


The list of the functional subsidiary services is
non-exhaustive, since Decree 706 stipulates that
“the centres can offer other functional subsidiary
services .."?%. Therefore, the second group
combines the following private services that are
not mentioned in the statutory document:

+ photo;

« utility services: electricity, gas and water;
« cell phone services;

« tourism;

« document delivery;

« issuance of excerpts from the Centralized
Credit Registry;

. ticket sale (movies, theatres, concerts).

Furthermore, the Decree does not specify private
companies that can render their services in the
centres.Hence, SAPSSIis granted leeway to decide
independently on types of private services, as well
as on private companies, which it wants to see
offering services in the centres. For instance, four
different private banks are represented within
ASAN Service. Such diversification of companies
helps prevent the monopolization of private
services in the centres.

2.4. ASAN Service centres

Modernly designed centres have all necessary
facilities to create comfortable conditions for
the citizens (Picture 2). The centres, including

26 “Ensuring the activity of the State Agency for Public Service
and Social Innovations under the President of the Republic of
Azerbaijan’, Presidential Decree 706, 5 September 2012. Annex 3
on“Regulations on the organisation of activity of ASAN Service
centres and the delivery of services’, accessed August 14, 2016,
http://e-qanun.az/framework/24212
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SAPSSI is tasked with providing information
service on all services rendered in ASAN centres.
Toll-free nationwide 108 Call Centre, the official
website and Facebook page of ASAN Service are
managed by SAPSSI for that purpose.

Between 2013 and 2016, over 12 million
applicationsfromthe citizens have been processes
by ASAN Service centres.”’ The overwhelming
majority of applied services belong to public
entities (Figure 3).

Figure 3. Ratio of applications for
public and private services

their exterior and interior, usually differ from
each other, but all of them have uniform service
process standards.

27 Statistical Portal of SAPSSI, accessed November 7, 2016, http://
www.vxsida.gov.az/statistics/



Picture 2. Exterior of ASAN Service centre in Gabala




The centres are spacious, well-organised and
citizen-oriented. All provide parking lots,
children’s playground, baby-care room, café,
coffee machines, free wi-fi access, computers with
free internet connection, landline phones, small
library and wheelchairs, trails and Braille text for
the handicapped (Picture 3).

Eleven ASAN centres have been commissioned
so far. Five centres are located in Baku, and six in
other major cities and regions. The geographical
expansion is envisaged in the forthcoming years.
Launch of four centres are planned for 2017-2018.



ASAN Service centres hold a certificate on OHSAS
18001:2007 standard on occupational health and
safety management systems and the International
Safety Award conferred by the British Safety
Council.

The current premises of the centres, whether
in Baku or elsewhere in the regions, host only
administrative buildings designated for the

2.5. Service delivery process

As a holder of the certificate on the ISO 9001:2008
standard on quality management systems, ASAN
Service attaches paramount importance to
preserving the highest level of service delivery
process that lives up to the citizens’ expectations
and increases their satisfaction. Maintaining
and constantly improving the process-oriented
approach allows for the consistent, efficient and
effective alignment of the centres’ work with the
citizens’ needs.

Thus, ASAN centres are open to the public
seven days a week from 10 a.m. to 8 p.m. during
weekdays and from 10 a.m.to 5 p.m.on weekends.
Such schedule allows for more convenient access
to the services, whereby the citizens may wish
to visit the centres after the working hours or on
their free time.

Before coming to an ASAN centre, a person can
obtain information about a particular service
he/she wants to apply for. The most widely used
means of making inquiries is 108 Call Centre of
ASAN Service, which is operational five days a
week from 10 a.m. to 7 p.m., and from 10 a.m. to 2
p.m. on Saturdays. Although it is located in Baku,
it can be reached from landlines and cell phones
from any part of the country.

The website of ASAN Service - www.asan.gov.az —
contains detailed information on the locations of
all service centres, maps, transport guide, contact
details and contact persons, and on all services
rendered by the centres, including required
documents, procedures, service timeframe and

delivery of services. However, the latest regional
centre in the southern city of Masally, which is
called the “ASAN Life” Concept, incorporates not
onlyaservice centre, butalso providesother public
facilities, such as a parking lot, park, children’s
playground, indoors movie theatre, exhibition
hall, food zone, shopping area, consultancy office
for household businesses, etc.

applicable fees. Also, the citizens can contact
an ASAN representative through a chat room
available on the website.

