are the main 
characteristics of the model:

The Fundamentals and Characteristics of the Government Excellence Model

Considers the diversity of government 
entities’ work nature. 

Engages local & international 
Subject Matter Experts (SMEs) in the 

assessment process.

Result-oriented, whereby the impact 
and results achieved weigh 70% of 

entities’ assessment.

Measures the excellence maturity 
level compared to leading 
performances worldwide.

Focuses on the integration and innovation in 
entities’ functions and services through the 

utilization of the latest technologies.

Focuses on future foresight and 
integration among government entities 

to achieve a unified vision.

Ensures the rational spending of 
government resources. 
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Government Excellence 
Model Pillars

The Government Excellence Model (GEM) 
has been divided into:

Three main pillars representing the 
basic foundations. 
Through these foundations, the government entity 
can achieve leadership position by conducting its 
main activities effectively to ensure the achievement 
of their objectives and the government’s objectives 
through the optimal use of resources and ongoing 
pursuit of learning and development. Below is a 
detailed explanation of the three pillars:

Government 
Excellence 

Model

Vision 
Achievement

EnablersInnovation
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Vision Achievement Innovation Enablers

The leading government entity works 
on achieving its objectives within the 
framework of the National Agenda, 
strategic plan, and main functions 
stipulated in the Memorandum of 
Association. It does so through the 
effective and efficient design and 
implementation of its processes, 
services, programs and projects, and 
smart shift of its services and processes 
to meet the requirements and exceeds 
the expectations of all customers, 
partners and the community. It also 
seeks to achieve the highest levels of 
satisfaction and happiness through 
integration and partnership with other 
government entities, private sector and 
the community.

The leading government entity seeks 
through transformational thinking 
to achieve continuous innovation 
the provision of new and innovative 
services, development of policies 
and implementation of processes 
and programs in creative ways. It 
does so in order to achieve the 
principles of social, economic and 
environmental sustainability over the 
long term. The entity also emphasize 
on future foresight according to which 
it understand future trends that may 
affect their work and can benefit and 
utilize it proactively to achieve a leading 
position through its innovations.

The leading government entity provides 
services and implements their functions 
and programs through the effective and 
efficient management of assets and 
resources. It does so in order to ensure 
commitment to the highest standards 
of transparency, integrity, governance, 
effective management of strategic and 
operational risks and effective strategic 
communication to all stakeholders. The 
way it can achieve this is by providing a 
positive work environment supporting 
happiness and innovation to attract 
human resources in order to guarantee 
effective contribution toward achieving 
the entity’s objectives and vision.

Government Excellence Model Pillars
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The first pillar covers four main criteria: The National Agenda, Main 
Functions, Seven Stars Services, and Smart Government. These 
criteria represents the basis of all government mandate through 
which all government entities work together to achieve the vision 
of the government and ultimately achieve happiness and wellbeing 
of the society. Applying these criteria on any government entity will 
depend on its nature of activity and mandate, which is provided for its 
memorandum of association, and which defines the entity as either 
service entity, regulatory/supervisory entity, or a government support 
entity. In addition, applying these criteria depends on the extent of 
the entity’s contribution to achieving the objectives and fulfilling the 
indicators of the National Agenda.

Government Excellence Model Pillars - First Pillar
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First Main Criterion: 
National Agenda
This criterion focuses on the role of the entity in 
achieving the National Agenda and the country/
government Vision. According to this criterion, the 
government entity plans, coordinates with, and partners 
with relevant entities in order to develop innovative 
leading business model of government work that 
ultimately helps the entity to contribute collaboratively 
with different government entities, communities, and 
private sector organizations to the happiness, positivity, 
development, and wellbeing for the society. Under this 
criterion, the entity is able to track its performance and 
evaluate its results of national performance indicators 
in order to identify, monitor, understand, expect, and 
improve results of government performance.

Vision Achievement
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1.1. Planning and following up on the implementation of the National Agenda

A) Capabilities related to planning and following up on the implementation of the    
 National Agenda

This criterion may include the following points:

 Fully identify all national indicators, including the scope of indicators, measuring mechanisms, data resources, interim targets, and 
appropriate benchmarks.

 Identify all entities relevant to the national indicators, and coordinate and effectively engage with such entities all the way through 
planning and implementation to achieve the National Agenda.

 Define and implement projects, initiatives, programs, and policies necessary to achieve the targets of national indicators, focus 
on innovation as a way to achieve efficiency, effectiveness and sustainability of results, coordinate with entities that take part in 
common national indicators, raise awareness and involve communities in achieving the National Agenda to achieve a positive 
culture, happiness and wellbeing. Implementation of these projects, initiatives, programs, or policies may include mechanisms 
launched to accelerate interim results for each of their scopes.

 Periodically revise the National Agenda projects, initiatives, programs, and indicators of the National Agenda and related policies, 
ensure that they are appropriate, updated and effective, and identify parties that are in charge of developing, revising and updating 
such projects.

 Provide all results and statistical data on national indicators as well as results on progress of projects, initiatives, and programs of the 
National Agenda. These are made available to stakeholders and international organizations timely, and they must be accurate and 
inclusive.

Vision Achievement 
First Main Criterion: National Agenda
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B) Achievements and results related to planning and following up of the implementation of   
 the National Agenda

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators of the National Agenda
 Results of national indicators, to which the entity is a key coordinator or contributor.
 Results of implementing projects, initiatives, and programs of the National Agenda.
 Results of assessing effectiveness of the National Agenda policies, including the impact of such policies on happiness and wellbeing 

in the society.
 Results of implementing the contributors to their roles in shared projects, initiatives, programs, and policies.

B.2 Metrics related to the opinion of contributors to the National Agenda (perception)
These metrics measure the general perception, compliance with and feasibility of terms and conditions of the partnership, viability 
of cooperation, availability and accessibility to information, transparency, and evaluation of communication channels.

Vision Achievement 
First Main Criterion: National Agenda
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Second Main Criterion: 
Main Functions
This criterion focuses on the progress of the government entity in 
implementing its strategic plan. It also measures how the entity designs 
and carries out innovative regulatory and supervisory projects, initiatives, 
programs, and policies that are included in its operational plan and are 
consistent with its mandate included in its memorandum of association. 
They also must ensure effective and efficient achievement of entity’s 
strategic objectives, and must be in line with the entity’s commitment to 
prepare a suitable environment for happiness of individuals, families and 
communities. This criterion also measures the impact of the entity’s 
activities on socioeconomic, environmental sustainability and wellbeing 
of current and future generations. This criterion evaluates results of 
strategic and operation performance including results of projects, 
initiatives, programs, and regulatory and supervisory operations in 
order to identify, monitor, understand, predict, and improve results of 
organizational performance.

Vision Achievement 
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2.1 Implementing Strategy and following up on its performance

A) Capabilities of implementing Strategy and following up on its performance

This criterion may include the following points:

 Develop, revise, and update strategy of the government entity and ensure that this strategy is consistent and in compliance with the 
mandate listed in the memorandum of association of the entity, ensure its impact on the happiness and wellbeing of the society, 
and identify the parties that are in charge to develop, revise and update.

 Implement a mechanism for developing policies that support the strategic plan based on approved standards, ensure that all 
regulations, policies, initiatives, and programs of the entity are consistent with the strategic objectives, and evaluate the quality and 
effectiveness of policies (including policy making manuals, government policy alignment manual for a happy society, policy tool for 
a happy society) and their impact on happiness and wellbeing of the society.

 Coordinate with strategic partners and stakeholders, including government organizations, NGOs, and private sector organizations 
in order to define roles, responsibilities and contributions of each party and to integrate those roles into shared strategic objectives 
to avoid overlap and redundancy. In addition, coordinate, design, implement, evaluate projects, initiatives, programs, policies, and 
shared strategic performance indicators.

