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‘Happiness’ and ‘Youth’ shape the UAE’s future

The last restructuring change in the UAE Cabinet
recently announced has caught attention around the
world. The announcement involved organizational
structures and functions and creation of new
ministers for Happiness, Youth and Tolerance. Of the
three ministries, we are more concerned here with
the first and second, even though the third is no less
important.

This move by the United Arab Emirates is not a matter
of luxury, but rather a reflection of the reality and
translation of the orientations and the deep belief
of the wise leadership in the importance of young
people and their role, and happiness and its impact
on society. Despite the fact that the UAE occupies an
advanced position in happiness indicators among
Arab and world countries, it continues building on
the ongoing accomplishments for more happiness
and welfare to its people and residents.

The understanding of happiness vary among people
considering their views, personal perspectives,
preferences and directions. As far as the UAE is
concerned, however, happiness is not limited to a
particular group; it is meant to cover all sectors of
society, to ensure sustainable happiness at individual
and collective levels. For example, an employee who
is not happy cannot bring happiness to customers or
anybody else in his / her area of social and practical
activity. The national program for happiness and
positivity has been approved to focus on creating a
positive and happy society and making happiness a
lifestyle in the UAE community.
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There is no doubt that happiness of employees
is directly linked to job satisfaction, and while
seeking to make them happy, we cannot overlook
highlighting a number of important factors in this
edition of HR Echo magazine. These factors include
the role of inspiring leadership capable of predicting
the future; effective participation of staff, so that
they are passionately dedicated to their work, and
a healthy working environment, both physically
and psychologically. The ultimate objective is to
make employees convinced that their real job is
much nobler than just carrying out daily tasks; they
should rather focus on achieving the vision of their
organization and their state.

Among the issues addressed by HR Echo in its Fifth
Edition the management of young talent, capable of
shaping the future governments, by investing in their
potentials, meeting their needs, and preparing them
to take the lead, through innovative planning and
policies. The creation of a ministry for youth is a step
in the right direction.

Finally, we hope our readers find this collection of
topics interesting, informative, and useful, and thank
the partners of Federal Authority for Government
Human Resources, including organizations and
writers for their contribution to the magazine.

The Federal Authority for
Government Human Resources

The Jobs of the future

i

Ali Matar
Head of LinkedIn Talent Solutions
Southern Europe, Middle East and North Africa

The theme at World Economic Forum 2016 was around ‘The
Fourth Industrial Revolution’ - developments in robotics,
artificial intelligence, 3D printing, nanotechnology and the
Internet of Things. The co-mingling of these capabilities
with software is fundamentally changing how we live, work
and interact with one another.

Historically, innovation creates opportunities, new levels
of productivity, and ultimately jobs. The rate of change, in
earlier instances, has typically been much slower; people
had plenty of time to retrain and prepare to take on new
opportunities.

According to a WEF report on the ‘The Future of Jobs and
Skills’

+ By 2020, 7 million jobs will be lost to innovation,
and 2 million new jobs will be created.

+ 65% of children in school today will end up working
in completely new job types, which don’t even exist
today.

« 50% of subject knowledge acquired during the first
year of a four-year technical degree is outdated by the
time students graduate

The workforce of tomorrow should understand that as

technology increasingly automates routine tasks and makes

the human resource redundant, people need to upskill and
adapt - and fast! To draw a pertinent parallel, LinkedIn has
effectively automated the candidate identification and
shortlisting process, to an extent that the total human
resources traditionally involved in this process has shrunk.

Hence. many recruiters may have felt the need to upgrade

their skills to be able to add value over what the online

platform offers. Today, HR professionals that rose to the

challenge use social media as a tool to aid their search for
candidates, ensure a strong employer brand that employees
can relate to, and use social networking opportunities to

position their workplace and vacancies.

Lifelong learning and continued training and retraining are
key. The focus should be on acquiring and improving ‘soft’
and ‘social’ skills that require more than just routine and
predictive tasks. Effectively, tasks that also call for skills such
as Innovative and creative endeavours, social interactions,
and mobility would be less prone to automation, and where
humans can really ensure continued relevance. In essence,
the growth areas in the job market will require technical
skills, supplemented with strong social and collaboration
skills.

Even with this sense of urgency, it is hardly enough for
organisations to continue to try and find the right person for
the job, without ensuring that they themselves are a good
place to work. In the coming days, when the added value
of the human mind can well enable an organization to base
its competitive differentiation on this advantage, employer
branding and strong engagement with past, current, and

prospective employees becomes even more of a priority.

Regional Governments and businesses stand among the
most forward-thinking in the world when it comes to
employer branding, and we have some excellent examples
of brands from the UAE and the broader region standing
alongside some of the most desirable employers in the

world.

We, at LinkedIn, are honored to work with the UAE Federal
Authority for Government Human Resources, and we
believe that our organizations are aligned in our vision of
the future of the job market and the steps that need to be

taken now in preparation.

This article is a brief introduction to a very large topic, and
| hope that you find it interesting enough to pursue. May
| suggest the articles on LinkedIn as an excellent place to
start?

For more articles in this regard please refer to Linkedin

website
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CREATING '
A H APPY — What is a Great Workplace?

"A great place to work is one in which you trust the people you work for,

have pride in what you do, and enjoy the people you work with.” — Robert
W K I A Levering, Co-Founder, Great Place to Work®

property are reserved for Great Place to Work®
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Researchers, business leaders, media
analysts and the public rely on Great
Place to Work® metrics to establish
the definitive standard of what a
great workplace is. Great Place to
Work®'s annual research is based

on data representing more than 10
million employees from thousands
of organizations of varying sizes,
industries, maturity and structures in
over 90 countries.

Development of the Great Place to
Work® Model®

The Great Place to Work® Model®
was created by Robert Levering and
Amy Lyman in collaboration with a
team of professional management
consultants with years of experience
in conventional employee surveys.

It is based on thousands of employee
interviews conducted over the
course of decade for The 100 Best
Companies to Work for in America
(co-authored with Milton Moskowitz)
and A Great Place to Work. The team
originally came up with a list of

over 100 survey statements, as well
as the additional interviews. These
statements were then culled down
to the eventual core statements, and
further subdivided into dimensions

- the dimensions which now serve as
the 5 dimensions of the Great Place

| 8 HRECHO

to Work® Model®.

These same statements also serve as
the survey statements for the Trust
Index® survey.

What is
a Great
Workplace?

The Employee View

Great workplaces are built through
the day-to-day relationships that
employees experience — not a
checklist of programs and benefits.

The key factor in common in these

relationships is TRUST.

From the Employee’s perspective, a
great workplace is one where they:

« TRUST the people they work for;
« Have PRIDE in what they do; and
« ENJOY the people they work with.

The degree of pride and levels

of authentic connection and
camaraderie employees feel with
one another are additional essential
components.

Trust is the
defining
principle of great
workplaces —
created through
management’s
credibility, the
respect with
which employees
feel they are
treated, and the
extent to which
employees
expect to be
treated fairly.

respect

fairness ﬁ

relationship with
management

Employee

relationship with relationship to
other employees your job

@

camaraderie pride
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The Five Dimensions
« Credibility

The credibility dimension measures the extent to which employees see
management as credible (believable, trustworthy), by assessing employees’
perceptions of management’s communication practices, competence, and
integrity through the following sub-dimensions of the Model©.

. The Two-Way Communication sub-dimension measures the
extent to which communication between management and
employees is effective in inviting two-way dialogue.

Outcomes of effective Two-Way Communication include
. Employees hear about events affecting the success of the
organization and their work group.

. People understand the vision for the organization and the
importance of their role in achieving organizational objectives.

. Employees are able to focus on their work, do not need to
interpret or decipher the information from management, and can

proactively address any confusing information or rumors.

. Employees learn the importance of being honest and
straightforward within their organization.

. Management’s accessibility establishes a strong bond with
employees that support ongoing communication.

. Trust between managers and employees develop through an

understanding that questions are welcomed and will be answered

in a straightforward manner.

. The Credibility sub-dimension of Competence measures
management’s leadership and people management capabilities.

| 10 HRECHO

Management'’s
accessibility
establishes a
strong bond
with employees
that support
ongoing
communication.

Management’s
ability to convey
that they possess
a clear view

of where the
organization is
going inspires
employees’
confidence in
the future of the
business.

Outcomes of demonstrated Competence include

People hired into the organization are able to quickly become
productive team members who contribute effectively in their
work and enhance the morale of the team.

Managers convey their assurance in an employee’s ability to
manage the responsibilities of their job.

Employees have the opportunity to take greater responsibility
that will enable them to be challenged and engaged with their
work.

Employees are able to plan their work effectively and choose
priorities appropriately to support management’s goals.

Management’s ability to convey that they possess a clear view

of where the organization is going inspires employees’ confidence
in the future of the business.

The Credibility sub-dimension of Integrity assesses

leadership’s commitment to high principled standards and their
ability to take actions based on these standards.

Outcomes of demonstrated Integrity include:

Managers provide regular updates to help employees know which
promises have been fulfilled and the progress being made on
other ones.

