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Strategy In Action:
A case from a Public Sector

Presented by Dr. Ali M. Al-Khouri

Strategy Leaders Forum
13-17 April 2014 | Dubai, UAE.

Partners In Building UAE's Security & Economy

Our Vision: To be a role model and reference point in proofing
individual identity and build wealth informatics that guarantees
innovative and sophisticated services for the benefit of UAE
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Introduction: why Strategy

Adopted for Businesses in early ‘60s

Need for Survival in the
face of tough Competition

Driven by Profit Needs
amidst rising costs

Defined market
boundaries
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= why Strategy in Governments?

A

ECONOMIC
SUSTAIMABILITY

SOCIAL
SUSTAINABILITY

CITIZEN WELFARE

ENVIRONMENTAL CONSERVATION

INTEGRATED ENVIROMNMENTAL
SUSTAINABILITY v SUSTAINABILITY
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i 3) Psychological construct !

 Typical assumption: “Everything
will happen as per assumption”!

A B
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The Real World is somewhat Different!

But the reality is always different!
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Strategies Failure

% /hirdS

of sirategies fail!
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QHUL’Q Public vs. Private

Adaptive to change.. Slower to change..
Dynamic .. Bureaucratic ..

" PRIVATE | " PUBLIC
SECTOR SECTOR

www.emiratesid.ae © 2013 Emirates Identity Authority. All rights reserved
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Todays World

« New terms and concepts

. Higher levels of complexity and
fragmentation?
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Planned

Strategy
2007-2010




Execvuted

Strategy
2007-2010




Planned

Strategy
2010-2013




Execvuted

Strategy
2010-2013




s 3) 2010-2013 Strategy Results

‘Agz%

Customer

\ 7)

Learning and Growth Financial

IMP3rove assessment: p— Budget: 5 folds
above average for A ) Savings: > 500 million
benchmarked class; :

close to global

growth champions Internal Business Processes

Efficiency: 200%
Effectiveness: 100%
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2010-2013 Strategy Results

UAE Government Excellence
Program 2011

Best Federal
Organisation in
Organizational
Excellence

Leadership Operations G2G Partnered
Award Award Project Award
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our Learning Experience
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=Results

Communication

Leadership and
Decision Making
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QUINTESSENTIAL
PERFORMANCE

www.emiratesid.ae
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© 2013 Emirates Identity Authority. All rights reserved



The Inner Ring

QUINTESSENTIAL
PERFORMANCE




Innovation and Results orientation

QUINTESSENTIAL i
PERFORMANCE Innovation




e Strategy Development: Starting Point

AUTHORITY 7

Strategy 2010-2013

To contribute to
individual and national security
Mission through enhancement of personal identity in the UAE,
maintenance of an accurate population register
and provision of innovative e-services

To be the principal reference for establishing personal identity
and providing population data in the United Arab Emirates

F =¥ -~
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strategic Intents = Contribute to National Simplify government Facilitate the delivery of Develop a world class
and individual security as | service delivery and innovative electronic service organization
the primary identity facilitate transactions services
provider in the UAE

Enroll and maintain an I Developasecure,and 1  Establish the ID card as 1 Ensure that all central [
accurate, comprehensive I integrated infrastructure ! the most valued card Fadministrative services arel
and up-to-date 1 enabling data access and & 1of high quality, efficient,

Strateglc  population register 1 exchange i rtransparentand timely  »
Objectives ] 1 1 1
1

" —— SRS

Values Customer Orientation: Teamwork: Trust: Ownership: Innovation:
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Business Operating Model

Alignment with the operational model

Short Term Medium

Long Term

Transactions Date Integration

Transactions

Date Integration \ \

Identificatio
and

Services

ransactions

<

Authentication

ransactions

Date Integration

|| Expected transition in services

www.emiratesid.ae
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s 3) Balance Scorecard

e — Contributions]
Performance PMO's Strategy Map PMO sets

strategic

Management , e

the country’s
outcomes

Innovative = : |

EIDA's
contriduton o
achieve PMO's
strategc
objectives

:
;