 Implement a framework for organizational performance management system, define responsibilities and mandates to implement 
the system throughout all stages, cascade and align national, strategic, competitiveness, operational indicators at all levels in the 
entity (from the level of vision and strategic objectives of the entity through the level of departments, projects, initiatives, programs, 
services, and main operations, to the level of individuals).

 Follow up on the entity’s performance in fulfilling the indicators, use of reports by the organizational performance management 
system, rely on performance results and reports in periodical review of strategy, supporting policies, projects, initiatives, programs, 
processes, and services, to take informed decisions by stakeholders at all administrative levels, and update those results and reports 
according to performance results.

 Implement a mechanism of internal audit on authenticity of performance results and on validity and accuracy of performance data, 
and verify sources of data and validate calculations of indicators.

 Provide results and statistics on the indicators to the relevant entity subject to the agreed upon requirements and times.  This 
includes providing global competitiveness indicators to the international organizations on time.

Vision Achievement 
Second Main Criterion: Main Functions
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B) Achievements and results related to the implementing Strategy and following up on its   
 performance

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results

B.1 Performance indicators related to the implementation of the Strategy

 Results of strategic and competitiveness indicators (other than national indicators) defined based on the main functions and 
strategic objectives of the government entity.

 Results of effectiveness assessment of policies related to strategic objectives, including the impact of such policies on happiness 
and wellbeing of the society.

 Results of internal and external audit on performance indicators.:

B.2 Metrics related to the opinion of Partners in the implementation and the performance of   
 the Strategy (perception)

These metrics measure the general perception, compliance with and feasibility of terms and conditions of the partnership, viability 
of cooperation, availability and accessibility to information, transparency, and evaluation of communication channels.

Vision Achievement 
Second Main Criterion: Main Functions
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2.2 Managing and implementing Projects / Initiatives / Programs (Operational Plans)

A) Capabilities of managing and implementing Projects / Initiatives / Programs

This criterion may include the following points:

 Define objectives, scopes and expected outcomes of the project/initiative/program and how relevant they are to the strategy of the 
government entity and to the activities of the entity that take part in achieving happiness and wellbeing of the society.

 Develop a timely action plan to track the project/initiative/program. This plan covers stages of planning, implementation, evaluation, 
and revision. It also covers the way of appointing the project/initiative/program team members, and determines their roles, rights 
and responsibilities.

 Manage change and define the parties affected by the project/initiative/program, and analyze how they are affected to ensure that 
the planned objectives are achieved.

 Develop solutions and alternatives that have been studied and compared for the project/initiative/program, adopt and 
implement a modern innovative approach to accelerate results and validate their effectiveness in experiments in order to 
implement them holistically.

 Develop a financial plan for the project/initiative/program and analyze costs and revenues in a way that ensures effective and 
efficient implementation.

 Manage and analyze challenges and risks when implementing the project/initiative/program, and develop mechanisms to overcome, 
rationalize or eliminate those challenges and risks.

B) Achievements and results related to managing and implementing 
 Projects /Initiatives / Program

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 Tangible results achieved by the project/initiative/program, and its financial and nonfinancial implications.
 Results and achievements of the project/initiative/program contribute to the strategic objectives of the government entity 

or contributors.
 Commitment to undertake the timely action plan of the project/initiative/program within the limits of allocated approved budget.
 Results related to risks and their impacts.

Vision Achievement 
Second Main Criterion: Main Functions
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Vision Achievement 
Second Main Criterion: Main Functions

2.3 Managing Processes

A) Capabilities of managing Processes

This criterion may include the following points:

 Identify and classify processes necessary to carry out the strategy and strategic objectives of the government entity, prioritize 
processes as a part of the entity’s administrative system, and use appropriate innovative approaches to develop and manage these 
processes including the ones that are beyond the boundaries of the entity.

 Identify the parties accountable for each process, and define their roles, responsibilities, and mandates to establish, manage, and 
develop the main process structure.

 Design process performance indicators and directly connect them to the strategic plan of the entity.
 Resolve issues related to the overlap and redundancy in performing tasks, and implement processes within the entity to ensure 

their effective achievement from start to end.
 Review how effective the overall framework of processes is in implementing the strategy and supporting policies.
 Implement systems that measure and manage the impacts of processes on health, safety and environment to measure and reduce 

negative impacts resulting from the entity’s operations and activities on the society and environment, and reduce consumption and 
increase effectiveness of water and electricity.

B) Achievements and results related to Processes

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 Operational performance indicators related to main processes (e.g. time completed a process) and their relation to results at the 
strategic level.

 Productivity/ rate of completed processes per time unit as compared to the intended objectives (e.g. number of facilities that have 
been inspected, number of laws that have been reviewed).

 Process efficiency (e.g. savings in process costs, increase the outputs and maintain the same inputs).
 Results of developing tangible and intangible processes (e.g. percentage of processes that have been improved).
 Results of addressing and resolving errors/feedback on the processes.
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Vision Achievement 
Second Main Criterion: Main Functions

2.4 Socioeconomic, Environmental Sustainability

A) Capabilities of Socioeconomic, Environmental Sustainability

This criterion may include the following points:

 Identify to what extent the entity’s strategy and policies are keen to achieve socioeconomic, environmental sustainability and 
improve the wellbeing for the current and future generations, subject to the functions and mandates of the entity. The strategy 
and policies should contribute to the vision of the country/government and to the National Agenda. They also should improve 
competitiveness of the country and instill a culture of happiness and positivity as a way of life.

 Identify the impact of the entity’s activities and policies on the socioeconomic, environmental sustainability subject to the entity’s 
functions and mandate and in compliance with national strategies and policies of the country/government (e.g. Green Growth 
Strategy). 

 Design and implement projects, programs, initiatives and policies in coordination with the partners and the concerned stakeholders 
of government, social and private organizations to enhance the shared functions tasks and improve their integration in order to 
achieve strategic objectives related to socioeconomic, environmental sustainability, and subject to the entity’s mandate

B) Achievements and results related to Socioeconomic, Environmental Sustainability

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 The strategic performance indicators related to socioeconomic, environmental sustainability.
 The operational performance indicators associated with projects, initiatives, programs and policies related to socioeconomic, 

environmental sustainability.
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Third Main Criterion:
The Seven Stars Services
This criterion addresses the extent to which the government entity innovatively 
designs, manages and develops services and related processes, ultimately leading 
to customers’ happiness of individuals (G2C), businesses (G2B) and government 
entities (G2G) that receives services from other government entities. The goal is 
to offer, directly or indirectly, an added value to the customers in compliance with 
standards and guidelines of programs applicable in the country/government in 
order to achieve happiness, positivity and wellbeing. This criterion also evaluates 
results of performance indicators of services which its purpose to deliver happiness 
to customers, whether individuals, businesses or other government entities. This 
criterion helps the government entity to identify, monitor, understand, predict, and 
improve the results of organizational performance.

Vision Achievement 
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3.1 Designing and managing Services and associated processes

A.1) Capabilities of designing and managing Services and associated processes

This criterion may include the following points:

 Identify and classify services and related processes necessary to implement the strategy and achieve the objectives of the 
government entity, prioritize services as part of the administrative system of the entity, and use appropriate innovative approaches 
to manage and develop those services beyond the boundaries of the entity.

 Design and deliver services with an added value for customer happiness by triggering innovative solutions based on the current and 
future needs and expectations of customers, and effectively engaging human resources, customers, partners and stakeholders in 
the process.

 Identify the parties who are in charge of services and related process, and determine their roles and responsibilities for creating, 
managing, and developing process structure related to the service delivery.