Employees are confident that their own contributions

are supporting the greater success of the business, which helps
them to concentrate more on performing those tasks that will
ensure the growth and health of the organization.

Managers lead the way in setting the tone for all interactions with

employees and customers and set the standard of behavior that is
expected in the business.
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« Respect

The respect dimension measures the extent to which employees

feel respected by management, by assessing the levels of support,
collaboration, and caring employees experience through management's
actions toward them through the following sub-dimensions of the Model®©.

. The Support sub-dimension assesses the provision of training
opportunities, resources, and equipment as well as appreciation
of professional accomplishments.

Outcomes of showing Support include:

. Managers cultivate an engaged, dedicated, and well-trained
staff and demonstrate to employees the importance of their work
and professional contributions.

. Creativity and innovation are likely to flourish as people feel
capable of developing and testing new ideas.

. Employees are motivated by sincere, genuine forms of
“thank you".
. People are encouraged to keep trying hard and take appropriate

risks that may generate productive, new ideas for the business.

. The Collaboration sub-dimension of Respect assesses
the quality of interactions and cooperation between employees
and management.

Outcomes of effective Collaboration include:
. Employees support the exchange of information and feel more
engaged in their work and attached to the outcome.

. Suggestions generated by employees provide valuable new ideas,
cost-saving practices, or practical solutions for the business.

. Employee involvement in the decision-making process increases
employees’ understanding of why decisions are made and helps
people to appreciate management’s decision-making
responsibilities.

. Employees develop a deeper sense of ownership in their work and

responsibility for successful implementation of changes because
they share in the decisions about how their work gets done.

| 12 HRECHO

The Caring sub-dimension of Respect measures the extent to which
managers show an interest in people’s well-being by providing a safe

and healthy working environment and benefits that support people’s lives
outside of the workplace. Caring managers are aware of the impact that
work has on employees’ personal lives.

Outcomes of demonstrating Caring include:

The workplace and work environment are more humane and people are
able to take care of themselves and respond to the needs of others.

People are able to be themselves and focus their energy on their work with
less worry about events that may be happening outside of their work lives.

Employees trust management and their sincerity and this carries over to

different types of situations, fostering a sense of loyalty and commitment
in the workplace.
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« Fairness

The fairness dimension measures the extent to which employees perceive
that management practices and policies are fair by assessing the equity,
impartiality, and justice employees perceive in the workplace through the
following sub-dimensions of the Model®©.

. The Equity sub-dimension assesses the degree to which there
is balanced treatment for all people in the distribution of
intangible and tangible rewards.

Outcomes of demonstrating Equity include
. Employees believe that they are seen by leaders and managers as
valuable members of the group.

. Employees feel comfortable offering their ideas and suggestions,
and also asking for help when needed.

. People’s bonds with each other and to the organization are
strengthened as a whole, serving as a resource when pursuing
new opportunities or addressing challenges.

. The Impartiality sub-dimension of Fairness assesses employee
perceptions of the degree to which management avoids
favoritism and actively promotes the fair assessment of people for
positions and work assignments.

Outcomes of demonstrating Impartiality include
. Employees believe that everyone has an opportunity to
contribute and succeed.

. People trust their co-workers and leaders to speak positively of
one another as a way to build up the team and encourage others.

. Employees perceive that preferential behavior is not tolerated
within their work groups and the organization as a whole.

. Managers and employees actively engage in meetings and
discussions to insure that a variety of ideas can be shared and
people know each other.

. The Fairness sub-dimension of Justice measures the extent to
which employees perceive that management promotes inclusive
behavior, avoids discrimination and is committed to ensuring fair
appeals.
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Outcomes of promoting Justice include
. Employees perceive that management is committed to creating
a workplace in which fair treatment is part of the foundation of

workplace operations; it is not to say that everyone gets treated
the same way all the time because different people can have
different needs.

. People trust that everyone will be considered to be of equal value
to the organization as human beings and that the policies and
procedures that the organization uses to make decisions will be
used in a similar way for all people.

. Employees are confident in an appeals process that provides

support and justice to front-line associates and supports
managers in their work.
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« Pride

The pride dimension measures employees’ sense of pride in their work by
assessing the feelings employees have toward their jobs, team or work
group, and the company workplace through the following sub-dimensions
of the Model®©.

. The Personal Job sub-dimension of Pride assesses how employees
view their individual contributions to the organization.

Outcomes of promoting pride in one’s Personal Job include

. Employees are engaged and productive because they feel they
make a difference or their work has an impact. They sense that
they make an essential contribution to the success of the
organization and their work groups.

. Employees believe that their work holds special meaning. This
pride may come from the knowledge that their personal skills are
unique or that the service they provide is of great value to other
employees and/or clients.

. The Team sub-dimension of Pride assesses the pride that
employees develop in their team, the team’s accomplishments,
and their willingness to give extra for the benefit of the team.

Outcomes of promoting pride in one’s Team include
. People have positive feelings about what they accomplish in
groups from participating in a collective success.

. Management recognizes that the success of the organization is
dependent on teamwork in addition to individual contributions

. The Corporate Image sub-dimension of Pride assesses how
employees view the organization and its reputation in the larger
community.

Outcomes of promoting pride in the Corporate Image include

. Employees are committed to the organization and enjoy telling

others about their work experience.

. Employees show a high level of commitment to showing up to
work, leading to benefits such as reduced absenteeism or
tardiness.

. People view the organization as an outlet for community service

and contribution to the world outside of the workplace.
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Camaraderie

The camaraderie dimension measures employees’ sense of camaraderie

in the workplace by assessing the quality of the intimacy, hospitality, and

community within the workplace through the following sub-dimensions of
the Model®©.

The Intimacy sub-dimension of Camaraderie assesses people’s
enjoyment of their colleagues, their sense that they can be
themselves, and that they can count on and support each other.

Outcomes of promoting Intimacy include:

People are able to develop genuine relationships with each other
that strengthen their individual ties to co-workers.

Employees feel they are able to be themselves and share their
unique gifts.

Co-workers are able to celebrate special events with each other
and acknowledge personal relationships.

People readily provide support and assistance
when it is needed.

The Hospitality sub-dimension of Camaraderie assesses the extent
to which employees feel the work environment is friendly

and welcoming and they can have fun and enjoy each other’s
company.

Outcomes of promoting Hospitality include

The organization thrives on positive morale and teamwork, which
helps people form ties with their co-workers and, in turn, benefits
retention.

A warm welcome in the initial stages of an employee’s tenure
prompts positive levels of camaraderie and sets the stage for an
employee’s deeper engagement in the life of the organization.
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The Community sub-dimension of Camaraderie reflects the
deepest level of camaraderie that is developed within a group,
and assesses the extent to which employees consider that there is
a sense of “family” or “team.

Outcomes of fostering Community include

Employees recognize that they are participants in a truly unique
organization.

People are confident that others will help them out no matter the
issue or concern and willingly share the same level of cooperation

when called upon by others.

Employees feel there is a sense of community when they are clear
that they belong, and they sense a “family” or “team” feeling.
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What is a Great Workplace?
The Manager View

From the Manager’s perspective, a great workplace is one where they:

« ACHIEVE ORGANIZATIONAL OBJECTIVES;
« With employees who GIVE THEIR PERSONAL BEST; and

+« WORK TOGETHER AS A TEAM / FAMILY in an environment of TRUST

There are nine practice areas where leaders and managers create an
environment of trust. Great workplaces achieve organizational goals by
inspiring, speaking and listening. They have employees who give their
personal best by thanking, developing and caring. And they work together
as a team / family by hiring, celebrating and sharing.

This fundamental model, confirmed by Great Place to Work through over
25 years worth of analysis of employees’ own opinions, is universal and
consistent year-over-year, country-to-country. It applies not only to all
organizations but to companies with diverse employee demographics.

How Can Trust Be
Measured?

We look at trust through two lenses. We assess the culture of the organization
through answers provided on an employee survey, the Trust Index©
Employee Survey, which is modeled on the five dimensions found in the
employee view of a great workplace. And we look at the workplace through a
Culture Audit®© Management Questionnaire, organized by the nine practice
areas in the management definition of a great workplace.

The most essential measure of whether a company is a great workplace is
whether employees say it is. Therefore, two-thirds of Great Place to Work's
assessment of your workplace is based upon the confidential and anonymous
feedback of your employees that we receive through our rigorous Trust
Index© Employee survey.

| 20 HRECHO

Achieve organizational
objectives
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This assessment is the starting point for any organisation, as it is focused on
measuring the behaviours that lead to a trusting workplace environment,
the most critical factor for creating a great workplace. The assessment asks
employees about behaviours that measure the way in which credibility,
respect and fairness are expressed in your workplace.

It also collects data about the levels of pride and camaraderie in your
environment.

The survey tool is validated annually, and is commonly viewed as the gold-
standard measure of great workplaces in both business and academic
research.

The Culture Audit© provides insight into your organisation's value system,
programmes and practices, and accounts for one-third of our total
assessment. The aim of this section is to express your company's unique
culture.