The website has several useful functions aimed
at helping the citizens effectively manage their
time and schedule before visiting ASAN Service
centres. For instance, a person can take an online
queue for any service and at any centre starting
from the next day throughout a week. The
preferred time is fixed for that person and he/she
should only approach the selected centre about
10 minutes before the appointment.

Another very useful function is queue statistics.
A person wishing to visit a centre can learn in
advance about the actual situation updated
in a real time regime as regards the number of
persons having received services and the number
of persons waiting in queues for any service. For
example, a person may walk to a nearby centre in
Baku to renew an ID card without consulting the
website. Unaware of the number of people who
have already taken their queues, he/she may end
up waiting foran hour. Instead, after observing the
queue situation in the centre, he/she may drive
to another closest centre and spend significantly
less time for a service.

The service delivery process in the centres
is arranged in the following order. A person
entering the centre may approach an information
desk placed at the entrance of every centre and
inquire about any service. An official behind
the information desk is obliged to respond to
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the person’s question and check the order of
documents required for the requested service.
Once the documents are in order, the official
swipes that person’s ID card through a reading
device and prints a queue ticket that shows the
number of a window of a respective state entity,
the number of persons waiting in line for that
service,and the floor where the window is located.

Ifapersonhastakenaqueueonline priortovisiting
the centre, he/she can approach the information
desk and have a ticket printed. Visitors can also
take a queue for a particular service from a special
terminal at the entrance by swiping their ID cards.

The citizens can follow their queues on special
monitors mounted in visible places inside the
centres. They can also get acquainted with the
services and applicable fees from other monitors.
In case of long queues, the citizens may spend
their time at a café. They can also leave their kids
at children’s playground for two hours under
supervision of a dedicated ASAN employee.

The person should then approach the respective
window shown in his/her ticket. A representative
of a service providing entity accepts the
documents for processing. If a service requires a
payment, the applicant is given a bill to be paid

2.6. Mobile ASAN Service

Since May 2013, SAPSSI has been operating
Mobile ASAN Service, which involves 10 well-
equipped large buses that travel to the regions to
deliver services in rural and remote areas that do
not host physical service centres (Picture 4).

Mobile ASAN Service started functioning in 2013
with 2 buses. Later, 8 more buses with special
equipment were introduced, thus bringing the
total number of buses to 10. This has ensured
the coverage of Mobile ASAN Service to all the
regions of the country.
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at a bank section. Only upon the submission of a
proof of payment, an entity official can proceed
with servicing.

Monitors placed above every window show
a person’s photo, name and surname, queue
number as well as service duration.

Upon the completion of the process, the applicant
may leave feedback about his/her satisfaction
with the service through special tablets or exit-
poll monitors, or handwrite in a complaint journal,
etc.

In order to prevent any condition that may be
conducive to corruption and other negative
phenomena direct payment to service providers
is totally prohibited in ASAN Service. Accepting
cash by a public or private service officeris a grave
violation of relevant ASAN regulations that begets
harsh consequences. Applicable fees for services
must be paid only to bank sections located on
every floor of the centre.

Moreover, ASAN Service has a special internal
guideline regulating the terms and procedures of
refunding wrongly charged or overpaid state fees
to the citizens.

The buses are a transformed version of Neoplan
Cityliner L. This model is the latest modification
of a Neoplan Cityliner bus, manufactured by the
Neoplan Bus GmbH Company since 2006. They
are equipped with IP telephones, internet and
electric grid, satellite connection, solar batteries,
12 KW power generator, 140x80 cm LED monitor,
safe boxes for document storage, surveillance
cameras, microphone and an audio system for
announcements.



Picture 4. Mobile ASAN bus

Also, the buses have computers with anti-shock
SSD discs and high-tech servers connected to the
central server of ASAN Service through a satellite.

At present, services of four state entities are
rendered through Mobile ASAN Service. These
are:

- Ministry of Justice — notary services and
registration of civil status acts (birth, death,
marriage, divorce, change of name, etc).

- Ministry of Internal Affairs — issuance and
change of ID cards and passports, renewal of
driving licenses.

- Ministry of Labour and Social Protection of
the Population - identification of labour pensions.
— State Committee on Property Issues -
registration of real estate operations.

Functional subsidiary servicesin the busesinclude
bank, photo, insurance and medical services.

The website of ASAN Service provides an
interactive map showing current stationing of the
buses throughout the regions of Azerbaijan, as
well as a timetable of their previous and planned
locations.

Between 2013 and 2016, over 840 thousand
residents in 67 locations and in 41 regions and
cities of Azerbaijan have received services via
Mobile ASAN Service.®

There is no service fee for the delivery of service
via buses. The citizens only pay state fees for
services, as applicable.

