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:Course Introduction / Overview

This course provides a comprehensive framework for implementing Total Quality Management (TQM) principles
specifically within the unique context of public sector and government organizations. Moving beyond traditional
private-sector models, this program focuses on enhancing public value, improving citizen satisfaction, and fostering
a culture of continuous improvement in government services. Participants will explore the foundational concepts of
TQM, drawing from the pioneering work of experts like W. Edwards Deming, whose philosophies in books such as
"Out of the Crisis” revolutionized quality thinking. The curriculum is designed to address the specific challenges of
public administration, such as accountability, transparency, and navigating bureaucratic structures. BIG BEN
Training Center has developed this course to empower public servants with the practical tools and strategic
mindset needed to drive meaningful change. By integrating TQM, government agencies can achieve greater
operational efficiency, optimize resource allocation, and build stronger trust with the communities they serve. This
training course is an essential journey for any public sector professional committed to delivering service excellence
and achieving sustainable organizational improvement. It bridges the gap between quality theory and practical
application in a governmental setting, ensuring participants can lead and contribute to transformative quality

.initiatives

:Target Audience / This training course is suitable for

.Government Managers and Department Heads e

.Public Sector Leaders and Executives e

.Policy Analysts and Advisors e

.Quality Assurance and Improvement Officers e
.Strategic Planning and Performance Managers e

.Public Service Project Managers e

.Municipal and Local Government Officials e

.Team Leaders and Supervisors in government agencies e

.Public administration professionals seeking to enhance service delivery e

:Target Sectors and Industries

.Federal, State, and Provincial Government Agencies e
.Municipalities and Local Government Bodies e

.Public Healthcare and Hospital Administrations e
.Public Education Institutions and School Districts e
.Law Enforcement and Public Safety Departments e
.State-Owned Enterprises and Public Corporations e

_ .Regulatory Bodies and Commissions e
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mance Management

~.Human Resources and Organizational Development e
.Finance and Administration e

.Policy and Program Development e

.Information Technology e

.Citizen Services and Public Relations e

.Quality Assurance and Compliance e

.Procurement and Contract Management e

:Course Offerings

:By the end of this course, the participants will have able to

Apply the core principles of Total Quality Management to public service delivery e

.Utilize a range of quality management tools to analyze and improve government processes e
.Develop citizen-centric service models that enhance public satisfaction and trust e

.Lead change initiatives to foster a sustainable culture of continuous improvement e
.Implement effective performance measurement systems to track quality objectives e

Align TQM initiatives with the strategic goals of their public organization e

.Conduct root cause analysis to solve complex service delivery problems e

.Benchmark public services against best practices to identify improvement opportunities e

.Empower employees and build collaborative teams focused on quality enhancement e

:Course Methodology

The training methodology at BIG BEN Training Center is designed to be highly interactive, practical, and directly
applicable to the challenges of the public sector. We move beyond theoretical lectures to create an immersive
learning environment where participants actively engage with the material. The course heavily utilizes case studies
drawn from real-world government agencies that have successfully implemented TQM principles, allowing for a
deep analysis of both successes and pitfalls. Group discussions and collaborative workshops form a core part of the
program, encouraging participants to share their unique experiences and develop solutions to common public
administration issues. Interactive sessions, role-playing scenarios, and process mapping exercises will be used to
provide hands-on experience with key TQM tools and techniques. Our expert facilitators foster a supportive
atmosphere where continuous feedback is provided to help participants build confidence in applying their new
skills. The methodology emphasizes a blend of conceptual understanding and practical application, ensuring that
attendees leave not just with knowledge, but with a clear, actionable plan to drive quality improvement within their

.own organizations

:(Course Agenda (Course Units
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Foministration models

.The concept of public value and its link to quality

.Understanding the unique challenges of implementing TQM in a bureaucracy e

.The role of TQM in enhancing transparency and accountability

Unit Two: Core TQM Principles and Citizen-Centric Service Design

.The principle of citizen focus: identifying and meeting public needs e
.The importance of leadership commitment and vision e

.Employee empowerment and involvement in quality initiatives e
.Adopting a process-centered approach to service delivery e

.(The philosophy of continuous improvement (Kaizen e

.Fostering strategic partnerships and collaboration e

.Developing a citizen-centric service charter e

Unit Three: Practical TQM Tools and Techniques for Government

.Process mapping and flowcharting for public services e

.The Plan-Do-Check-Act (PDCA) cycle for systematic improvement e

.Root cause analysis using Fishbone Diagrams and the 5 Whys

.Data collection and analysis for evidence-based decision making e
.Introduction to statistical process control (SPC) in a service context e
.Benchmarking to identify best practices in public service e

.Brainstorming and Nominal Group Technique for problem-solving e

Unit Four: Leadership, Culture, and Change Management for Quality

.The role of leadership in driving a quality culture e

.Building and leading high-performance teams for quality improvement e
.Communicating the vision for quality across the organization e
.Overcoming resistance to change in the public sector e

.Strategies for motivating and engaging public employees e

.Developing a training and development plan for TQM e

.Recognizing and rewarding quality achievements e

Unit Five: Implementing and Sustaining TQM for Public Value

.Developing a strategic implementation plan for TQM e

.Integrating TQM with existing performance management systems e

sector performra nce e
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?Qualiﬁca-wtiong required for registering to this course

.There are no requirements

How long is each daily session, and what is the total number of training hours for

?the course

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and
.interactive activities, bringing the total duration to 20 - 25 training hours

:Something to think about

How can public sector organizations balance the principles of Total Quality Management with the inherent political
?pressures and legislative constraints that do not exist in the private sector

What unique qualities does this course offer compared to other

2courses

This course distinguishes itself by moving beyond a generic, private-sector-oriented presentation of Total Quality
Management and immersing participants in the specific realities of government and public administration. Unlike
other programs that may simply repackage corporate tools, this curriculum is meticulously tailored to address the
unique challenges of the public sector, such as navigating political environments, adhering to legislative mandates,
and focusing on public value rather than profit. We emphasize the concept of the 'citizen as the customer,
exploring how to build trust, transparency, and accountability through quality initiatives. The course content is rich
with case studies and examples drawn exclusively from government agencies, municipalities, and public institutions,
making the learning immediately relevant and applicable. Furthermore, the methodology prioritizes the
development of leadership and change management skills essential for overcoming bureaucratic inertia and
fostering a sustainable culture of continuous improvement. Participants will not only learn the "what" and "how" of
TQM tools but also the "why" and "who" of leading successful quality transformations within a public service context,

.making it a uniquely practical and strategic learning experience
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