This questionnaireis usually completed by an organisation's humanresources
group. The Culture Audit consists of a series of open-ended questions,
providing the company an opportunity to share their philosophy and
practices in areas such as hiring, communication, employee development,
and company celebrations.

Evaluating Gaps between
Experience and Intent

Leaderscanfundamentally reinventtheirapproachto effective organisational
policies and practices through a complete evaluation of workplace culture
by Great Place to Work®. Great Place to Work will blend an analysis of your
employees' workplace experience, through our Trust Index© Survey, with an
assessment of your programmes and practices, through our Culture Audit®.

Through this process, we are able to identify gaps between the impact your
programmes are intended to have and their actual influence. We recommend
those areas that will be most critical to invest in to make future improvements
and provide insights that help organisation leaders be more effective and
efficient at creating a strong workplace culture. The key is to align benefits
and practices with a framework that defines critical programme areas and
the success factors distinguishing great workplaces.

| 22 HRECHO

Workplace Culture Assessment

The Culture Audit® Management Questionnaire

Inspiring
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There has been increasing debate
in the media as to whether

the younger generation in the
workplace born after 1980,
known as generation Y or
millennials,

are more entitled than previous
generations. Commentators
argue that millennials have
higher expectations in the
workplace given they have been
mollycoddled by their parents
and teachers as they have

been growing up, and expect
opportunities to be given to
them on a plate.

As a result they have been
accused of being ill prepared for
the demands of the globalized
economy where competition in
the workforce is cutthroat.
Growing research has begun to
examine differences between

millennials and previous
generations. For example, findings
from recent research suggest that
millennials exhibit a lower work

ethic than previous generations
and tend to see the workplace as
less important to their self-identity
(Twenge, Campbell, Hoffman, &
Lance, 2010).

Millennials are also more likely
to quit their job in the first

few months, switch jobs more
frequently than older generations
(Meister, 2012), and have their
own side businesses.

Despite this, organizations have
begun to recognise there are
distinct advantages to employing
millennials. They are technology
savvy and have greater
understanding of social media
than previous generations.
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They are also more adept at multi-
tasking, good communicators,
highly adaptable and more
accepting of differences in the
workplace. Recent research also
suggests that individuals with
higher degrees of entitlement
exhibit higher levels of creativity
in the workplace (Zitek & Vincent,
2015). Given these advantages,
and the fact that Millennials will
make up 75 percent of the global
workforce by 2025 (Deloitte, 2014),
it is imperative for organizations to
know how to manage this group of
employees effectively.

They are technology
savvy and have greater
understanding of social
media than previous
generations.

One factor which distinguishes
millennials from previous
generations is their need for
constant positive reinforcement.

In the workplace this has led
organizations to recognise the
tangible contribution of employees’
work in the forms of awards, e-mails
and prize packages. Such prizes
might include branded goods,

high tech gadgets and health and
wellbeing packages. Although

such practices are beneficial as

they engage employees and

build confidence, they may also
lead employees to feel insecure

in situations where they do not
receive positive reinforcement.

In addition, constant positive
reinforcement has led to a
significant increase in narcissism
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amongst the younger generation.

Research by Dr Jean Twenge

at San Diego State University

has established that levels of
narcissistic personality amongst
young adults today are around
double the rate they were two
decades ago. Although other
researchers dispute her findings
(Grant, 2013), it is generally agreed
that there are distinct differences
between millennials and previous
generations that exert an influence
on how different groups should be
managed in the workplace.

Millennials also differ from previous
generations in that they expect
greater feedback, more autonomy
and greater involvement in decision
making early on in their careers.

They also expect greater material
rewards and opportunities for early
advancement, but are typically less
willing to do the work required to
earn them. For example, although
research has established there are
no major generational differences
in terms of the extent to which they
valued intrinsic benefits, millennials
value extrinsic benefits such as salary
more than previous generations
(Twenge, 2010).

In addition to providing positive
reinforcement, organizations should
consider a number of strategies for
enhancing millennials’ engagement.

As well as providing competitive
benefits, organizations should lay
out a career path for millennials,
provide them with opportunities
to get involved in decision-

81% of respondents said
they should be given
flexibility to set their own
hours, and 70% said they
need “me time” at work

1‘\

. 4 "
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making, give them flexible working
arrangements, and furnish them
with continued professional
development.

They expect greater
material rewards and
opportunities for early
advancement, but are
typically less willing to do
the work required to earn
them.

A 2012 study of around 500
millennials by MTV, found that
81 percent of respondents said
they should be given flexibility to
set their own hours, and 70 percent
said they need “me time” at work
(Matchar, 2012).

Another survey by Time magazine
revealed that millennial employees
believe they should be promoted
every two years, irrespective of
performance (Sanburn, 2013).

Inordertomanagetheirexpectations
around career progression and
extrinsic rewards, organizations
should provide constant feedback
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to millennials through mentoring
and performance development
processes as to what is common
practice in the organization.

Recent work conducted by my
research team also highlights that
organizations can promote the
extra-role performance of entitled
employees by facilitating their
involvement at work (Newman, Lee,

Organizations can
promote the extra-role
performance of entitled
employees by facilitating
their involvement at work

Schwarz, & Legood, 2014).

In selection and recruitment
processes organizations should
also consider differences between
millennials and other generations.
For example, millennials have bene
shown to put greater emphasison an
organization’s brand or reputation
when making employment decisions
(New Zealand Herald, 2014).

They have also been shown to be
attracted to organizations that have

a positive social impact.

In  addition, when making
employment decisions millennials
also place great value on the
provision of development programs
and flexible working conditions.
Organizations  should highlight
such practices in their recruitment
materials when seeking to recruit

The need for constant
positive reinforcement

millennials.

In conclusion, organizations should
not ignore the contribution the
millennial generation can provide,
and find effective ways of managing
them.

In addition, organizations should
find appropriate ways to promote
intergenerational  understanding
between millennials and individuals
from previous generations. Without
focusing on the factors which
motivate  different  generation
of employees, organizations are
unable to implement strategies that
enhance mutual understanding
between different groups.

Time magazine
revealed that
millennial employees
believe they should be
promoted every two
years, irrespective of
performance

Millennials will make
up 75% of the global
workforce by 2025

Millennials are more
likely to quit their job
in the first few months,
switch jobs more
frequently than older
generations
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Your job is not
what you do, but
the goal you
pursue.

Yet most government officials limit
their careers believing that their job
is what they do. When | ask them,
“What's your job?” They give me
answers such as, “I run logistics,”

“I look after Human Resources,” “I
manage accounts payable,” or “I
organize training programs.”

I made the same mistake when |
became a professor at MIT. | was a
teacher; | assumed my job was to
teach.

What's Your Goal?

Human action is behavior with

a purpose. You act because you
want to bring about the future you
desire, a future you believe will not
come to pass without your effort.
So your action is successful when it
contributes to create your desired
future.

The value of your action lies in

its contribution to your goal.

This value cannot be assessed in
isolation; it depends on the action’s
impact on accomplishing your
mission.

| learned this thanks to the work
of Ludwig Von Mises, long after

| got my doctorate in Economics.
Until I read Human Action | never
asked myself what future | was
trying to bring about through
teaching.

In a flash of humbling insight |
realized that teaching is irrelevant;
what matters is helping students
learn. The value of a teacher cannot
be assessed by seeing him teach,
but by seeing his students learn.

That realization changed my career,
and my life. | stopped teaching and
started helping my students learn.
And when | became a consultant
for companies and governments, |
never “consulted.” Instead | helped
my clients develop skills that would
enable them to reach their goals.
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How would you
change your job
description if
instead of your
role you focused
on you goal?

Shifting your focus from actions to
goals is a good first step. But this shift
alone will not be enough to maximize
your professional value. As a member
of an organization, your individual
goal is not

your real goal.

Soccer Anyone?

If you play defense, what's your job?
Not to defend, because your job is
not what you do but the goal you
pursue.

So your job must be to prevent the
other team from scoring, right?
Wrong.

What's the goal of the team?
To win.

What's the goal of each and every
player in the team?
To help the team to win.

Imagine your team is losing one to

zero with five minutes to play.
Would you go on the offensive?
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Or would you stay back arguing,
“My job is to prevent the other
team from scoring; my job is not to
score”?

| bet you'd attack, because you know
that your real job is to help your team
to win.

Your real job is not to defend.
Defending is your role, that is, how
you normally do your job, but not
always. At times, attacking is how you
best help your team to win.

Your value as a player is your
contribution to your team'’s success.
If you confuse your role with your
job, if you think that your real job

is anything different than helping
your team to win, you will lower your
value and limit your career.

The value of
your action
lies in its
contribution
to your goal.

Government
Anyone?

Your real job is to help your
government (and | mean government
as a whole, not just your particular
government organization)
accomplish its mission.

Your job description describes how
you generally do this. But “generally”
does not mean “necessarily.” At
times, you must sacrifice your
personal goal (the lower) to promote
the organizational goal (the higher).