28 Statistical Portal of SAPSSI, accessed November 7, 2016, http://
www.vxsida.gov.az/statistics/
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Another type of Mobile ASAN Service is intra-city
mobile services launched by SAPSSI in February
2014. The service is available for residents with
permanent registration in Baku, as well as for
residents of Baku with permanent registration in
the Autonomous Republic of Nakhchivan. This
service enables people to benefit from ASAN
services without the need to visit ASAN Service
centres at any location of their choice. For that
they only need to dial 9-108 number of the Call

Centre and order the service at their home, office
or any other address.

This type of mobile service is chargeable, whereas
those who order it to their addresses should pay a
service feein addition to an applicable state fee for
a particular service. However, in order to promote
social solidarity among the society and as part of
its corporate social responsibility SAPSSI provides
this service free-of-charge to handicapped people
and children with disabilities.

Those who personally apply for a service at ASAN
Service centres can also order this service for
the delivery of their ready documents at their
addresses.

2.7. Monitoring and assessment

Themonitoringandassessmentportfolio of SAPSSI
has a primary role in managing the coordinated
activity of state entities in ASAN Service centres,
organising the delivery of services in conformity
with the ASAN principles and legal norms, and
conducting regular assessment of quality and
transparency of services with the ultimate goal of
preserving the high customer satisfaction rate.
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Mobile ASAN Service is known as an innovative
approach to ensuring easy access of the citizens to
public services throughout the whole territory of
Azerbaijan.This proactive type of service has been
characterized as “unique and ground-breaking in
terms of its content and technical solutions both
in Azerbaijan and possibly beyond”®

Through this undertaking the state delivers its
services to the citizens’ address. The objective
is to provide services to the citizens in a more
comfortable, modern and innovative way, to
make such services universally accessible and to
increase public satisfaction.

Considering that ASAN buses do not provide the
whole spectrum of services that static centres
offer, and in some cases given the difficulty of
travelling to cities and towns that have ASAN
centres or station ASAN buses, central or local
executive authorities may think about opening
small offices in remote localities to enhance
people’s access to services. Located in premises of
municipalities or elsewhere such mini-centres can
collect applications of local residents for services,
then using small ASAN cars transfer them to
main ASAN centres for processing and returning
ready documents. Such an arrangement can
significantly raise the efficiency and accessibility
of services.

A dedicated department within SAPSSI employs
a number of tools, such as surveillance cameras
recording the service process in the centres, on-
site presence of the department’s representative
and oral, paper-based and online surveys among
citizens. It also collects and analyses statistical
data on rendered services, citizen flow and
applications, assesses performance of service
rendering officers, prepares periodical reports,
investigates the citizens’complaintsand violations

29 ASAN Journal, No.6, July 2016, ISSN 2518-1637



of service-related rules and regulations by service
rendering officers and takes necessary measures
in that regard.*®

2.8. Public participation

In order to succeed, it is imperative for any
service delivering organisation to know what
citizens want and how they evaluate the
services. A systemic approach to enabling public
participation is crucial for improving the quality
of services and service delivery procedures.

SAPSSI has introduced various communication
channels for the citizens, which in itself is a
two way learning process. On the one hand, by
heeding the public feedback, it improves services
rendered by ASAN Service centres and ultimately
increases the public satisfaction rate. On the other
hand, by disseminating useful information on
public services SAPSSI raises public awareness on
its services and informs people about their rights,
and the responsibilities of the Government.

Thanks to these channels SAPSSI is able to
regularly measure the public satisfaction rate with
the services rendered in ASAN Service, which is 98
percent.?'

Thefollowing are the means of enabling the public
participation in decision-making concerning
areas overseen by SAPSSI:

- 108 Call Centre responds to the citizens
questions on the services, registers their
suggestions and complaints, and directs them
to a dedicated department of SAPSSI, which in
turn has specific internal rules for reacting to the
public feedback.

- The official website of ASAN Service (www.
asan.gov.az) provides necessary information on
services and service centres, and through special

!

30 Statute of the Monitoring and Assessment Department of the
State Agency, accessed September 25, 2016, http://www.vxsida.
gov.az/redirect/post/pid/560

31 ASAN Journal, No.6, July 2016, ISSN 2518-1637

pages and questionnaires allows the citizens to
leave their feedback, complaints and suggestions.
- Social networks: Daily activity of ASAN
Service is widely highlighted on its official
Facebook, Twitter and Instagram pages%
The citizens can post any question or register
complaints, which are responded to immediately.
It is remarkable that the official Facebook page of
ASAN Service has over 400 thousand followers, a
figure unseen in any public entity in Azerbaijan
and probably beyond.