 Design, measure and update service performance indicators, and link these indicators directly to the strategic plan.
 Address and resolve challenges, overlaps, and redundancies in performing tasks and implementing service provision process within 

the government entity in order to fulfill the customer happiness experience.

Vision Achievement 
Third Main Criterion: The Seven Stars Services
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A.2) Capabilities of designing and managing Joint Services and related processes

This criterion may include the following points:

 Determine partnerships in services that fulfill organizational and strategic needs, improve the entity’s capabilities, enhance strengths 
in delivering joint services (including outsourcing and private sector contracts), adopt innovative policies and procedures to manage 
relationship with partners, and measure the impact of these partnerships on the happiness of customers and society.

 Coordinate with partners and stakeholders in providing joint services in order to determine roles and responsibilities and avoid 
overlaps

 and redundancies.
 Work with partners and stakeholders in providing joint services in order to develop innovative approaches and channels to simplify 

delivery of joint services to enhance customer happiness experience, and therefore the government will be seen as a one integrated, 
coherent body.

 Reach and implement agreements that define the scope and level of services provided by government or non-government entities 
to happy customers.

Vision Achievement 
Third Main Criterion: The Seven Stars Services
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B) Achievements and results related to designing and managing Services (including 
 Joint Services)

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators related to Services (including Joint Services)

 Results of service channels rating (e.g. customer happiness centers).
 Service availability indicators (e.g. rate of services available in a specific geographic range).
 Service accessibility indicators (e.g. number of days needed to get an appointment, number of channels available to provide a 

service, and time needed to reach the customer happiness center).
 Productivity (e.g. volume of transactions completed per time unit compared to intended targets).
 Effective services (e.g. the service’s ability to achieve the intended results).
 Efficient services (e.g. saving costs on services, increased outputs and maintained inputs).
 Service indicators (e.g. time needed to complete the service, waiting time at the customer happiness center, number of steps 

required to complete the service).
 Results of service quality (e.g. percentage of customer complaints properly and timely resolved, reduction rate of customer 

complaints, rate of errors in transactions/services) 
 Results related to partners and service level agreements (e.g. compliance with the service specifications as per service level 

agreements) 
 Tangible and intangible results of service development (e.g. percentages of improvement in the developed services, results of 

practical experiments on the service) 

Vision Achievement 
Third Main Criterion: The Seven Stars Services
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B.2 Metrics related to the opinion of Customers (perception) in delivering the Services   
 (including Joint Services)

These metrics reflect opinions and perceptions of customers (G2C, G2B or G2G) who, directly or indirectly, received services or 
who are impacted by services provided by the government entity. These metrics are captured using surveys, polls, discussion 
groups, feedbacks, acknowledgement letters, etc. Taking into account the nature of the entity’s activity, these metrics can be:

 Instant or periodical results of customer happiness/feedback.
 Results of customer happiness conducted by the government or internally by the government entity (e.g. survey).
 Results of customer happiness for joint/integrated services conducted by the government or internally by the government entity.

B.3 Metrics related to the opinion of Partners (perception) in delivering the Services    
 (including Joint Services)

These metrics express opinions and perceptions of partners about the level of cooperation and partnership with the government 
entity in providing joint services. They also reflect the level of compliance with and feasibility of terms and conditions of the 
partnership contracts. They measure viability of cooperation, availability and accessibility to information, transparency, and 
evaluation of communication channels. These metrics are captured, directly or indirectly, using surveys, polls, discussion groups, 
feedbacks, acknowledgement letters, etc. and may include the following:

 Results of partners’ happiness/satisfaction of partners

Vision Achievement 
Third Main Criterion: The Seven Stars Services
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Fourth Main Criterion:
Smart Government
This criterion addresses the level of electronic/smart maturity. 
It measures the extent to which the government entity designs 
and implements innovative plans, policies, and mechanisms 
that support the transformation to electronic/smart services, 
and support the strategy of the entity and the strategy smart 
government. This criterion also measures how the entity achieves 
leading performance results to support customer happiness and 
enhance employee happiness and positive 
work environment.

Vision Achievement 
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Vision Achievement 
Fourth Main Criterion: Smart Government

4.1 Designing and implementing the Smart Transformation plans and policies

A) Capabilities of designing and implementing the Smart Transformation plans and policies

This criterion may include the following points:

 Use, promote, and market electronic/smart services in all activities, main and supportive processes of the government entity, 
develop and carry out supporting plans and policies, engage customers in designing these services in a way that enhances 
understanding needs of customer happiness.

 Develop and manage the website, smart applications and presence online and on social media accounts of the entity.
 Manage the government entity’s ICT infrastructure, cooperate and coordinate with other government entities for fulfilling the ICT 

needs of the entity in order to optimally utilize resources and in order to establish an advanced, innovative infrastructure.  
 Share and exchange information electronically within the entity and with other government entities. 
 Implement information security policies and standards within the entity, and conduct periodic tests to ensure data and information 

protection, and further enforce application of the national and international standards for information security. 
 Ensure that electronic/smart services and systems are comprehensive and integrated with the joint electronic/smart services 

and systems of other government entities, and identify partnership opportunity in this regard according to the organizational and 
strategic needs of the entity. This may include outsourcing and contracting with private sector to provide electronic/smart services 
and implement processes. In this case, the entity is to manage the relationship with its partners, and evaluate and measure the 
impact of such partnerships on customer happiness.

 Use smart innovative advanced solutions and technologies (e.g. digital transactions, artificial intelligence, Block chain, etc.) 
to support the entity’s electronic/smart services and their delivery channels, which ensure the integration with the other 
government entities.

 Integrate with main electronic/smart systems of the government or with shared systems of other government entities (e.g. 
performance management system, human resources system, financial system, e-payment unified system, project management 
system, national network, digital ID system, digital signature/authentication, and the national system of customer relationship 
management, etc.)
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B) Achievements and results related to designing and implementing Smart Transformation   
 plans and policies

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators related to Smart Transformation
 Results of electronic/smart transformation of government services.
 Results of using government electronic/smart service.
 Results of websites compliance with the websites quality standards.
 Results of government services compliance with the quality standards of electronic/smart services.
 Results of raising public awareness about electronic/smart services.
 Results of integrating the government electronic/smart services.

Vision Achievement 
Fourth Main Criterion: Smart Government
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B.2 Metrics related to the opinion of Customers, Partners, and Stakeholders in   
 Smart Transformation (perception)
These metrics reflect opinions and perceptions of customers, partners, and stakeholders about electronic/smart services of the 
government entity, integration and consolidation processes of electronic systems, and delivery of electronic/smart services on 
the website of the entity. These metrics are captured, directly or indirectly, using surveys, polls, discussion groups, feedbacks, 
acknowledgement letters, etc. Taking into account the nature of activities of the government entity, this criterion covers the 
following:

 Results of customer happiness with respect to the electronic/smart government services.
 Results of stakeholders’ happiness/satisfaction with respect to the available communication channels (website, call centers, social 

media, etc.).
 Results of addressing feedbacks of customers in relation to the electronic/smart government services and the innovative 

technology applications.
 Results of the level of customers’ trust in electronic/smart services.
 Results of happiness of human resources and the level of trust with respect to internal electronic services and systems and the 

results of dealing with their feedback.
 Results of partner happiness that measure compliance with and feasibility of terms and conditions of the partnership, viability of 

cooperation, availability and accessibility to information, transparency, evaluation of communication channels and standards of 
section process.