Your real job

is to help your
government (and |
mean government
as a whole, not
just your particular
government
organization)
accomplish its
mission.

And at times you must sacrifice your

organizational goal to promote the
government goal.

What's the mission of your
government organization? What's
the mission the UAE government?

If you can’t answer these questions,
if you don’t understand how

your actions contribute to these
missions, you cannot be doing your
real job.

If you are a member of FAHR, your
job must aim to “enhance the
capabilities of all employees of the
Federal Government Authorities

and enable U.A.E. Nationals to
assume specialized technical and
leading posts and roles.

Your ultimate goal, however, is not
even this one. The point of your
job (and your professional value) is
to support the UAE government'’s
vision 2021:

"making the country among the
best in the world contributing to
develop a cohesive society and
preserved identity, a safe, public
and fair judiciary, a competitive
knowledge economy, a first-rate
education system, a world-class
healthcare and a sustainable
environment and infrastructure".
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If you are to reach your full potential
as a government official, you must
never place “your third-priority job”
above the organizational goal (“your
second-priority job”), and never

the organizational goal above the
government'’s goal (“your first-priority
job). Otherwise, you will commit

a sacrilege, that is, you will give up the
higher goal to pursue a lower goal.

Your value as a government

official is your contribution to your
government'’s success. That's why, like
every soccer player, in order to win,
you must subordinate to the team.

There are times when a defender must
go on the offensive, even at the risk of
a counter-attack. If not, the team will
underperform. Worse yet, defense and
offense will play against each other
instead of align against the opposition.

Take two government entities: training
and finance. If people in training seek
only to maximize participants of their
programs, they will attempt to require
everybody to attend as many programs
as they can create. If people in finance
seek only to minimize training costs,
they will argue that no training
programs are really necessary and they
should be all cut. Everybody would

be pursuing their own goal, thinking
they are doing their jobs, but the
organization would surely fail.
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Unless all members of the
organization understand that their
common goal and sole measure

of success is to contribute to the
organizational mission, they will not
work together; they will not play

to win. And unless all government
organizations understand that their
common goal and sole measure

of success is to contribute to the
government’s mission, they will not
work together; they will not

play to win.

The realization of the UAE
government’s vision depends
on the collaboration of all its
employees.

It is crucial for every person in

the government to elevate their
perspective and bring together
their entrepreneurial energy to
create the masterpiece the His
Highness and his staff envision for
the UAE. But this goal will demand
not only the efforts of government
officials, but also the commitment
of all UAE stakeholders.

The crucial role of the government
is to inspire every individual related
to the UAE to participate in this
noble effort.

As Ludwig Von Mises said:
“Everyone carries a part of society
on his shoulders; no one is relieved
of his share of responsibility by
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others. And no one can find a

safe way out for himself if society

is sweeping toward destruction.
Therefore, everyone, in his own
interests, must thrust himself
vigorously into the battle. None can
stand aside with unconcern; the
interest of everyone hangs on the
result.”

Tearing Down Organizational Silos
Is An Inside Job Every organization
with whom I've worked has asked
me to help them “break down the
organizational silos and improve
collaboration.”

A typical example was a financial
services company where defense,

I mean credit managers, had the
goal of minimizing unrecoverable
debt. Meanwhile, offense, | mean
business managers, had the goal of
maximizing return on assets.

“You are imprudent, your

credit standards are too loose!”
complained the ones. “You are
overly conservative, your credit
standards are too tight!” decried
the others. Not surprisingly, the
company was not doing well.

These organizational conflicts
have a logical source. Let’s take
the example of a soccer team that
pays for performance. The typical
metric to evaluate the defense is

how many goals they allow the
opposition to score, and the one
to evaluate the offense is how
many goals they score against the
opposition.

If you play defense, would you
rather win 54- or lose 01-?

If you play offense, would you
rather win 10- or lose 45-?

Your commitment to the team may
lead you to choose the former,

but your coach's commitment

to "rewarding excellence,"

as measured by typical key
performance indicators (KPIs),
may lead him to lower your pay, or
worse yet, cut you off the team.

Unfortunately, doing your (real)
job may be hazardous to your
career.

This is the hardest problem

any organization has to solve:
How to incentivize its members

to pursue the best for the

whole (global objective)--

which requires them to not do

the best for their part (local
objective)--, while evaluating these
same members based on the
performance of their part (local
objective)--which will lead them to
not pursue the best for the whole
(global objective).

In soccer terms: How to incentivize
the defense to win the game--

Drop the
limiting belief
that your
organization
hired you to just
do your jobs

which requires them not to focus only on preventing the other team from
scoring--, while evaluating these defensive players on the performance of
their part (goals scored against the team)--which will lead them to not take
the team's goal as their primary objective.

In mathematical terms: How to optimize the system--which requires
subsystem managers to sub-optimize their subsystems--, while

evaluating these same managers on the performance of their subsystems--
which will lead them to optimize their subsystems, and therefore to
sub-optimize the system.

It is tempting to fault compensation systems and measurement systems for
organizational misalignment.

Certainly performance metrics certainly bear much of the blame. But even
the best system will not solve the problem. It is mathematically impossible
to align a complex organization made up of self-interested agents with
private information solely through financial incentives.

Organizational alignment requires leadership, culture, and clarity of
purpose. It demands that you, and every one of your colleagues, drop the
limiting belief that your organization hired you to just do your jobs. Only
then, you will be able to fulfill the mission that inspires all of you to join the
government of the UAE.

So what will you tell the next person that asks you, “What'’s your job?”
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We commonly think of leaders as strong personalities who have

a vision and set the course for the organizations they lead. But

leaders increasingly find this view lacking. In his essay “The Globally

l] | . Il “ Integrated Enterprise (http://www.ibm.com/ibm/ideasfromibm/
_l- | l. us/integration/010607/images/leaf1/The_Globally_Integrated_

R ). o Enterprise.pdf),” Sam Palmisano, Chairman of IBM, explained
= r‘ < = “Hierarchical, command-and-control approaches simply do not

U work anymore. They impede information flows inside companies,

hampering the fluid and collaborative nature of work today.”

This observation is particularly true for public-sector organizations £
in today’s environment, which encourages leaders to be both averse

v

to risk and highly responsive to change. Public-sector leaders often
work against a backdrop of unexpected political and policy changes
and crises. In addition, their roles may be further constrained by
the term limits they face as political appointees or elected officials.

Their organizations also face pressure to offer increasingly complex
By: Jeffrey Chua, Martin Reeves, services and to adapt to new technologies—all while subject to
Michael Shanahan, and

Roselinde Torres high levels of public accountability and scrutiny. A traditional

command-and-control approach ignores the realities of the current

T A I climate and the needs of teams that often remain long after politics
oston Consulting Group BCG | Copyright and all
intellectual property are reserved for The Boston and policy have left their mark.

Consulting Group BCG
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Our research and experience suggest
that the fundamental shifts in today’s
environment compel us to rethink
the nature of strategy, organization,
and consequently, leadership.

Consider the following trends:
Turbulence and uncertainty have
undermined the effectiveness
of long-range forecasting and
traditional strategic planning.

How can leaders chart a course when
they can't predict the outcomes of
their choices?

Government agencies are
increasingly interdependent—and
often have overlapping missions or
scope.

When boundaries are blurred,
who leads whom?

The pervasiveness of digital
communication and technology
has made every organization an
information organization.

In such an environment, how

can leaders ensure that their
organizations are reading the right
signals and acting on them?

The pressure on public services is
intensifying as populations age,
expectations rise, and resources
become more stretched.
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How can leaders build up society’s
trust in public organizations? How
can they harness the creativity and
passion of the workforce to deliver
more from the same resources?
Some environments are mature and
predictable, while others are highly
uncertain.

How do leaders ensure that they are
taking the right approach—or the
right mosaic of approaches—for the
specific challenges at hand?

These shifts call for adaptive
strategies and organizations, and
they require leaders to become
adaptive as well. Adaptive leaders
create conditions that engage
employees at all levels of the
organization and enable them to
achieve common goals particularly
in an environment of uncertainty.

Dimensions of
Adaptive Leadership

There are four dimensions to
leadership that distinguish the
adaptive leadership model from
more traditional leadership models:
navigating a new environment;
leading with empathy; learning
through self-correction, and creating
win-win solutions.

Adaptive leaders
must embrace
uncertainty

and adopt new
approaches if
they are to chart
a course amid
today’s turbulent
conditions.

Adaptive Leaders Must Strenghthen Their Capabilities

Across Four New Dimensions

Adaptive Leadership Differentiators

N avigate

W in and win E mpathize

S elf-correct

Source: BCG analysis.
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Navigating the New
Environment.

Nelson Mandela once said,

The ways in which we will achieve
our goals are bound by context,
changing with circumstances even
while remaining steadfast in our
commitment to our vision.”

Adaptive leaders must embrace
uncertainty and adopt new
approaches if they are to chart
a course amid today’s turbulent
conditions.