- Bank of Ideas®: Launched in November
2012, it is designed to collect innovative ideas
and perspectives of the public on further
improvement of the activity of SAPSSI and ASAN
Service centres. Allideas are evaluated by a special
commission, and authors of the most interesting
ideas are rewarded.

- Complaint journals, feedback tablets and
exit-poll monitors available in all ASAN Service
centres enable the citizens to register their
views, complaints and suggestions about the
services and service procedures. The results are
transmitted to a special department of SAPSSI for
processing and relevant actions.

— Electronic complaint booths: Installed in
all ASAN Service centres, via these booths the
citizens can video connect to the Call Centre and
express their satisfaction, make suggestions and
convey complaints.

- Surveys: SAPSSI conducts periodic paper-
based and online surveys among the citizens on
ASAN services rendered to them through the
centres and Mobile ASAN Service buses.

32 https://www.facebook.com/asanxidmat, https://twitter.com/
asanxidmat, https://www.instagram.com/asanxidmat/

33 The Bank of Ideas, accessed September 25, 2016, http://www.
ideyabanki.com/
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ASAN Radio 100 FM

Launched in December 2015, ASAN Radio
100 FM is the first-ever and the only radio
station specialized in the area of public service
delivery. Its purpose is to deliver true, useful and
immediate information to people and secure
access to a wider audience. The Radio’s mission
is to form an objective media entity, deliver first-
hand information, participate actively in raising
the public awareness and sensitize the society on
ASAN services, novelties and projects.®*

2.9. ICT and innovations

Application of innovations and advanced
technologies increases the quality of public
services and the efficiency of service delivery
processes. According to the United Nations
Committee of Experts on Public Administration,
“a strategic and pragmatic approach to
promoting innovation in the public sector is
needed. It is important to allow flexibility, build
the collaborative capacities ... and consider ways
to sustain innovative practices”*.

Innovation in the public service delivery is
an absolute pre-requisite for preventing its
stagnation, meeting the citizens’ interest
and remaining ahead of their expectations.
Innovations are not limited to information and
communication technology only. They can be
found in institutional configurations, service
delivery mechanisms and social innovations.*®

34 Homepage of ASAN Radio 100 FM, accessed September 25,2016,
http://www.asanradio.az/

35 Report on the 15% Session of the United Nations Committee of
Experts on Public Administration, 18-22 April 2016, New York,
accessed September 25, 2016, http://workspace.unpan.org/
sites/Internet/Documents/UNPAN96272.pdf

36 World Public Sector Report 2015: Responsive and Accountable
Public Governance, United Nations Economic and Social Council,
accessed August 14, 2016, https://publicadministration.un.org/
publications/content/PDFs/World%20Public%20Sector%20
Report2015.pdf
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Furthermore, ASANRadiobroadcasts programmes
dedicated to various social problems of concern
for the public with the participation of heads and
seniorofficialsof governmentagenciesand private
companies, local experts and academicians. While
hosting senior officials from selected ministries, it
invites the audience to send their questions and
complaints. After the programme, the officials
undertake internal inquiry on issues raised by
the listeners and contact them with replies. On
its part, ASAN Radio also calls its listeners and
relevant ministries to make sure that the raised
problems have been taken care of.*’

Along with its statutory mandate to oversee the
process of digitalization of public services in
Azerbaijan, SAPSSI also harnesses the power of
advanced technologies and social innovations
to raise the efficiency of public services in ASAN
Service.

All centres are equipped with advanced
technology, such as electronic queue machines,
queue tracking system, biometric data system,
electronic  complaint  booths,  electronic
information  terminals, exit-poll monitors,
“ASAN Pay” terminals, etc. Software part of
this technology has been developed by ASAN
specialists.

“ASAN Pay” system

“ASAN Pay” is a multifunctional payment system
developed by SAPSSI. It enables the electronic
delivery of administrative penalty decisions
to citizens and the electronic payment of
administrative fines and those required by the
enforcement of court decisions.

37 “Interview with. Emin Musavi, Director of ASAN Radio 100 FM’,
ASAN Journal, No.6, July 2016, ISSN 2518-1637



“ASAN Pay” system has the capabilities of
electronic delivery of administrative penalty
decisions and foto- and video-footage of traffic
rule violations to the citizens’ emails and mobile
phones; monitoring the validity of administrative
penalty decisions and sending notification on
their expiration; making online payments of
administrative fines through a mobile phone
application.