Department Level

measure §
at the Epm N VEEm| -

systems fo

mo n"'Ol' : _ = _ ‘ ;:'.‘e:.ir ) ?.’.',.'f..j L5 l

performance ' ' a b
ac ;!v:mc s

individual and ' T = o ‘ : l

institutional. et

Individual Level

objectives
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*””37 Human Resources Development

01

1 0 BUSINESS

STRATEGY
CONTINUOUS 02
IMPROVEMENT LEARNING &

DEVELOPMENT
STRATEGY

03

PEOPLE
MANAGEMENT
STRATEGY

LEARNING & IMPROVE

SISO PERFORMANCE 04

LEADERSHIP & -~ \A
MANAGEMENT ‘, Q

/’77,0 Take action 10 @ STRATEGY 8 v
"006 Performe" Ny o
D 05 s
EAOS © INVESTORS
INVOL\(I)EzENT & RECO(?N?I‘ION & l N P E O P L E

EMPOWERMENT REWARD
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Business Process

Core competencies (functions &
capabilities)

80:20

3ES

Outsourcing
or achieved
through

partnerships




folt Y — ||

‘—”“57 Financial Performance: Outsourcing Approach

AUTHORITY

Foster Innovation

Conserve Capital

Increase Speed

Improve Quality f“

Reduce |
Costs |
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Foundational Activities

Foundations

Differentiation

www.emiratesid.ae
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i 57 Setting the tempo symphony at Organizational level

Organizational Structure

The development of the organizational structure in an innovative
way, and focus on the element of knowledge ownership .

Board of Directors

Director General
S——

Corporate Communication overnance, excellence & Innovation

Service Centers Sector : = Bra Corporate & Support Services

Service Centers Support of Service Centers Population Register Finance

Customer Relationship Recruitment &

Abu Dhabi Management Civil Investigation System Operations Employee Affairs

Planning & Budgeting

Follow Up & Planning

. Traini " |
of Service centers PR Planning Infrastructure raining & Development Accounts & Control

Northern Emirates 1D Card Delivery ID Card Issuance e-Services HR Strategy & Policy Receivables

. Procurement & Facility

Statistics & Analysi
istics alysis Tech Support Management

Federal Authority | dsl—31i_t.s www.emiratesid.ae 13 Emirates Identity Authority. All rights reserve



i Governance Framework
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Policies and internal regulations

Focused on the development of policies and procedures
aligned with EFQM model in order to meet the cognitive
orientation.

Corporato Govomancn Assurance

Organisatonal development condrol e S
Syategic and Operationsl Plasning
Feveruns Dewicpmont & 1atoralse sxpecdtam
Change management Padir—ann mansgement

Financiel impact assessment

-~
s
o
QQ
&
Methoooigees 303 Sysiem Manapemont $
&
& 2 2
Sof arvasament \q? RESOEAS i hasing Financial reporting
& :

Toams/commitisos maragement Benchmanking
Asset management

" n Rish manageament
Leadernshvp porfonmance sssurance
Technclogcal assots Sevelopment and control

DG excelionce mward

Krowindge managomont

.
3
D
B
J

Monioring #nd conteol

Margower planmng

Recraament coreral

Patracstep retatons management MertAcaton and casadcanon of peocoees

Suppion reletions manegement Doourertaton cormr
ASerefcatcn ana SeswAcaton of
Customens neations management o
& Process modelng and draweg

Socal respostiny .; Processes 30 serices

Giwertrmentsl cormrruncation Mmasagement 6’ - MM OACaton & resirvn) et e g L Dt BN area

Q\

Sugootons and cormpiaints handing >

{ mioyeet sngagermant xreeyy Priwse e sevveims s

Incentives contol

Comgranes anl gremverce

Sesnpbains

W . TN

EERRERERsRabns

Care ont was tewrg i ovgiyeen
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Work _Environment Redesign + _Incentive Systems

e
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s (P Differentiation

Foundations
Differentiation
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me B Relying on EFQM model as guiding principles

to develop organisational excellence

AUTHORITY

Enablers Results
—

Leadership Processes, People
Products & Results

Services

Strategy Customer
Results

Partnership Society
& Resources Results

=

Learning, Creativity and Innovation
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= Competitiveness: BPR Initiative