- Manage the context in which
actors interact, not the rule book.
Amid uncertainty, rigid rules
can be counterproductive as
they often force managers and
frontline workers to be driven by
compliance rather than results.

The adaptive leader sets priorities
and objectives and makes
managers and frontline workers
responsible and accountable

for achieving those desired
outcomes. In the education
sector, for example, some of the
strongest-performing school
systems handed responsibility

for the performance of individual
schools to their principal or school
leader, empowering them to make
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decisions based on the particular
needs of their school and its
students.

» Cultivate a diversity of
perspectives to generate a
multiplicity of options.
Traditional models of leadership
may emphasize compliance, but
adaptive leadership styles de-
emphasize hierarchy and make
dissenting opinion compulsory.

Adaptive leaders take into account
the perspectives of workers, who
are responsible for delivering
frontline public services and

are most likely to raise critical
questions about external realities.

« Allow leadership to be shared
and to emerge from the given
context. In a volatile world, no
single person can lead at all times
and in all situations. The role of the
leader should be assumed by the
person that is in the best position
to guide or make decisions.

In the public sector, a model

of shared leadership should be
considered as well, particularly
for divisions or departments with
politically appointed leadership.
This type of model promotes
consistency and allows for
changes to become fully realized.

Adaptive leaders
take into account
the perspectives
of workers, who
are responsible for
delivering frontline
public services
and are most likely
to raise critical
questions about
external realities.

Creating Win-Win
Solutions. Adaptive
leaders focus

on sustainable
success for both
the organization

as well as its
external network of
stakeholders.

« Constantly question the world
around you. Adaptive leaders
are always looking outward and
realigning their organizations with
the shifting environment. They
read between the lines, intuitively
grasp patterns that may be masked
by complexity, and test their own
assumptions by running through
“what if” scenarios.

Leading with
Empathy

Adaptive leaders create a shared
sense of purpose and manage
through influence rather than
command and control.

« See the world through the eyes
of others. By understanding
alternative perspectives, adaptive
leaders cultivate and embrace
the cognitive diversity that
underpins adaptive organizations.
Their ability to empathize with
colleagues and other stakeholders
enables them to exert influence
across boundaries. By seeing the
world through the eyes of others,
these leaders also extend their
ability to see patterns in a complex
environment.

« Create a shared sense of
purpose. Relative to private-

sector companies, public-sector
organizations have an amplified
emphasis on mission since their
critical focus is serving the public,
and this must be reflected in the
shared values of everyone in the
organization. Adaptive leaders
identify the shared purpose

and work out how to harness

it and empower employees to
deliver results. For example, the
crime division of a state police
department wanted to be able
to solve crimes more quickly and
successfully.

It needed to be more agile and
more able to rapidly reallocate

the police resources assigned to
particular crimes or threats at a
given moment. To do this, many
police officers in the division
needed to develop a more
generalist skill set rather than deep
specialization in particular types of
crimes. The challenge was getting
everyone in the department to
change their mindset and focus on
the goals of the department rather
than the goals of the squad or
specialized unit.

« Reward accomplishment with

autonomy. Adaptive leaders
reward people for what they
accomplish, rather than tracking
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hours or tasks. Public-sector
leaders must motivate employees
with nonfinancial rewards, such
as giving employees time to
pursue causes that are of interest
to them and that further the
mission of the organization.
Adaptive leaders understand

that real commitment comes
from individual opportunities for
autonomy, mastery, collaboration,
and recognition.

Learning Through
Self-Correction

Adaptive leaders encourage—
indeed insist on—experimentation
by creating safe, no-risk
environments internally. Of course,
some experiments will fail, but that

is how adaptive organizations learn.

- Enable individuals and teams to
learn through experimentation.
Adaptive leaders need to
develop platforms that enable
experimentation and learning,
including opportunities to reflect
on successes and failures. Leaders
should also align rewards with
experimentation in a way that
doesn’t punish “failure.” Many
government organizations tend to
shy away from innovation.

But the government of Singapore
has demonstrated how to foster

a culture that is open to change
and innovation through its “Public
Service for the 21st Century
movement.

The program empowers individual
public-sector officers and self-
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organizing teams to initiate
changes, improvements, and
innovations from the ground up,
while management is obliged

to consider suggestions and
proposals.

« Develop your organization’s
“signal advantage.” In a changing
environment, organizations have
to detect, filter, and decode signals
in order to anticipate and respond
to what's coming next. This can
be a challenge for cumbersome
bureaucracies.

Leaders should ensure that their
organizations are constantly
looking outward and staying

close to their constituents and
stakeholders. In many cases, this
means developing an internal
risk-management function that can
formalize the practice of observing,
understanding, and mitigating
mission, operational, and

financial risks.

« Increase the agility with which
the organization is able to correct
itself. Adaptive leaders minimize
the number of layers between
the field and the leader and allow
decisions to be made at all levels
in the organization. As retired U.S.
General Stanley McChrystal told
The Atlantic “Any complex task
is best approached by flattening
hierarchies. It gets everybody
feeling like they're in the inner
circle, so that they develop a sense
of ownership.” Creating Win-Win
Solutions. Adaptive leaders focus
on sustainable success for both the
organization as well as its external
network of stakeholders.




« Build platforms for collaboration For many government organizations,
success depends on the engagement of other government agencies and
entities—and may require collaboration across different geographies.
Technology now makes it possible for large groups to collaborate on
complex tasks.

Strong adaptive leadership can help empower employees to collaborate
effectively: The Australian government, for example, launched a
collaboration initiative called (GovDex) to enable government agencies and
third parties to share documents and information, author collaboratively,
manage tasks and issues, and engage with project stakeholders.

« Deploy leadership influence beyond the boundaries of the organization.

In the absence of formal authority, leaders must structure their interaction
for win-win outcomes and use “soft power” such as vision, charisma,
networking, and collaboration to exert influence.

This will help public-sector leaders mobilize their wide-ranging network of
stakeholders and others with aligned interests.

Modulating the Leadership Model

Unpredictable environments will require different leadership styles like
those characterized above. Not all environments or challenges are alike,
however. Just as different organizational models are needed for different
environments, so too are different leadership styles.

Over time, an organization might move from one leadership archetype
to another—for example, during periods of major policy reform, stable
organizations can be disrupted, and a shift to a more experimental style may
be more effective. Or when an organization is facing a period marked by
more stable policies and less reform, then a more deliberate, analytical style
may be optimal.

When an organization is not yet adaptive but needs to become more so,

strong individual leadership may be required initially to disrupt the status
quo—but might later give way to a more collaborative style.
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Learning Through
Self-Correction. Adaptive
leaders encourage
experimentation by
creating safe, no-risk
environments internally.
Of course, some
experiments will fail,

but that is how adaptive
organizations learn.

There is no universal checklist for adaptive leadership, but leaders
who are focused on the four dimensions we’ve described will be
better equipped for a turbulent and unpredictable environment.
To gauge how adaptive your leadership model is, ask yourself and
your leadership teams just three questions about what you are
doing and how you are thinking as leaders:

« How many of the adaptive leadership
practices cited above do we currently
employ?

« Do we have the right leadership model
for our specific environment?

« What changes could we make to develop
a more adaptive leadership model?

We conclude with a quote from John Clarkeson, former CEO
of BCG, who presciently and vividly sketched this new model
of leadership 20 years ago in a BCG Perspective titled “Jazz vs.
Symphony :

"Leadership will flow to those whose vision can inspire the
members of the team to put their best abilities at the service of
the team. These leaders will create rather than demand loyalty;
the best people will want to work with them.

They will communicate effectively with a variety of people and
use the conflict among diverse points of view to reach new
insights. They will exert influence by the values they choose to
reinforce. They will make leaders of their team members".

HR ECHO 47 |




Je }mportance

ployee
gagement
N Government

flanagement Association

permission from the
tellectual property

There has been a great deal

of focus globally on employee
engagement. The Boston
Consulting Group’s 2016 report
“Creating People Advantage
in the Public Sector” identified
engagement, behavior and
culture management as one

of the three areas requiring
urgent action, since it is
critical to future success, but
current capabilities are low.
The Deloitte Consulting Global
Human Capital Trends 2015
report found that culture and
engagement were rated as the
most important issue overall.

Research shows that the
importance of increasing the
engagement of employees
cannot be overstated.
Organizations with engaged
employees perform better
on a variety of metrics than
those with less engaged

employees. For example, in
2014, the International Public
Management Association

for Human Resources (IPMA-
HR) conducted an employee
engagement research project
of state and local government
employees in the United
States. There were close to
2,000 employees from 21 state
and local governments that
responded to a survey.

The research found that
engaged public sector
employees are five times more
likely to be very satisfied,

five times more likely to
recommend their employers
and four times less likely to
leave. Gallup, a leader in the
employee engagement field
has found that organizations
with a more engaged workforce
are about 20% more productive
than those with low levels of
engagement.




In the book “Engaging Government Employees”, Robert Lavigna, the book’s
author notes that there are differences between managing in government
as compared to managing in the private sector and many of these impact
employee engagement.