Vision Achievement 
Fourth Main Criterion: Smart Government
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The second pillar consists of two criteria: future shaping and innovation 
management. Applicability of each of these criteria depends on the 
nature of activity of the government entity. These criteria help the 
entity to shape the future, identify the most significant ambiguities 
in its surrounding, and determine how these ambiguities impact its 
activity. The pillar of innovation focuses on the extent to which the 
entity carries out its innovation strategy. This includes developing 
and implementing innovative leading initiatives directly related to 
the entity’s core business, processes, services and programs that 
secure to the government entity achieving its strategic objectives 
and delivering the highest quality services to achieve customers’ and 
stakeholders’ happiness.

Government Excellence Model Pillars - Second Pillar
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The Fifth Main Criterion:
Future Shaping
The criterion of shaping the future addresses how the government 
entity develops capabilities of future thinking. It measures how the 
government entity levels up its intellectual capital, continuously 
evolves and advances towards global leadership, and how it is able to 
respond to changes using tools of future shaping. The government 
entity therefore analyzes and studies global future trends, 
accommodates them, and immediately respond to them in order to 
build readiness for future and for all possibilities and expected and 
unexpected outcomes. In order to do so, the government entity must 
renovate its business models to accommodate the advancements of 
the entity beyond its current capabilities. The criterion also focuses 
on efforts by the entity to understand future changes, build future 
models for relevant sectors, seize opportunities, and ensure strategic 
and practical agility that will affect its processes, services, and policies 
to achieve happiness for stakeholders and for the society as a whole. 
This criterion focuses on how to achieve leading results in this regard.

Innovation 
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Innovation 
The Fifth Main Criterion: Future Shaping

5.1 Future Thinking

A) Capabilities of Future Thinking

This criterion may include the following points:

 Use quantitative and qualitative methods to expect nature and significance of future developments and trends (social, economic, 
technological, environmental, etc.), analyze how these future developments are going to impact activities and businesses of the 
entity, define alternatives and adopt the best of them based on strength of such trends, and take advantage of, address, and redirect 
these trends in order to better serve objectives of the government.

 Continuously conduct awareness workshops and technical training to build a culture of future shaping and apply acquired tools on 
the entity’s business activities.

 Develop new tools for shaping the future to improve operations of the entity and enhance global position of the government/
country.

 Provide and update big data necessary for future analysis and strategic future shaping.
 The depth of future shaping thinking in developing futuristic proactive strategies, policies, initiatives based on accurate readings of 

the future trends to position the government on a global level.
 The comprehensive cross-sectorial future thinking covering the government as a whole.
 Develop futuristic studies on the entity’s level or shared studies on cross-sectorial level.
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Innovation 
The Fifth Main Criterion: Future Shaping

B) Achievements and results related to Future Thinking

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 Results of raising awareness and spreading knowledge of future shaping (e.g. number of awareness and training workshops 
conducted for the employees of the entity).

 Results of the tools used to shape the future on which the training is given.
 Results of assessments of the quality of future studies used for developing strategies, policies and initiatives.
 Results of the simulation projects, which are developed to test the entity readiness and are conducted on the entity level or on 

cross-sectorial level. 
 Results of initiatives and projects, which are developed and derived from analysis of global, future trends.
 Results of organizational improvements developed based on applications of future shaping tools.
 Results of studies and researches published by the entity on shaping the future based on the entity’s scope of mandates.
 Results realized by seizing opportunities due to the entity’s agility and responsiveness in futuristic decision-making.
 The qualitative results achieved by adopting ideas and initiatives of future shaping.
 Results that allowed the entity to achieve a leading position as a result of future shaping.
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Sixth Main Criterion:
Innovation Management
The criterion of managing innovation addresses the significance of the role of 
the government entity in delivering fundamental solutions and innovations. It 
focuses on how the government entity sets up clear objectives for innovation in 
its mandate, and invests in researches and scientific experiments and in producing 
knowledge and building a positive culture and a work environment that always 
supports innovation and continues improvement. In order to do so, the government 
entity applies systems and mechanisms that encourage the contributions from 
stakeholders of government entities, non-government organizations, and private 
sector organizations. Those systems and mechanisms help enforce innovation 
endeavors in performing main functions and processes innovatively. They also 
support providing new innovative services that delivers an added value in favor of 
happiness of all stakeholders. This criterion focuses on how to achieve leading results 
in this regard.

Innovation 
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Innovation 
Sixth Main Criterion: Innovation Management

6.1 Developing and implementing Innovation Management Systems

A) Capabilities of developing and implementing Innovation Management Systems

This criterion may include the following points:

 Develop, revise and update an innovation strategy and policy in line with the vision, mission and strategy of the government entity 
that pool efforts and capabilities in order to create fundamental innovations subject to the main functions, mandate, and services 
of the entity.

 Develop and implement systems for managing innovation that involve researches and practical experiments, use clear criteria 
to determine priorities of improvement and development opportunities that need innovative solutions, and choose the viable 
solutions that are in line with the country/government innovation strategy, that contribute to the strategy and the National Agenda, 
and that bring an added value to the happiness of all stakeholders.

 Ensure that all knowledge and experiences are optimally utilized to identify available opportunities for fundamental innovations 
that encourage conducting researches and practical experiments and producing knowledge that best serve the work nature of the 
entity.

 Offer the appropriate work environment and proper channels and tools that encourage human resources, customers and 
stakeholders to participate in innovation activities associated with the entity’s mandate subject to the standards and guidelines of 
innovation programs adopted by the country/government.

 Create an active network of partnerships that engages universities, academic institutions, research centers and stakeholders in 
both public and private sector that supports the innovation process and ensures full integration of all parties and utilization of all 
potentials and available resources to better serve innovations and investments in researches and practical experiments.

 Develop and implement programs to build capabilities of human resources so that they can effectively contribute to the innovation 
activities.
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Innovation 
Sixth Main Criterion: Innovation Management

B) Achievements and results related to developing and implementing Innovation    
 Management Systems

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 Tangible and intangible results achieved by the entity as a result of enforcing innovations in its activities, including innovative 
strategies, processes and services (such as viable innovative suggestions/ideas from employees, customers and partners).

 Results of innovative projects/initiatives/programs implemented with partners from government entities and private sector 
organizations.

 Results of leading/innovative business models and applications that have been created and implemented.
 Results of patented/intellectual property righted Innovations.
 Results of the entity’s readiness for innovation (e.g. innovation culture, leadership supporting innovations, workshops and events 

organized by the entity in the field of innovation).



45

          

Enablers (20%)
 The Seventh Main Criterion: Human Capital
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The pillar of enablers consists of three criteria: human capital, 
assets and resources, and governance. The government entity 
implements these criteria subject to its mandate, taking into 
account the quality and quantity of resources and allocated assets, 
which the entity innovatively makes, use of, manages and develops.

Government Excellence Model Pillars - Third Pillar
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Seventh Main Criterion:
Human Capital
The criterion focuses on the investment in human capital, 
the sustainability and the improvement of their efficiency and 
productivity. It encourages the government entity to create 
an innovative, positive, happy work environment and develop 
policies and plans to achieve objectives of both individuals 
and the entity. The entity thereby provides services to 
ensure employees happiness and enhances their wellbeing 
in accordance with applicable laws, rules, regulations, and 
guidelines of human resources. This criterion also covers how 
employees are appreciated, rewarded, motivated, enabled, and 
empowered to innovate, focusing on attracting and maintaining 
qualified national competencies, and putting emphasis on 
gender balance. This criterion focuses on how to achieve 
leading results in this regard.

Enablers 
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Enablers 
Seventh Main Criterion: Human Capital

7.1 Designing and implementing plans, policies and processes related to Human Capital

A) Capabilities of designing and implementing plans, policies and processes related to   
 Human Capital
This criterion may include the following points:

 Capitalize on behavioral skills and qualifications and human capabilities necessary to achieve the entity’s strategy in line with the organizational 
structure and overall framework of processes, and develop plans to make those skills, qualifications, and capabilities available.