Aimed at:

« Capfturing
employees tacit

- Application Form

tec h nicql e - Scanning in documents B
“ - Scanning in Photos for - . ‘ =

- f Bel 15’
kn OWI e d g e, Registration R:ZivvingsFees

Appointment

Targeted Process
Completion Time:

Improve Process L
standardization & 5 Minutes

- Data Verification j Photo and

q U'l'O m q ﬁO n ] o | ) - Biometrics Capturing

Improve Service
Quality.
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3) Knowledge Management: Organisational Learning

Deming's
Cycle
l (PDCA)

Governing
Values

Double-Loop
Learning

Innovation

Federal Authority | L3 it

PLAN DO
Action

Action
Strategy

Single-Loop
Learning

ACT CHECK
Improving Understanding
«

Results
Consequences

www.emiratesid.ae
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Communication

Leadership
Decision M
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37 Change Management: retuning Culture

Organizational Units Productivity during Change Stages

Targeting to Achieve Immediate Results

-
g
.

Productivity

*

Lack of Clear Vision Lack of Capacity and Efficiency
Unrealistic Expectations Lack of Access to Full Potential

Lack of Productivity —’ Good Indicator of change management
A Decrease in the Quality and

Productivity in the Beginning —’ Bad Indicator of Change Management

- Avoiding productivity collapse

Federal Authority | dsl—31i_t.s www.emiratesid.ae D Emirates Identity Authority. All rights reserved
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Or simply fill the online
application on the Emirates ID
website

ted Arat Emerstes. g A Py
e

EXPO 2020
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JQ EngaglngStakeholders Periodical Meetings
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s (Y Leadership & Decision Making

AUTHORITY

Communication

Leadership
Decision Mz

e@k[y Managemen\.
REVIEW g MmONTTO
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e 3) Review & Monitoring: Weekly Management Meetings
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Execution

Resistance
Awareness

Poor Communication
Not Compelling Goals
Team Involvement
Many Goals

Goals Clarity

Culture

KPIs

Top 10 Reasons for Strategies Failure

81%

78%

77%

76%

72%

71%

70%

68%

67%

66%

verrmithe aty T lol — o 81 d m e

20%

30%

40% 60% 70% 80% 90%
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Resistance
Awareness

Poor Communication
Team Involvement

Goals Clarity

Culture

Top 10 Reasons for Strategies Failure

20%

30%

40%

50%

60%

90% 100%
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The Culture Machine

solution

because

Blame Data




e The Role of Leadership

AUTHORITY
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i 37 Where is your Attention?

AUTHORITY

RESULTS

80% of
organisational

work normally
add only 20%

of value 1o

80% citizens

EFFORTS
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e 37 Strategy linkage with Value Chain

AUTHORITY

Firm Infrastructure

Human Resource Management
Support

Activities

Technology

Procurement

Inbound Outbound| FETLCHLT

Operations

Logistics Logistics | B-%-F1C5

Primary Activities -
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L’) Strategy & Execution

Learning to start from the END!

LOLL

Expectation  Analysis Design Execution Delivery

www.emiratesid.ae ©2013E



e 3) Interconnected Strategic Endeavor

AUTHORITY

Long Term Vision

The reason for existence

Set up short terms goals
Objectives

Define initiatives to achieve the objectives

Set of actions

| Implementation Plan with budgets and schedules
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Read our recent research :

Critical Insights

itioner Mindset

)
T
)
r
T Cn’ticaMughts .
f. % ¢ from a Government Perspective (,rltlc“ll Thought&
' y:‘ 1 fr 1 G nment Mindset

Thank you

Dr. Ali M. Al-Khouri
Director General | Emirates Identity Authority | UAE
www.emiratesid.ae | ali.alkhouri@emiratesid.ae | @DrAliAlKhouri
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