Among the differences he cites are: political leadership that can change
frequently, employee morale issues due to criticism of government
employees, public visibility of government actions, multiple external
stakeholders, and limited financial tools and incentives to influence employee
behavior. The work of government is critically important to the health and
well-being of its citizens. Governments will have positive outcomes from a
more engaged workforce and its citizens and society overall will benefit.

What is Employee Engagement?

Robert Lavigna notes in his book that there is not one accepted definition of
employee engagement and the variety of definitions have created confusion
as to exactly what is meant by this term.

The Conference Board, a nonprofit business membership and research
organization headquartered in the United States defines employee
engagement as the “heightened emotional and intellectual connection
that inspires your employees to make discretionary effort at work.” The
United States Merit Systems Protection Board has stated that employee
engagement is “a heightened connection to work, the organization, the
mission or co-workers.

Engaged employees find personal meaning and pride in their work. They
believe that their organizations value them; in return, engaged employees
are more likely to go above the minimum and expend discretionary effort
to deliver performance and support their colleagues and the organization.

Engaged employees have made a choice to go above the minimum job
requirements.” The consulting firm Blessing White offers the following
concise definition — engaged employees plan to stay for what they give,
disengaged employees stay for what they get.
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The research found that
engaged public sector
employees are five times
more likely to be very
satisfied, five times more
likely to recommend their
employers and four times
less likely to leave

More engaged
workforce are about
20% more productive

Governments will have
positive outcomes from a
more engaged workforce
and its citizens and society
overall will benefit

(96%) strongly agreed
that they are focused

on serving the public

with integrity

There are different levels of engagement. Gallup has identified the
following 3 levels of engagement:

. Engaged-have a passion and connection to their organization.

. Not engaged-They put in the time every day, but without any
passion or energy for their work.

. Actively disengaged — Employees who are unhappy and who try to
undermine what engaged employees are trying to accomplish.

What Drives Employee Engagement in the
Public Sector?

As part of its 2014 employee engagement research project, IPMA-HR
developed an employee engagement index that identified the key drivers of
employee engagement in the public sector.

Key Drivers of Engagement Index

Feel Sense of

Accomplishment

Feel Defined
Valued Goals

Can Make

A difference by Proud

to work
here

working here

Focused to
serving the

public with
integrity

Size of the box reflects the degree of importance of the attribute in impacting engagement
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Overall, IPMA-HR found that 47% of government workers were fully engaged
in their jobs. Fully engaged was defined as responding ‘strongly agrees’ to
the questions on employee engagement.

The key drivers of employee engagement are those attributes that explain
why employees gave their ratings to the question — I'm fully engaged
in my job. The majority of the drivers of engagement are emotional and
these attributes capture the emotional connections that state and local
government employees feel toward their organizations. This contrasts with
job satisfaction the attributes of which are more transactional. Almost all
respondents (96%) strongly agreed that they are focused on serving the
public with integrity. Other strong drivers of engagement include:

. | feel a sense of accomplishment in my job

. | feel | can make a difference by working here
. I have clearly defined goals and objectives

. I am proud to work here

. | feel valued here

As you can see from the size of the boxes in figure 1, not all of these attributes
are equal.

There were 75% of the survey respondents who indicated that they strongly
agree or somewhat agree that they feel a sense of accomplishment in their
jobs. A similar percentage of survey respondents strongly or somewhat
agreed that feel that they can make a difference by working for government,
and that they are proud to work for government. The other two drivers of
engagement, scored lower on the survey, with only 59% agreeing that they
have clearly defined goals and objectives and 57% reporting that they feel
valued. Governments need to implement practices for making employees
feel valued and giving them recognition through ongoing reviews and
awards to recognize excellent performance.

The survey found differences based on age and level within the organization,

with senior executives and senior managers plus those who are at least 55
years old being more engaged. This is not too surprising since those in senior
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Engaged employees are
more likely to go above

the minimum and expend

discretionary effort to
deliver performance and
support their colleagues
and the organization

Senior executives and
senior managers plus
those who are at least
55 years old being more
engaged

Employee engagement
in government leads to
citizen/client satisfaction,

which then leads to citizen

trust and confidence in
public institutions

Employee surveys is the
most valid and reliable
way to assess employee
engagement

positions have the ability to impact the organization to a greater extent and
they will tend to be older.

For comparison purposes, the Marcus Buckingham Company released its
2015 Global Engagement Index, which focuses on employee engagement
across sectors in 13 countries. The percentage of fully engaged employees
ranged from a low of 13% in Argentina and Spain to a high of 19% in China
and the United States. Despite cultural differences between the countries in
the study, the one item that demonstrated the greatest power in explaining
engagement in every country in the study was:

« I have the chance to use my strengths every day at work.

The study authors concluded that “Although corporate methods, behaviors,
and values vary by country - and by industry — the most powerful human
need at work remains the same: help me discover my strengths, and help
me use them a lot.” This item is similar to | feel a sense of accomplishment in
my job that was one of the strongest drivers of engagement in the IPMA-HR
study.

Engagement Drives Public Sector Performance

The United Kingdom Civil Service has made a strong commitment to
measuring and improving engagement across the British government,
including by conducting the annual Civil Service People Survey of British
civil servants. The survey results demonstrate that government departments
with high engagement levels perform well on department capability
reviews — a key metric of departmental performance. In the United Kingdom
government, 78% of highly engaged public servants say they can have an
impact on service delivery or customer service — against only 29% of the
disengaged.

Research on employee engagement in Canada also shows that engagement
drives outcomes that are important to government. Heightened employee
engagement is one of the three building blocks in the public sector service
value chain. According to this model, employee engagement in government
leads to citizen/client satisfaction, which then leads to citizen trust and
confidence in public institutions — an outcome that is critically important to
the health of the public service.
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Employee Engagement Process Model

Employee engagement process model contain five steps: 1) plan the
engagement survey, 2) conduct the survey, 3) report and analyze the
results, 4) take action on the results to maintain strengths and improve on
weaknesses, and 5) sustain improved engagement over time, including by
re-administering the survey. The process is continuous. Communication is
at the center of the model - the core - because it is an essential ingredient
of every aspect of the engagement strategy and is critical to both short- and
long-term success. Communication needs to start early and occur regularly.

Plan
Sustaining
Engagement & Conduct
Re-Survey
Communication
Taking Report &
Action Analyze
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In order to improve employee engagement there is a need to measure it
through employee surveys. This is the most valid and reliable way to assess
employee engagement, particularly in government, where other measures
such as turnover and performance evaluations may be problematic.
Employee Engagement Best Practices

Here are some employee engagement best practices that were identified by
the global consulting firm Blessing White that can be used by organizations
that are committed to improving employee engagement.

. Adopt and communicate a clear and practical working definition
of employee engagement.

. Demonstrate senior team commitment - in deeds and in words -
to building a culture of engagement.

. Develop a well-planned inclusive organizational strategy for
engagement.
. Run an engagement survey on a regular cycle with a focus on

continuous improvement of internal results and achievement of
strategic priorities.

. Communicate findings and organization-wide action plans in an
open and honest fashion.

. Establish roles for executives, managers, and individuals in
making the engagement of each employee a daily priority.

. Establish employee engagement champions throughout the
organization to support the initiative in between survey cycles.

. Equip manager to involve their team in understanding the
findings and increasing team engagement.
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Actions Taken By Government to Improve
Employee Engagement

Listed below are some actions to improve employee engagement that
are highlighted in the book “Engaging Government Employees” and have
been taken by governments.

« Leadership

Leadership is critically important to the engagement of employees in
organizations. As noted in the engagement best practices, senior leaders
need to make engagement an organizational priority and demonstrate
this through their words and actions. In the United Kingdom, the national
government created a government-wide employee engagement program
team in the prime minister’s cabinet that among other tasks was directed
to “embed the concept and practice of proactive employee engagement
across all levels of civil-service leadership and management.”

In the United States, the head of a large federal agency that was ranked
last in the annual best places to work in the federal government study
made a commitment “to engage people and really change morale and
opinions...” Among the steps taken were conducting listening sessions
with employees and the changes resulting from employee input were
shared with employees. The department’s score in the best places to work
report improved significantly the next year.

« Leadership Development
Governments have taken action to upgrade leadership competence.
Supervisory training programs have been developed and/or enhanced
by governments. Included in the training programs are strategies on how
to foster and improve employee engagement.

« Communications
The importance of communications as a tool to improve engagement was
discussed previously. One government developed an approach to ensure
that accurate information was provided to employees by their supervisors.
Another government created an internal ombudsman position reporting
directly to the head of the organization to handle employee issues and
grievances. An internal website was created that allowed employees to
submit questions and get answers on workplace issues. A cultural change
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council was established consisting of employees from all divisions and
levels to develop ideas on improving communication and empowering
employees.

Employee Feedback

Governments seeking to improve engagement need to involve employees
in decisions. One US federal agency developed an IdeaFactory, which is
an online system to gather and share employee opinions. Employees
post ideas online and other employees’ rate and comment on the posted
ideas. Senior leaders and program managers respond to the posted ideas.
Suggestions that are implemented result in employees being sent to the
agency headquarters to help implement their ideas.