 Develop and implement different polices, plans, initiatives, programs, projects and integrated work systems that support employee 
happiness and create a happy and positive work environment at the government entity, managing different aspects including recruiting 
processes, professional development, career planning, relocating, grievance, rewards and recognition systems and other related human 
capital systems. This can be achieved by ensuring high-quality services regulated by applicable HR laws, rules, regulations and guidelines 
that ensure fairness, equal opportunities, transparency and gender balance (e.g. national program for happiness and positivity, happiness 
and positivity charter, occupational welfare manual, manual for happiness and wellbeing in work environment, happy and positive offices 
initiative, etc.).

 Build a culture of learning and improved performance, identify training needs based on accurate data and information, develop and 
implement training plans using different tracks of continuous training and learning so as to ensure that the human resources obtain 
the required knowledge, skills and behaviors, and measure effectiveness and impact of training on performance and behavior of the 
human resources.

 Evaluate performance of human resources so as to ensure fairness, equal opportunities and transparency, provide regular feedbacks on 
performances, achievements, objectives, and competencies in order to improve their levels, and link career advancement, rewards and 
incentives to the results of this evaluation.

 Empower human resources, and ensure that they have the tools, knowledge, skills and authorities necessary to optimally contribute to 
achieve objectives.

 Encourage and reward outstanding performances and leading innovative achievements at all levels of the entity (individual employees and 
work teams) in a timely and appropriate manner, and create a positive competitive environment among them.

 Accommodate a happy, positive, healthy, safe and appropriate work environment that motivates human resources to improve their 
productivity and creativity, and encourages them to strike a healthy balance between their professional and personal lives (e.g. libraries, 
sports facilities, lounge areas, areas for meditation and reflection, means fostering innovation and research, etc.).

 Implement a comprehensive plan that attracts and maintains national competencies, and encourages them to work in jobs with low 
national employment rates.

 Enable and enhance the role of women and create a supportive environment for women and working mothers (e.g. offering nurseries, 
flexible working hours, or supportive policies for working mothers, etc.).
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Enablers 
Seventh Main Criterion: Human Capital

B) Achievements and results related to designing and implementing plans, policies and   
 processes related to Human Capital

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators related to designing and implementing plans, policies  
 and processes related to Human Capital

 Results of human resources development indicators (e.g. productivity, available vs. required competencies, average training hours 
per employee, percentage number of trained employees, and results of evaluating the impact of training, etc.).

 Results of motivation and engagement (e.g. number of suggestions per year, percentages of offered compared to 
approved suggestions).

 Results of happiness and positivity indictors (e.g. average number of absence days per employee, average number of sick leaves per 
employee, average number of work related injuries, number of complaints and grievances of employees and ratio of resolved ones, 
and percentage of employee turnover).

 Results of services provided to the human resources (e.g. services efficiency, including the time needed to complete the service, 
percentage of service cost reduction, and increase the outputs and maintain the same input, and percentage of errors)  

 Results of national employment (e.g. percentage of national employment, turnover ratio of national employees, job continuity ratio 
of national employees).

B.2 Metrics related to the opinion of Human Capital (perception)
These metrics reflect opinions and perceptions of the human resources about polices, plans, initiatives, programs, projects, and 
systems related to human resources. They also measure availability of a happy positive work environment. These metrics are 
captured, directly or indirectly, using surveys, polls, discussion groups, feedbacks, acknowledgement letters, etc.). Taking into 
account the nature of the entity’s activity, these metrics can be:

 Results of employee happiness.
 Results of positive work environment.
 Results of employee engagement.
 Results of employee loyalty.
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Eighth Main Criterion:
Assets and Resources
This criterion addresses how effective and efficient the government entity 
is in managing its internal resources and assets and how it uses them to 
support its strategy and policies that ensure effective implementation 
of processes. The entity thereby determines priorities of spending in 
order to exactly fulfill needs and exceed expectations of customers and 
to eliminate non-value adding expenses. This criterion focuses on how to 
achieve leading results in this regard.

Enablers 
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Enablers 
Eighth Main Criterion: Assets and Resources

8.1 Planning and managing Assets (premises, facilities, equipment, hardware, and  
 resources)

A) Capabilities of planning and managing Assets (premises, facilities, equipment, hardware,  
 and resources)

This criterion may include the following points:

 Develop and implement long-term policies and plans to manage assets, including premises, facilities, equipment, and hardware that 
help the government entity to achieve its policy and strategy in line with the related strategies and policies.

 Optimally use assets and manage their life cycle, ensuring the security and sustainability of those assets by enforcing maintenance 
programs (especially preventive maintenance).

 Adhere to environmental specifications and standards in the government entity processes, and use environmentally friendly 
materials that preserve the environment and conserve non-renewable resources.

 Optimally manage warehouses and stores.
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Enablers 
Eighth Main Criterion: Assets and Resources

B) Achievements and results related to planning and managing Assets (premises, facilities,   
 equipment, hardware, and resources)

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 The efficient use of assets.
 The efficiency and effectiveness of maintenance operations.
 Results of reduced expenditure associated with asset management.
 Results of reduced consumption of electricity and water.
 Results of the volume of reused/recycled materials.
 Results of reduced consumption of materials (e.g. papers, fuel, chemicals, etc.).
 Results of reduced emission of greenhouse gases and environmental pollutants.
 Results of using environmentally friendly materials, including disposables used in the entity.
 Results of using environmentally friendly technologies in processes/services.
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Enablers 
Eighth Main Criterion: Assets and Resources

8.2 Suppliers’ Relationships Management

A) Capabilities of managing Suppliers’ Relationships

This criterion may include the following points:

 Define a framework and terms for long-term relationships (partnerships) with suppliers in order to achieve mutual benefits, and 
build sustainable relationships that support the entity’s objectives in terms of achieving added values for stakeholders, reducing 
costs and rationalizing expenditure.

 Promote transparency in disclosing supplier selection and assessment criteria (including amending and revisiting contracts, 
evaluating performance and rating suppliers, and reconsidering the process of awarding bids, etc.).
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Enablers 
Eighth Main Criterion: Assets and Resources

B) Achievements and results related to managing Suppliers’ Relationships

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators related to managing Suppliers’ Relationships

 Results of supplier assessments.
 Results of reduced expenditure on procurements.
 Results of addressing feedbacks from suppliers.
 Results of procurement from local SMEs.

B.2 Metrics related to the opinion of Suppliers (perception)

These metrics reflect opinions and perceptions of suppliers about the level of cooperation and partnership with the government 
entity, and measure the compliance with and feasibility of terms and conditions of contracts. They also measure viability of 
cooperation, availability and accessibility to information, transparency, and evaluation of communication channels. These metrics 
are captured, directly or indirectly, using surveys, polls, discussion groups, feedbacks, acknowledgement letters, etc. and may 
include the following:

 Results of suppliers’ happiness/satisfaction.
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Enablers 
Eighth Main Criterion: Assets and Resources

8.3 Financial Resources Management

A) Capabilities of financial resources management

This criterion may include the following points:

 Develop and implement long-term financial policies, plans and processes that support the achievement of the government 
entity’s strategy.

 Design processes of financial planning, internal controls, monitoring, audit and proper financial reporting, to ensure optimal use of 
resources in an effective and efficient manner.

 Implement revenue development programs.
 Implement programs to rationalize expenditure.
 Implement principles of cost and service accounting to improve efficiency.
 Analyze results and achievements compared to the approved financial resources.