The system can also be used for payments of
utility, landline and mobile phone services,
mortgage and municipal taxes (profit, land,
property, mining and local), as well as fees for
certain ASAN services.

2.10. Human resources management

Effective human resources management and
development is critical to maintaining the highest
level of the citizens’ satisfaction with public
services. Introducing a merit-based recruitment
system, inculcating the values of professionalism
and integrity, developing skills and leadership
qualities, and applying performance-based
appraisal system are pivotal in terms of fostering
a new image of the public service delivery.

The Statute of SAPSSI defines the number of its
personnel as 522 persons. Those are employees
working in the SAPSSI headquarters and as the
core staff in ASAN Service centres.

Overall, SAPSSI coordinates and manages the
work of more than two thousand persons, which
apart from the core ASAN Service staff alsoinclude
representatives of service providing state entities
and private companies, volunteers, technical and
security staff. Obviously, this indicator changes
with the launch of new centres.

Each centre has around 200 employees, of which
90 belong to the service providing state entities.
Such a high number is substantiated by the fact

Payments can be made on the“ASAN Pay” portal*®
using a bank card or through special “ASAN Pay”
terminals installed in public places and shopping
malls by cash or using a bank card.

The “ASAN Pay” system can be accessed through
the “ASAN Pay” internet portal, mobile devices
with internet access and special “ASAN Pay”
terminals installed in public places and shopping
malls.

that the centres are open seven days a week
without a lunch break, which requires a shift
system among the employees in order to fully
observe the existing labour law.

The first year of the inception of ASAN Service
was characterized by a very intense staff turnover
in the centres. The reason was that the level of
professionalism of representatives of the service
providing state and some cases those of private
entities were far from being ideal. Many did
not fully comprehend the whole gravity of the
demanding environment that they were going
to work in. Having accustomed to an “old style”
of interaction with citizens, they were not ready
to adapt to the new system that aimed to deter
any condition conducive to corruption and
mistreatment of the citizens. On the other hand,
the fledgling organisation had yet to embed
a sound human resources management and
development system that would inculcate a new
mindset in its employees.

To overcome this, SAPSSI introduced an effective
merit-based recruitment, performance appraisal,
financial motivation and training system.

38 Homepage of “ASAN Pay” Portal, accessed October 19, 2016,
www.asanpay.az
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The core staff of ASAN Service is hired through
the centralized civil service recruitment process,
which includes written tests and interviews.

In their turn, the service providing public entities
second their personnel to work in ASAN Service
centres upon the approval of SAPSSI. Before that,
their candidates are thoroughly examined by
the latter. Their work performance is also closely
monitored and regularly evaluated, and those
who continuously commit serious faults in their
work are sent back to their respective entities and
substituted with new ones.

Performance appraisal of SAPSSI and the centres’
personnel is conducted against various criteria on
a monthly, quarterly and annual basis.

SAPSSI also applies a performance-based
motivation scheme to remunerate public servants
in ASAN Service centres.

Trainings constitute an important element
of human resources development for ASAN
Service centres. SAPSSI has a statutory mandate

2.11. ASAN Volunteers

Volunteerism is an important and popular
mechanism for young people to bring about
positive changes in the society. It is a powerful
means to engage youth in tackling development
challenges. Volunteerism benefits both the
society at large and the individual volunteer by
strengthening trust, solidarity and reciprocity
among citizens, and by purposefully creating
opportunities for participation.*

Nowadays, ASAN Service is the most popular
destination for the Azerbaijani youth to gain
initial professional skills and to contribute to
the development of the society they are part of.
As part of its corporate social responsibility, it
has developed an institutional approach to this
concept.

39 Homepage of the United Nations Volunteers, accessed September
5,2016, http://www.unv.org/about-us.html
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to organise various courses and trainings for
employees of the state entities represented
in ASAN Service centres. New and existing
personnel of the centres, including the main staff
and representatives of public and private entities
have to attend trainings in the ASAN Training
Centre located in Baku on a regular basis. The
topics include codes of ethics, business practices,
stress management, time management, conflict
resolution, principles and rules of citizens'
satisfaction, the role of communication, mass
psychology,and socialawarenessin publicservice.
Also tailor-made trainings are provided varying
from one person to another and accommodating
special needs.*

ASAN Service actively promotes gender equality.
Females constitute almost 50 percent of all ASAN
staff. The average age of employees is 28.

ASAN Service also creates employment
opportunities for vulnerable groups. The centres
recruit persons with disabilities.