Positive Work Environment

Governments have taken steps to help employees improve their work/
life balance through implementing flexible work arrangements such
as flextime, compressed workweeks, job sharing, phased retirement,
working remotely from homes or mobile worksites.

Enhanced Opportunities for Career Growth

The IPMA-HR employee engagement survey found that employees with
620- years of tenure were the least satisfied with career development
and the least likely to believe that their organizations have strategies to
maximize career development. Since they are the group most likely to
move into leadership positions when retirements occur, governments
need to devote attention to career development. One government has
implemented several actions to enhance career growth of its employees
including: implementing employee training plans; creating more cross-
training and internal training opportunities; encouraging and supporting
technical certification; offering self-paced online training resources; and
linking employee training to the agency’s strategic and tactical plans.

Governments today face a challenging environment and provide critical
services to their citizens. Research has shown the positive impact of
having a highly engaged workforce and this is crucial if governments are
to provide services in the most efficient and effective manner possible.
This requires the long-term and ongoing commitment to employee
engagement by both the senior leadership and government employees
at all levels.
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1gals nill plaall gi lagéal caill
wo alall wle ouig Wlainin
ol guakgall juaai plall claall
dlan gabgall cliac] Jio illa e
0gHHg 0gainy Las pLisll Asgll ga
auwigall dllwy jis lea also o
Wikill wle ggjalall aalall paaig
uasall ga il disganll alaljil G
ygleillg (laillg GileTwlll disjall

.0lyicllg

plell clhoéll (no aalall wnle Cnsuiy

Jia &ille i GlolSay gualagall jyaad

plsll Ao6gll ga dlaa grahgall cliac]
jisd laa also (o ggitng ggaiay Loy
duuiugall dlluy

Jpaiwly elga ga pllell pisl .
nle guyalall 831811 i aad) laflas
dalch ggagdig ajlall (nl] wisill
iyl i g0 pailwingo pyai
ugead Jghull gy la ggijs pas
o1 oSy enill alailll gwan J<idy
alinjall gguisng yo=ill lapasy
o pseill Gyl ge pay dnlall
.«1a% diaa gl 13la» Glagyjlivw

diclgll aalall
1gsult WISl wnle gjalall aalall ging
pe 83Lally ggegiyg wall ISjidio
&plpullg 1alglly éaliall o Uay puiiill

Wl JUs ga ggsi Gjtaiall dalall
Gplapullg palgilly yuylg

a1 gguc JUb ga pllsll wnl] jhil «
dhadl jhill alaxg pas JUb ga
WiKill nle ggjalall aalall peay
aps pcy onall cnojeall ggiill
paifaig @Kl wle aludgall
lajll 20 Whlsill wlc paipba
ga asllell ald dlaall ga pajdg
pgug agall pc padgdi lauy
wl] jhill peg lagi 8lall Uda
auugiy (ATl ggic JIb ga allall
iy o blaill &gy wle paips
.83b90

€giill @iKill (nle ggjalall aalall peay
Gluidall 836 pcny il (noyeall

Wially ¢jidia jgsull dcling pb +
«alall glhall alspn ga dijléallio
djgnry plall clhbll Aludiida 3
@jsyi 995y dun dllwpll enle &pus
@xd gai Lgne dawlh §jgny
W6 Ba gusei gf wug Jgaaall
staall gy @Sjidiall aall daghia
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annill JUa ga plsill
(nilall

U9y i «aisill nle ggpalall Galall edudy
adly diol aliy dclin JUd ga wyaill wile
Waué Jlll dsulyg .Jalall (s phall ga
ddyphll (e o gslg Ll yasy Juuar
@Isill (nle )s1a01 aluigall 1ay pleii nill

JUs ga plsill ga Gallg slo¥1 gusai «
Wiill wnle ggjalall aslall glingg wyaill
pill gSai ill aliiall yghi i)
o psaill gage ells (o lay cplsillg
aalall wnle gisiy LaS cillaallg cilalaill
U ddjphy Wil g0 alslsall by clas

«@laalll» (nle wdled

] dlogsall dluwingall ga spsll Jiaig
dagsh Ji U1 Kl ge lawaily wiii gi
daidia Golaf jyjei oS G &jgoleiw
daxall» laispy JUa o jIsillg jusill (nle

g pitllg enalall gy6ll dalsll

plall glhdll (nlggua aaliphl  Jgug
o cgpiill ailall pihiill Gjog alpollg
laiva go aljisillg aliwnillg clpysill
dajla &)Ul ggsi g o (pliall nllg

alalyisll (o yhill

pSiwuinga gan «ajLill Gjra» pghi

gixiy iRl dsypw dailall dull Ji (nao
dpod Clog «dbii «SLuis! aliuugall e
il wgw lal @laiwllg gsgill dljLill
dyalpdgpull lixai 1aa JSdy gf g<arg Ll
alhilgiany gi 818/ cnle (nsuiyg .ddm pall
wlc Laléyg aylall (] yaiwall pailuiige
Aslsll Gl dlaallg pajgand ga djjbe
dlaiwl 1aa cnisy AUl ga pis (nog
laiSa) il @slall yhlaall ajla] datag
anyll dwjlaa wle rawll gilhll clan]
jhlaallg .plaall jhlaa Giedig pasll

illallg dilsudill
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il 61 3dg—_ai j} 1g i

2ag .allci dogngall elli Jia aaliall dalira wyllwi asuw)g_l.o.” pe alindl Lﬁ.laJ_l
35lai (] dals dlia i lalieg .dayliia alaillg aliyll sias cuuld cla
.aalinall aalsll wllwi ] dala T.DJ] cliao «liull wlinal dolisa dlahii
wnleg AT W] @aldll p3lai A ga duuiddall 6 «(16gl1 jgpa 209
aluiigall Jhsii gi gSoy @iyl alulpull alln] alis JUas Jliall Juw

ayllso Jist dinpaill (no geaa hai (] Jgaill ggs) laijg dpaiwall

go Julallg Taiul sVl Glulwlly pwli 46 dwdgall algi Loaicg
Jioll ga rliaill ugludl Iy (nle cngjiall aaill ggs) g gSaw Lol
«lAS aun’ i W] aliad laiklg Wisill wnle a1 8)3l6 duiigall g<i U laaicg
2ingll dlla Juhsil @l (o d@igall @iapall élall il dla elia ggsi 286

dliglsi JisT yglwl clls asy Jlaall slws] o galyl

aalall gslg «&isill tnle &)a1811 aalisll 633ga dlalle dieapa dails lia Cuuyl
8)g1 guiian ggigSuw laliong cnill eyl sleyUl tnle paalaial ggjSy giall
23gai WIKi taa yulidlg .aebgiall pég dphinall diyll ga Jalsill Jnof
dliwi a@illi p<) dnlall é3lisll §Gpog pSwaii Igliwi gi psile <) galall daliall

6316 pSangy ggjsai psi] Wisg «aleay ggaghila Jga o

allci a)gSaall elli (o @isill cnle ajalall @slal alujloall sac ga ps »
§lill> laalhgi enill

Sanlall liiinl wwliall 63Lal 23gai ¢llai Ja
slaisi Jisi 63145 a3gai pglail lay pLN LiSey il ljysill (i Lo

Gl nagoiill guddl «ggus)lIs gga» ga gulish dlléall ada aidig
laa danlg 4jgnig Gioli apny awy nall aljlaiwll ghwgr dcgaaal
@i g G Gy aipii Jlao (s lale 20 J1s Exliall o apaall 23gaill

«diigaawll Jilda jlall cnéuugar glgisy

@l cliaci plall pald) agai gi gSay guall clilgl ] aalah Glwii g
alall Uga Jasuug .Giall dexd o paililkalg pailjns Jnol gag wll
pas0 Ja=ll (b galahil Jinsi wépy Wwqug Vgl gulaill ga Uay gl eale
ggexiiuyg yalahl ga dcdiia dcgara ga J1Rall Julgill (no ggaziuw las

.83133 (ng) ] Jgingll dcgiiall phill alaag gy wylaill

ga &b ggeinpwg dajjei ggjlivg cnill auall JUs gao pitill gguw)las Wgwg
.aa=a gglasy (pall Guyoll clihcl
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Jieal G jh gc drb=a
aiag «najall Jubwill
lgjsuinl dnjall glaall

_agalall @il (o pai
ljgsult gg)ghay paraililg

m g

wle ggjalall aalall Jg_jJ
Alaiwall alaill w(ile WiKill
¢llasg aungall ga Y51
Al dnglall dlanll dswil
dollall

wle ggplall aslall Jléig .lawoi
g4 dagagall aléihll sac o WiKill
aljlyéll slail ggaauug ailéllg glagall
Auntgall (o algiwall graa wle
acldiall (Sipall Jlyiall J18 lasg
L« CLiilliT 1a» dannl JliugSla enliliw

g0 yaell dpwilly .gglsill Glaia cliy «
tle alaill saisy dlagsall Alwibgall
dingsall lijallg Glunwgall el
pe gglsill poll alhiy layg bl
Gifa a6g .dalive dislea  (Ghlia
o djus alegada gglei g Ul Laglgisill