B) Achievements and results related to financial resources management

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 Accurate financial planning of revenues.
 Accurate financial planning of expenses.
 Accurate budgeting.
 Results of increased revenues due to revenue development programs.
 Results of reduced expenses due programs for rationalizing expenditure.
 Results of reduced costs of key services and processes.
 Results of reduced costs of supporting processes.
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Ninth Main Criterion:
Governance
This criterion addresses how effective and efficient is the 
overall framework of governance that ensures accountability 
and transparency towards society and stakeholders 
concerned with governance at the government level in 
terms of performance and compliance with legislations 
and regulations, including those of intellectual property. In 
addition to the availability of an effective & comprehensive 
framework for risk management to ensure proper 
implementation of the government entity’s strategies 
and business continuity. This criterion also addresses the 
extent to which communication policies and strategies 
are set to conduct businesses and deliver services, and 
therefore to build positive image and enhance confidence 
of all stakeholders in the government entity. This criterion 
focuses on how to achieve leading results in governance, risk 
management, and strategic communication. 

Enablers 
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Enablers 
Ninth Main Criterion: Governance

9.1 Designing and implementing an Overall Governance Framework 

A) Capabilities of designing and implementing an Overall Governance Framework

This criterion may include the following points:

 Create and implement an effective, comprehensive framework for governance applied on various work fields of the government 
entity (including institutional management, human resources management, financial management, IT management, project 
management, resources and asset management, etc.).

 Realize principles of governance that separate functions and responsibilities by defining the value chain and the Master Process 
Plan that include main and supporting processes and the organizational structure necessary to implement strategy and 
supporting policies.

 Implement legislations and regulations; fulfill requirements of government programs, effective follow-up to put into effect all 
conclusions of assessment and audit reports issued by relevant entities in charge of administrative and financial control (e.g. the 
State Audit Institution, Internal Audit Office, Ministry of Finance, etc.).

 Implement criteria designed to preserve intellectual property rights of the entity and stakeholders.
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Enablers 
Ninth Main Criterion: Governance

B) Achievements and results related to designing and implementing an Overall  
 Governance Framework

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators related to Governance

 Results of ratings of the State Audit Institution.
 Results of prioritized non-compliance conclusions of assessment and audit reports.
 Results of non-compliance conclusions set out in the assessment and audit reports, which have been rectified on time.

B.2 Metrics related to the opinion of stakeholders in relation with Governance (perception)

These metrics reflect opinions and perceptions of stakeholders concerned with governance. They are captured, directly or 
indirectly, using surveys, polls, discussion groups, feedbacks, acknowledgement letters, etc. Taking into account the nature of 
activities of the government entity, these measurements cover the following:

 Results of transparency and integrity in terms of customer service.
 Results of transparency, integrity and equal opportunities in terms of human resources.
 Results of transparency, integrity and equal opportunities in terms of selecting and dealing with suppliers.
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Enablers 
Ninth Main Criterion: Governance

9.2 Designing and implementing a Risk Management Framework 

A) Capabilities of designing and implementing a Risk Management Framework

This criterion may include the following points:

 Create and implement an effective and comprehensive framework for risk management that achieves the strategy of the 
government entity, ensures business continuity, reduces threats, seizes available opportunities, ensures integrity and handles all 
kinds of potential risks, crises and disasters (e.g. strategic, financial, and environmental risks, information security, operational risks, 
work-related health and safety, etc.).

 Develop policies and procedures for managing risks that may affect the entity’s strategic objectives, processes and services, analyze 
them by examining their negative and positive impacts and probability of occurrence, and evaluate and prioritize them.

 Develop risk management plans that include activities, implementation responsibilities, timeframes, necessary resources, and 
alternative scenarios and plans that address the changes and developments that can obstruct achieving strategic objectives and 
implementing processes, projects, initiatives and programs.

B) Achievements and results related to designing and implementing a Risk  
 Management Framework

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

 Results of successful training exercises and drills in dealing with crises and disasters.
 Results of successful emergency plans when dealing with risks (in case they occur).
 Results of statistics from crises and disasters.
 Results of work-related injuries resulting from the entity’s operations and activities (e.g. number of work injuries).
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Enablers 
Ninth Main Criterion: Governance

9.3 Designing and implementing a Strategic Communication Framework

A) Capabilities of designing and implementing Strategic Communication Framework

This criterion may include the following points:

 Develop and implement a strategy for internal and external communication that includes objectives and systems supporting 
dissemination, sharing, exchanging, disclosing and announcing information through proper channels that suits the targeted 
segments of the community, and makes this information timely accessible to all stakeholders (e.g. the media messages, UAE 
government spokespersons program, social media guidelines for UAE government, crisis communication management system).

 Implement internal and external communication policies to ensure proper business planning, effective and efficient delivering of 
projects, initiatives, programs, and services to support readiness, transparency and responsiveness to communication channels, 
ensuring positive impact and create happiness and positivity for customers, human resources and all stakeholders.
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Enablers 
Ninth Main Criterion: Governance

B) Achievements and results related to Strategic Communication

Taking into account the nature, objectives and activities of the government entity, this criterion covers the following results:

B.1 Performance indicators related to Strategic Communication

 Results of effective communication channels (e.g. rate of using communication channels, responsiveness of stakeholders to the 
available communication channels, feedback on communication channels, accuracy of the information, government presence on 
social media platforms, etc.).

B.2 Metrics related to the opinion of stakeholders in relation with Strategic 
 Communication (perception)

These metrics reflect opinions and perceptions of stakeholders concerned with strategic communication. They are captured, 
directly or indirectly, using surveys, polls, discussion groups, feedbacks, acknowledgement letters, etc. Taking into account the 
nature of activities of the government entity, these measurements cover the following:

 Results of stakeholders’ happiness/satisfaction (customers, employees, partners, reporters, community and others) about the 
effectiveness of the strategic communication and the entity’s positive image.
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Results are assessed using four 
main criteria:

The assessment approach in the Government Excellence Model is divided of two main sections: 
(1) Assessment of capabilities, and (2) Assessment of results.

Capabilities are assessed using 
three main criteria:

Each criterion is detailed as follows:

Comprehensiveness
and UsabilityEffectiveness

Efficiency

Learning and
Development

Achievement
of Results

Performance
Development

Leading Position

The Assessment Approach

Capabilities 
Assessment

Results 
Assessment
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Effectiveness 
The leading government entity designs and implements policies, plans, systems, programs, processes, services, projects, 
initiatives, etc. (capabilities) that fulfill the needs and demands of all stakeholders and stimulate their active engagement. 
This has to be in line with the nature of activities and mandate of the entity, and has also to be in compliance with the best 
practices. Implementation of all of these leads to positive results that effectively contribute to the strategy of the entity, to 
the strategy of the government, and to the National Agenda, as well as adds up value to all stakeholders.

Efficiency 
The leading government entity, when implementing policies, plans, systems, programs, processes, services, projects, initiatives, etc., takes 
into account that implementation of such capabilities needs to guarantee optimal utilization of different resources (human, technical, 
hardware, premises, etc.). Implementation must also guarantee rationalized spending in a way that defines spending priorities to meet the 
needs and serve the best interests of stakeholders, and that eliminates expenses that bring no value for stakeholders.

Learning and Development 
The leading government entity continuously improves its policies, plans, systems, action programs, processes, services, projects, initiatives, 
etc. using creative ideas and innovative approaches based on learning outcomes obtained from the performance results of the entity, the best 
practices, and active participation of stakeholders.

Capabilities Assessment Criteria
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Capabilities Assessment Tool (Rubric)

Assessment Criteria 0 10 15 35 40 60 65 85 90 100

Effectiveness 
(60%)

Do the capabilities meet the 
needs of all stakeholders and 

contribute to achieving the 
National Agenda/Strategy?

They do not meet 
the needs of all 

stakeholders nor 
contribute to achieving 
the National Agenda/

strategic results.