Every young person aged 17-25, who aspires for
self-development and enhancement of his/her
knowledge and skills, can apply for volunteerism
in ASAN centres. By performing various activities
during their service, such as welcoming and
informing citizens, issuing queue numbers,
assisting in filling in application forms, working
with electronic boards, conducting surveys on
the quality of services the ASAN volunteers
not only gain experience, but also assist public
service officers. Their work is evaluated and they
are awarded with certificates.

So far more than 8000 young people have
successfully undergone the volunteer activity
in ASAN Service centres. Also, nearly 530

40 “Moving towards citizens: The “ASAN Service” Model’, Report
by Vision - the Think Tank, London, 10 March 2015, accessed
September 5, 2016, http://www.visionwebsite.eu/UserFiles/
Vision_ASAN_Report.pdf



professionally distinguished young people have
been employed by SAPSSI, ASAN Service centres
and other state entities, private companies and
enterprises.

In orderto enhance employmentopportunities for
its volunteers and supply the labour market with
qualified and experienced young professionals,
SAPSSI launched a web portal called ASAN
Cadre Career Centre, where CVs of volunteers are
uploaded. Partners of ASAN Service in the public
and private sectors can freely access this database
and find proper candidates to fill their vacancies.

2.12. Forthcoming projects

Several decisions have been taken lately on
the application of ASAN working methods and
principles in other areas where deficiencies
remain.

“ASAN Kommunal” centres

In order to deliver utility services in a more
qualitative, comfortable and innovative manner,
and ensure citizens’ satisfaction in this sphere,
SAPSSI has been tasked with the establishment
and unified management of “ASAN Kommunal”
(ASAN Utilities) centres that will ensure the
delivery of utility and other customer services
to individuals and legal entities from a single
location based on the principles and standards
of ASAN Service. At those centres electricity,
gas and water supplying companies will render
utility and other customer services via advanced
information and communication technologies.
Also, innovations will be applied with the aim
of constant improvement of services, and the
citizens’inquiries will be received and responded
to via 108 Call Centre. In order to maintain a
high-quality service delivery process SAPSSI will
carry out monitoring and assessment measures,
conduct surveys, organise trainings and
specialized courses.”!

41 “Measures on the establishment of "ASAN Kommunal” centres’,
Presidential Decree 890, 4 May 2016, accessed September 5,
2016, http://e-ganun.az/framework/32736

Meanwhile, they can also post vacancy notices
on the portal. This mechanism creates a bridge
between youth with distinctive work experience
seeking to start a successful career and their
potential employers.

Around 2600 CV’s have been uploaded to the
portal, and 582 public and private entities have
registered therewith.*?

In 2013 the volunteers instituted an NGO named
“The ASAN Volunteers Organisation”* It has
implemented hundreds of projects and initiatives
in the social, environmental and cultural spheres.

“ASAN Visa”

Another task recently assigned to SAPSSI is to
design and manage the “ASAN Visa” system in
order to launch an electronic visa system that will
simplify visa application procedures for foreign
nationalsand stateless personsvisiting Azerbaijan,
and enhance efficiency and transparency in
this sphere. The new system will allow foreign
nationals or stateless persons to apply online for
an electronic visa, submit necessary information
online, pay visa fees online and receive an
electronic visa within three working days to their
email addresses.*

ASAN Service Index

SAPSSI is also tasked with developing ASAN
Service Index, based on which it will conduct
assessment of the services contained in the

42 Homepage of ASAN Cadre Career Centre, accessed September 5,
2016, www.asankadr.az

43 Homepage of ASAN Volunteers Organisation,
September 5, 2016, http://www.asanyouth.az/

44 “Simplification of the procedures of issuance of electronic visas
and establishment “ASAN Visa” system’, Presidential Decree 923,
1 June 2016, accessed October 19, 2016, http://e-qanun.az/
framework/32942 31
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Electronic Registry of Public Services* in
accordance with a number of parameters, such
as availability of information about services and
means of applying for them, duration of service
provision, electronization of database used in
the delivery of services and their integration with
other entities’ information systems, organisation
of trainings on service management, existence
of feedback and monitoring mechanisms and
tools for measuring public satisfaction. Along
with those of state entities, services rendered
by state-owned enterprises and state-funded
organisations should be incorporated into the
Electronic Registry and assessed against ASAN
Service Index.*

ASAN Service Index will allow the decision-
makers in Azerbaijan to detect shortcomings in
public service delivery and compel responsible
ministries and enterprises to take necessary
measures to improve the efficiency in this field.
It will be the first evaluation index based on
objective criteria, which will significantly improve
public services and positively affect people’s lives
and business environment.*

2.13. International recognition and experience sharing

ASAN Service is the holder of the United
Nations Public Service Award (UNPSA)¥. In the
competition that lasted from November 2014
to May 2015 and applied by several hundreds
of initiatives from around the world, the United
Nations, through the Committee of Experts on
Public Administration, selected ASAN Service
for its outstanding achievements as the first-
place winner of the UNPSA in the category of
“Improving the delivery of public services”.