They meet the needs 
of some stakeholders 

and contribute 
partially to achieving 

the National Agenda/
strategic results.

They meet the 
needs of most of the 

stakeholders and 
largely contribute to 

achieving the National 
Agenda/strategic 

results.

They meet the 
needs of all current 

stakeholders and 
contribute to achieving 

all National Agenda/
strategic results.

They meet the needs 
of all current and 

potential stakeholders 
and exceeds their 
expectations and 

contribute to achieving 
all National Agenda/
strategic results. as 
well as ensure their 

sustainability.

Do the capabilities correspond to 
the entity’s work nature and are in 

line with best practices?

They do not 
correspond to the 

entity’s work nature 
nor are in line with any 

best practices.

They somewhat 
correspond to the 

entity’s work nature 
and are in line with 

some traditional 
practices.

They largely 
correspond to the 

entity’s work nature 
and are in line with 

international practices.

They completely 
correspond to the 

entity’s work nature 
and are considered 

among international 
best practices.

They completely 
correspond to the 

entity’s work and are 
considered unique 

best practices to be 
set as an international 

benchmark.

Efficiency 
(20%)

Are the capabilities implemented 
in ways that guarantee optimal 
utilization of various resources 

and rational spending?

The entity does 
not take into 

consideration the 
optimal utilization of 

resources nor rational 
spending during 
implementation.

The entity 
somewhat takes into 

consideration the 
optimal utilization of 

resources and rational 
spending during 
implementation.

The entity largely takes 
into consideration the 
optimal utilization of 

resources and rational 
spending during 
implementation.

All resources are 
optimally utilized 

and the entity 
completely takes into 
consideration rational 

spending during 
implementation.

The entity is 
considered an 
international 

benchmark in the 
optimal utilization of 

resources and rational 
spending.

Learning and 
Development 

(20%)

Are capabilities improved by 
creative ideas and innovative 
methods based on analysis 

and learning from performance 
results and best practices?

No such improvement 
or analysis is made 
and the entity does 

not learn from 
performance results 
and best practices.

Such improvement is 
somewhat achieved 
by creative ideas and 
innovative methods 

based on analysis 
and learning from 

performance results 
and best practices.

Such improvement 
is largely achieved by 

creative ideas and 
innovative methods 

based on analysis 
and learning from 

performance results 
and best practices.

Such improvement 
is continuously and 

comprehensively 
achieved by creative 
ideas and innovative 
methods based on 

analysis and learning 
from performance 

results and best 
practices.

The entity is 
considered an 
international 

benchmark as a 
learning and innovative 

entity.
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Results Assessment Criteria

Comprehensiveness and Usability 
The leading government entity offers accurate and sufficient information that cover the required scope for the decision makers and all stakeholders 
at different levels, that reflect the progress in achieving the National Agenda/strategy and in capabilities performance (such as policies, plans, systems, 
action programs, processes, services, projects and initiatives), and that helps in predicting the entity’s future performance through an integrated 
system of performance indicators and perception and happiness measurements (impact, outcome and output results) that correspond to the 
mandate of entity, covering all fields that the entity needs to measure and focusing on the impact and final results.

Achievement of Results 
The leading government entity sets reasonable and ambitious targets for the indicators and perception and happiness measurements 
(impact, outcome and output results), thereby wins a competitive advantage, sets the pace of challenges for employees, and motivate 
the entity to work hard to achieve those targets.

Performance Development 
The leading government entity continuously achieves improvement in its performance results due to effectively learns from previous 
performances, learns from the best practices, and capitalizes on effective development and innovation in the entity.

Leading Position 
The leading government entity reaches leading global positions in the field of its work activities due to the outstanding achieved results. 
It also contributes, through the results it achieves, in placing the country/government in leading positions in international rankings, indices 
and reports..
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Results Assessment Tool (Rubric)

Assessment Criteria 0 10 15 35 40 60 65 85 90 100

Comprehen-
siveness and 

Usability (50%)

Are appropriate indicators 
used and measured to monitor, 

understand and forecast the 
performance of the capabilities 

and the levels of success in 
achieving the National Agenda/

Strategic plan?

Indicators are 
not aligned to 

the nature of the 
capabilities and to 
monitor achieving 

the National 
Agenda/Strategic 

plan.

Indicators used and 
measured support 

observation, 
most of them are 
descriptive ones; 
and are aligned to 
the nature of the 

capabilities and to 
monitor achieving 

the National 
Agenda/Strategic 

plan.

Indicators used 
and measured 

support analysis, 
most of them are 
diagnostic ones; 

and are aligned to 
the nature of the 

capabilities and to 
monitor achieving 

the National 
Agenda/Strategic 

plan.

Indicators used and 
measured support 

forecasting, 
most of them are 
predictive ones; 

and are aligned to 
the nature of the 

capabilities and to 
monitor achieving 

the National 
Agenda/Strategic 

plan.

Indicators used 
and measured 

support foresight, 
most of them are 
prescriptive ones; 
and are aligned to 
the nature of the 

capabilities and to 
monitor achieving 

the National 
Agenda/Strategic 

plan.

Achievement 
of Results 

(20%)

Are the set targets reasonable 
and ambitious? And were  

targets met?

The targets are 
not reasonable nor 
ambitious, or none 
of them were met.

Some of the 
reasonable and 

ambitious targets 
were met.

Most of the 
reasonable and 

ambitious targets 
were met.

All reasonable and 
ambitious targets 

were met.

All reasonable and 
ambitious targets 

were met, and 
there is confidence 

they will continue 
to be met in the 

future.

Performance 
Development 

(20%)

Is learning and improvement 
effective at the entity?

There is no 
positive trend or 
sustainability of 

good performance.

There is 
positive trend or 
sustainability of 

good performance 
for some results 

over the course of 
4 years.

There is 
positive trend or 
sustainability of 

good performance 
for most results 

over the course of 
4 years.

There is 
positive trend or 
sustainability of 

good performance 
for all results over 

the course of 4 
years.

There is 
positive trend or 
sustainability of 

good performance 
for all results over 

the course of 8 
years.

Leading Posi-
tion (10%)

Do the achieved results place 
the entity/country in a leading 

position internationally?

Did not achieve any 
leading position 
internationally.

Achieved 
leading positions 
internationally in 

some areas at the 
entity/country 

level.

Achieved 
leading positions 
internationally in 

many areas at the 
entity/country 

level.

Achieved 
leading positions 
internationally in 

most areas at the 
entity/country 

level.

Considered the 
best internationally 

in all areas.
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Action plans Determines certain actions and activities that achieve long and short-term strategic objectives. Such plan 
includes details about available resources and a timeframe for project completion.

Affected parties All individuals and/or organizations indirectly benefiting from the entity’s activities and services.

Alignment
Coordination of plans, processes, information, decisions and resources to achieve the objectives of the 
government entity. Alignment requires an overall, collective understanding of the entity’s objectives and needs 
to use specific measures and to use available information to plan, track, analyze and then make improvements 
in the entity as well as in its organizational units and processes.

Analysis Examining facts and data collected in order to make informed and effective decisions. Analysis also cover 
studying links, connections, and rationale.

Artificial Intelligence
Theoretical and applied development of electronic and computer systems so as to simulate human mental 
capabilities and work patterns. The purpose of artificial intelligence is to assign the machine to carry out mental 
or physical activities and functions that are usually carried out by human beings.

Assets of
the entity

All movable and immovable properties owned by the government entity, including building and premises, real 
estates, technologies, hardware, equipment, machinery, public facilities, inventory, and all other assets.

Benchmarking
Comparison with organizations of excellence in certain fields aimed at identifying best practices at the local, 
regional or international levels within or beyond the same scope of activities in order to benefit and learn from 
these practices.