It must be emphasized the Azerbaijan is the first
country in the post-Soviet area to have won the
first place in this category.

The UNPSA is the most prestigious international
recognition of excellence in public service. Its
purpose is to reward the creative achievements

45 The Electronic Registry of Public Services (www.dxr.az) is a
unified information portal on all public services (electronic and
non-electronic) rendered by all state entities in Azerbaijan. It
was developed by SAPSSI in 2015.

46"Amendments to Presidential Decree 262 of 11 September 2014
on concerning measures on the establishment of the Electronic
Registry of services rendered by state entities’, Presidential
Decree 934, 9 June 2016, accessed October 19, 2016, http://e-
ganun.az/framework/33025

47 “2015 United Nations Public Service Awards Winners Fact
Sheet”, United Nations Public Administration Network, accessed
October 19, 2016, http://workspace.unpan.org/sites/Internet/
Documents/UNPAN94633.pdf
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and contributions of public service institutions
towards a more effective and responsive public
administration in countries worldwide. It aims to
discover newinnovationsin governance, motivate
public servants to further promote innovations,
raise the image of public service, enhance trust
in government, and collect and share successful
practices for possible replication between and
within countries.*

The success of ASAN Service in transforming the
public service delivery in Azerbaijan resonated
at the international level. In their reports
international institutions such as the World Bank*°,

48 “ASAN Service Index will measure quality of public
service delivery’, New York Business Journal, 28 June 2016,
accessed October 24, 2016, http://www.bizjournals.com/
newyork/prnewswire/press_releases/Georgia/2016/06/28/
NY352117ana=prnews

49 “About the UNPSA", United Nations Public Administration
Network, accessed October 19, 2016, http://workspace.unpan.
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UNDP?', EU>? and OECD*? have positively assessed
the process of public service modernization in the
country and the progressive changes brought by
the establishment of ASAN Service.

The benchmarking study entitled “Comparative
analysis of centres rendering public and
municipal services” conducted by PwC in August
2015 ranked Baku among the top three out of 18
largest cities of the world with the easiest and
most comfortable access to public services.**

Speaking at the IV Baku International Humani-
tarian Forum on 2 October 2014, UNDP
Administrator Ms. Helen Clark stressed that
servicesprovided by ASANincreased the efficiency
of public services and reduced opportunities for
corruption. She considered this approach as a
great success for Azerbaijan, which would be of
interest to other countries seeking to modernize
their public services.>

ASAN Service and its projects “ASAN Pay” and
“ASAN Cadre” have been inscribed as best

51 UNDP Country Programme Document for the Republic of
Azerbaijan 2016-2020, accessed October 19, 2016, http://www.
az.undp.org/content/azerbaijan/en/home/library/undp/CPD.
html
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forum.html

practices in the United Nations South-South
Cooperation Mechanisms and Solution Portal.>®
The portal provides a single access to practical,
easy-to-use development solutions originated
in selected regions of the world for transfer and
replication worldwide.

The Foreign Affairs magazine described
ASAN Service as “a byword in efficiency and
transparency”™’ that has significantly increased
public confidence in state bodies and triggered a
radical change in the public perception of state
administration.

Another foreign media outlet portrayed ASAN
Service as “the Government’s reform agenda
aimed at simplifying processes, improving the
ease of doing business, enhancing transparency
while combating corruption in order to service its
citizens better”>®

Pointing to the wide interest of other countries
seeking to modernize their public service delivery
systems toward ASAN Service - “Azerbaijan’s
brand”*? as he put it in one of his public speeches
- President Ilham Aliyev expressed readiness to
share his country’s experience globally.
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PRNewswire, 22 April 2013, accessed September 25, 2016,
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government-services-with-wide-ranging-initiative-204065551.
html

59 “Closing speech by [lham Aliyev at the meeting of the Cabinet
of Ministers dedicated to the results of socio-economic
development in 2015 and objectives for the future’, Official
website of the President of the Republic of Azerbaijan, 10 January
2016, accessed October 19, 2016, http://en.president.az/
articles/17442
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Turning this statementinto action, SAPSSI actively
cooperates with similar government agencies of
other countries.

Such interaction has already yielded concrete
results. Thus, SAPSSI and the Ministry of Finance
of the Republic of Afghanistan signed a Memoran-
dum of Understanding on cooperation in
establishing advanced public service delivery
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mechanism on 12 July 2016 in Kabul. The
document creates a legal framework for
transferring Azerbaijan’s relevant expertise and
knowledge to Afghanistanand envisages concrete
measures to that end®. It should be noted that a
homonymous entity - “Asan Khedmat” - has been
instituted lately in Afghanistan.®

60“Azerbaijan’s"ASAN Xidmet" modeltobeappliedin Afghanistan’,
Azerbaijan State News Agency — AzerTac, accessed October 19,
2016,  http://azertag.az/en/xeber/Azerbaijans__quotASAN_
Xidmet_quot_model_to_be_applied_in_Afghanistan-971014

61 Homepage of Afghanistan’s “Asan Khedmat”, accessed October
19,2016, www.asan.gov.af



CHAPTER lll: LESSONS LEARNED

The achievements of ASAN Service in reshaping the
public service delivery and cultivating a new culture
of “civil servant - citizen” relations in Azerbaijan did
not happen overnight. There have been a number
of challenges to be addressed in order to lay a solid
ground for a viable OSS. The most outstanding ones
can be summarized as follows:

. Although applying an OSS mechanism
in the public service delivery was not new in the
internationalpracticeatthetimeoftheestablishment
of ASAN Service, elaborating a country-tailored
concept for Azerbaijan was a serious task. The issues
that needed to be addressed by the masterminds
of ASAN Service included forming a citizen-centric
system in conformity with national governance
specificities, retaining services of public entities and
thus preventing unemployment, avoiding overlaps
in public services among them, bringing public
and private institutions under a single structural
framework, etc.

. Rather than overhauling the then existing
system overnight, the leadership of Azerbaijan took
an evolutionary approach to modernizing the public
service delivery in the country. ASAN Service started
as a pilot project with a limited number of services
and service providers by gradually expanding
centres and services in the subsequent years. This led
to incremental development by preserving flexibility
and agility and reducing a risk of system failure.
Furthermore, it allowed to better analyse and rectify
certain drawbacks while planning future steps.

. Developing adequate human capacities in
order to sustain the system was another challenge.
The then new staff, in particular those seconded by
service providing entities where serious deficiencies
with efficient delivery of public services remained,
were not professionally mature enough to work
under new conditions. It took perseverance to
establishaneffectivehumanresourcesmanagement
system and raise a new generation of civil servants
devoid of corrupt mentality.

. The crucial role of applying innovations and
advanced technologies with the aim of improving
the efficiency of public services is an undeniable
fact. As a constellation of alternative public services,
which are also rendered independently by service
providing entities, ASAN Service constantly strives
to perfect its procedures and working methods in
order to keep on being of interest to the public and
stay ahead of its expectations.

The process of modernizing public service delivery
is pre-conditioned by problems that are mostly
common for all states. Azerbaijan was no exception
too. Looking at the path covered by the country
in the last four years, one can definitely observe
cardinal conceptual and practical changes in public
services. The pace and scale of this transformation
in the public service delivery, which started with
the introduction of the ASAN Service model in mid-
2012 - another incarnation of the OSS principle — is
formidable.

From the perspective of this case study, which
by no means intends to advocate the “one-size-
fits-all” approach, there are a number of factors
that underpin a successful public service delivery
mechanism based on the OSS principle.

The following actions are considered to be the
cornerstone of an efficient OSS public service
delivery mechanism:

. Identifying a  proper conceptual
foundationtoensureacitizen-centricmechanism
based on good governance;

. Elaborating a sound strategy and tailor-
made resilient implementation programmes
based on states’ specificities that include several

elements, such as geography, population,
economy, etc.
. Galvanizing vigorous political will at

the highest level to ensure the continuity and
inclusiveness of the transformation process.
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. Forging collaborative partnerships, such
as Public-Private Partnership, youth engagement,
volunteerism.

. Being innovative to raise the efficiency
of public services and their delivery processes by
applying social innovations and advanced ICT,
while keeping in mind that ICT is an innovation
driver rather than an innovation itself.

. Ensuring public participation to learn
strengths and weaknesses, to identify and
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respond to the public’s needs and expectations
and to gauge the effectiveness of work.

. Developing tangible capacities, such as
institutional, human and operational.

. Applying effective measurement and
assessment tools to guarantee the efficiency of
public services.
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