Capabilities All means, approaches and mechanisms used by the entity to reach its strategic objectives. These may include: 
polices, plans, systems, action programs, processes, services, projects and initiatives.

Definitions and Terminology
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Change 
management

The process of coordinating, enforcing and monitoring change in systems and practices in the 
government entity.

Complaints Any communication (written or oral) made by a customer that expresses unhappiness/dissatisfaction with a 
product or service provided, its quality, its delivery or anything related to it.

Continuous 
Improvement

A style of management that achieves leading positions by continuously introducing partial, minor, or substantial 
changes to processes, work systems and performance criteria to improve them.

Customers All those who contact or directly deal with the government entity to receive a service or product.

Data The primary numbers, letters, symbols or facts that describe a subject, an idea or a situation.

Digitals transactions
Known as Blockchain where effective integration of electronic transactions occurs, such as digital currencies, to 
facilitate and accelerate safe transactions with high accuracy between the concerned parties inside or outside 
the government entities.

Effectiveness Actual performances and achievements compared with the intended objectives for them during a specific 
period of time. Effectiveness is measured by the extent of achieving the intended objectives.

Efficiency Ration of intended resources to the actual resources used to accomplish a task during a certain period of time.

E-government/
smart government

An expression indicating the commitment of government entities to perform, communicate and provide 
services through advanced technology (tablets, smart phones, internet, kiosks, robots, drones, etc.). This 
concept helps the government to deliver uninterrupted services and eliminate the need for the customer to 
visit service centers physically.

Definitions and Terminology
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Employee turnover
The rate at which employees at the government entity change. This can be determined by dividing the 
number of employees who leave the government entity by the overall number of employees during a certain 
period of time.

Empowerment Giving employees authorities of and responsibilities for making decisions related to their work, and providing 
them with the necessary skills and knowledge to do a good job.

Governance

A system that supports fairness, transparency, and accountability within the entity and reinforces confidence 
and credibility in the work environment. It also defines the responsibilities, rights and relations of all stakeholders 
in the government entity and defines the rules and procedures necessary to make informed decisions 
in compliance with the mandate of the government entity, enforcing a set of policies, laws, regulations and 
organizational structures.

Government Entity
A legal entity or organization with some defined responsibilities or activities, which provides services or 
regulates a certain sector. Government entity can be a ministry, authority, establishment, institute or a council. 
It is affiliated with the government of the country.

Human capital
All individuals working at the government entity, doing jobs and exerting efforts to complete projects related 
to products and services. They include individuals employed according to the civil service system, contracts 
system or daily wage system whether they are fulltime, part time or temporary employees who hold a position 
within the entity’s organizational structure.

Information Data that is organized, processed and analyzed to achieve a certain goal or for a certain use, or that is interpreted 
in a specific structure to guarantee the effectiveness of decision-making.

Innovation Endeavors of Individuals, entities and governments to make progress by generating creative ideas and 
fundamental innovations and creating new products, services and processes that improve the quality of life.

Definitions and Terminology
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Institutional 
Learning

Collecting information, gaining knowledge and applying practices related to this information and knowledge 
that leads to an improvement or a change for the better. Institutional learning includes continuous learning, 
benchmarking, reviews, internal and external assessments, and studying best practices and learning about 
best experiences.

Job grievance Complaints/remarks made by an employee. They are usually about measures or injustices unfairly taken against 
this employee due to incompliance with applicable laws, regulations or practices.

Key processes Processes through which the government entity’s most important functions, activities and services that most 
impact its results and work are accomplished.

Knowledge Information that leads to taking a certain action or a certain measure.

Leadership Uniqueness and excellence in performing and carrying out actions and services.

Mission of the 
government entity

A statement that includes the main purpose of establishing the government entity, what the concerned 
parties expect from it and a description of the entity’s general activities. The mission must be short, clear 
and easy to remember.

National indictors  Long-term indicators that measure the progress in achieving the vision of the country and the government efforts in 
achieving the national priorities.

Operational 
performance 
indicators

Indicators that measure the extent to which the activities are achieved as per the requirements (Completion/
time/quality/cost/outcomes, etc.).

Organizational units Departments, sections or units based on the organizational structure of the government entity.

Definitions and Terminology
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Partnership(s)

Involves developing a network of internal and external relationships in the government entity or the relationship 
between two or more parties in order to achieve shared goals. A goal can be a notional indicator, a strategic 
objective, providing a service, or completing a program/project, benefiting from and integrating different 
qualifications and skills of partners. The partnerships can be with customers, suppliers, other government 
entities, legislative authorities, private sector organizations, non-profit organizations, local communities, 
research centers, universities, etc. that have direct relationship with the entity’s activities.

Performance The set of final achievements and results of individuals, work groups, organizational units or government entities.

Performance 
measures

Quantitative or qualitative information that describe the outcome and output from the processes of the 
government entity.

Policies Represent the main rules and general directions of the government entity. Policies set the general course that 
directs the thinking of officials during decision making in various aspects of activities in the entity.

Processes A series of activities and steps with inputs from various resources (financial, human, information) that ensure 
services, products, tasks are delivered.

Processes 
management

An approach used to design, carry out and control processes related to the functions, activities and services of the 
government entity.

Productivity Rate of progress made by one unit using a resource or production element during a specific period of time.

Projects financial 
implications

Studying and analyzing the financial impacts caused by creating and launching new initiatives/projects.

Definitions and Terminology
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Quality
The extent to which the needs and expectations of customers from services/ products are met in a way 
that affects their satisfaction/happiness. It also includes the extent of compliance with specifications of 
services/products.

Rational spending Determining spending priorities according to what meets the needs and interests of stakeholders while 
eliminating spending in areas that add no value for these stakeholders.

Revenue increase Providing income sources or additional financial resources.

Service
A series of processes, activities or procedures provided by the government entity or its agent. It aims to fulfill 
customer’s needs through different channels of service, and it involves interaction between the customer and 
the service provider.

Service Delivery 
Channels

The means through which a service is delivered to customers and can be delivered through other channels.

Shaping the future Anticipating the nature and significance of future developments and trends (social, economic, technological, 
etc.) and analyzing the impact of these developments and trends on areas related to the entity’s work.

Stakeholders/
concerned groups

Anyone who benefits from the services of the government entity, who is affected by its outputs and results, 
who deals with the entity in order to receive a service or product, or who provide a service or product to the 
entity. Concerned groups include supervisory authorities, government sector, private sector organizations, 
board members, customers, suppliers, partners, community, business community, and human resources 
working at the government entity.

Definitions and Terminology
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Strategic 
performance 
indicators

Indicators that measure the impact and final result to be achieved by the government entity. They also measure 
the progress in achieving the strategic objectives.

Strategic Planning A process of looking into the future of the government entity by setting a vision, mission, strategies and specific 
objectives and defining the ways to achieve them based on the current situation.

Targets The value related to a performance indicator that the entity seeks to achieve during a specific period of time.

Technologies Practical applications resulting from research in various fields. They include methods, tools, mechanisms, 
equipment and advanced hardware needed to help the government entity to function effectively and efficiently.

Transformational 
thinking

Creating whatever necessary to respond to the new requirements or introducing basic improvements to the 
current situation.

Transparency Giving all stakeholders sufficient opportunity to view and have access to relevant information and decisions, 
including the reasons decisions were made, the parties responsible for them and their impacts.

Value Recognizing what the service or process is worth in terms of efforts or paid fees.

Vision of the 
government entity

A statement that represents a future look into the ambitions of the government entity and what it seeks to 
become in the future.

Work systems A group of documented regulations, laws, decisions, instructions and policies that regulate and define 
procedures, criteria and steps to follow in order to achieve a certain goal.

Definitions and Terminology
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