.axdsall plaall i

wle dlsll aalall aclwi gi gSaug
aglsill go guahgall giSai (o Gl
ad6 Jlall Juw wleg :Jld6 JSiy
glsill &l dullyiwl] dagsall CGalini
wnayi GovDex ((usia wge) lale Giélhi
Glyhillg diogsall aluwgall gusail
«wilagleally @iligh Jali o dillill
plaall  dja]g  yidiall  yliillg
dalnall ylani 2o hlaillg Jiluallg

-&ylitall cpo

aluwgall ¢lpdl wle alaill aaisy
Ul gl layg wpll diagsall
.daling diolpen (Ghlia pc gglsill

.auuugall agan ojla aalisll Agai i o
wnle Gy dgauyll dalwll Glie Jb (o
Ailiill @uéail palclai @< aslall
agall» plasiwlg Wlphil graal dalill
Julgill dajylshl &gl Jio «daclill
acluy Wguwg .Agaill dwjlaal gleillg
paisui disei wle plall clhall 856 1aa
asllall aly alaall go @Glaill dswlg

-Gaylitiall allnall ngd ga pajpcg
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dlleall dSjlitall @Guéai dwns wle Lalle dwaall go jus a6 wniy
w6 gualhgall Ylja @la» glgisy 2016 plal jslall layyai (nog gualagall
aolaill dlleall &SJhim.I] aylitiwl] ghwg degara Gaa «plell clhall
IJqu ¢llag dalc ]Sp.l wlhii enill @il allaall ga daalgs ¢lglull &)lalg
l3a o dllall alilkall gi LS «nlidiwall ab.l.ll G (o laiaai
W jan dylitiwl] Cyglyy @Spil a1 st Las l.u.u.u" 1en a=i Jlaall
Gubaig a6161l gi enpind] Jlall guiy cné drallell alalaill gliy 2015 plsell

.arathgll Llnél G615 gan dwaal JiSU uitnsll glass dlleall d5)jliall

dund lay whai anill axljiall daaill (o dUlkall g<ay U aii Gl angig
g9=iai) giehga ani ill Alwwdall <5io grahgall dlleall ds)liall
g alwliall go dcgadal laog Jnsl ggsy dlleall &)liall g Jlc jaa)
Juw cnle 2014 ploll ¢rad (@Sl J61 gralhgae pai cnill aluuwgall clai
legpita IPMA-HR & il ajlgall dalsll ajlalll nlgall slailll tnjai (Jliall
AlLUgll tlagsa wnahga gan grahgall dlsall &S)jliall Gad Jgliiy Liay
ahgall sac jali 269 «@Sipall daaiall Allgl (o ddaall Glagsallg
dagsag wlg dagsa 21 o whga 2,000 wnllga &l 1aa ga 1gSyL ¢pall
ug=iaiy uall plall glhall cnalhga Jra allaisl gi dayll jahig .dylao
«lpa dwas psi Ladh jg=ddl wl] dllall éSjlitall go ddle aligiuag
pSi lale liillg layal gglasy eaill Jasll dlad axa ] palia dllaialg
g Gallg alaall ada i ] palie allainl Cils laiy dLayi alpe duady

alpa dsyji 481 3T Jac

]
dllsall aSJhu.olIl
giagiall

03l pitig Jlaal] 3@
Qslall Ggan gradg
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LIl 1gaxs dllsall &Sjldall ga dlle dhgiway gghay il ggahgalls
iy @Spl glo dajgug .«darhgll allhial (isdl all jglai (o Jiaiall
aligiway ggsiaiy guall gualgall Tpaiaa laysi Class dyliiwl] «ylga
palac (o cladl gghhay gall gralhgall paily paang (o Jiai dlss as)bive
W6 ggay gl pa @Sl JoUl gratgall gi g (o «clhasll wnle paijas jad)
dlleall asjlitall daliza Giligiute dai .aio lagle gglnay eaill Yljall jaéy palac

allill @il ailiginall «qgllén Caaa adg .grahgall

blyijlg iy ggpsuy - dlleo &s)jlite Gliginay ggsiaiy il ggahgall -
1aual gglasy enill auwwgalls

oS! «ragyl palac gguylay - @olS dllss &sjlitay gg=iais U guall ggahgall -
ygiallg aslhall aaiay palac gi Las Wil oni gga go

palac (o el pé ggahgall -dlleall &S)litall ggadisy giall ggakhgall «
-ajlail dlle6 &S)livay gg=iaiy uall ggahgall Jglay Lo paa gglglay (uillg

o Ll el j@no eul i o

gg=iail il ggalhgall
¢ ddle dligiuay
ggysuin dlleall asjliiiall
(o Wlani 5 4isi Layll
aalia Allainlg papc
Wl 4 61 Jasll clyil

Jocuiull

Size of the box reflects the degree of importance of the attribute in impacting engagement

(1) sy Jsib

[ 51 dyiny yjlgall (i

Ji uabhgall dlleall &Ll Jlae (b Tralle axilll «ugllé caag 2a6 dajgaig
% 20 nllga glyi iy dpaliil jisi aei @)Liva yisi dlale agé pii cnill Aluundall
naghgll hljaill aligiue lags Jai gill alunwgall elli ga

Lol apgy lisll @lga hally «gralhgall dllsall dSylitall (Guoai» ulis ¢o
ada go aaell gi asdig (plall ¢lhéllg dagsall wno &jlall gu alollial agag
CLBUBYT ada gu gag «grahgall dleall @)livall cljgiua (o idy aloUiall
aligisa ddlsiall Jilwallg «))Sia dany psii gi gSay enill aalall Lol jSa
alspaill wnle jgaaall dlhlg dagsall (nahgal daagall cilalaiilll iphi gialhgall
dullall jblgallg cilgaill djnganag .dsliall cily dpjlall Glphil sasi (ledjallg
gai wnle lola asy dagsall Jac gil Thig .grabhgall elglu wnle pilill daliall
dlalell laigs (a dylu] aflii @G6ai i alagSall gSay dayillga daxd (o puly
layihlga e aailally ells gus=iung (aSjliall ga dyle aligiuay giaii Cils 13]

-J35 gainallg

Sgrahgall dlleall @s)litall cna la

dll=all &s)ldall» allhnal Jgiba alg Wyyei 3gag pac ailis (o Lisl hally
laay 1yaai sgnaall gliy AUl go dlh @Gl 36 alaysill ggif gig «giabhgall
2l waaiwi U diay duwgo (nag «ajgr guispaigs 15 wyysil laag poll
axiall allgll uo cuunipll 1ajda 2619 Jlac algyg alspl laiiginc (no pinig
ahlsllg (rimall bl ;o Jiaii guakhgall dleall @Sjldall glo iy pall
dlas gulao pld LS .« jasil (no ails sgay Jaul gualgall paly (nall wisall
dlleall &sjlitall wyyeil @sipell daaiall alilgll @Gléaiwllg &jlaall plii
whayg Josll <lloj g daaall duwwgall (Jaslly (ngd bliijl» lail galhgall
Ijgsubt pania Gy Jaslly Guad blijl dlles asjlitay ggsiai) giill ggakgall
0galgall gg<y ells wila wnllg . pateys j3é7 pailuwga gl 4ai wnle paill paall
a1 ga 4isi ga la paail Upa Jisi dlleall @)litall ga Jle Wngiway ggsiaiy guall
acy ¢llasg paillaj pcy «nlle cai @Guéail dls agas Ja palac (o wisil

Auwgall
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.drglwia alanll eda @618 g a p6) Jsill ¢no jilgall pan ¢pa anis lasg
pail lo Jiy gi dxiy ggéolgy pail daull gusalall a6l go %75 Ui a66
JSiy gi daiy paio dlilan duni A88lgg .pasilhg (uo aljlai] @bal) ggysiy
pailg dagsall wal Jasll JUs go Gl gin gghivg paily ggpuiy pail o
Uauw 266 (pahgall dlsall dSjlitall gl glSjaall laig layal Jasll gg)ga0
Whai paal gi a geealall sl ga has %59 @slg Cun il 1aa (s Jai Luui
] Alagsall jlinig . padilly ggpsuiy pail %57 Golg law agings dxaaa allég
Glaysill JUb ga alil paaiag padilly ggpedy grahgall Jeal dlujlaa daii

Jraiall pailsl lilsyc dlnlgiall jilgallg

gi ells duwwdall Jals wngiuallg guull cnl] Talitwl (§)lgé 3gag il jahi adg
ggly guall gralhgall (] @olally guseiill <jaallg guseiill glgduall jLS
¢lls Jaa lialaa g clls a2y Ug . palac (né asliva Jisi J6U1 enle Lale 55 josll ga
ST ady duwdall (né pitill wnle 3611 pagal wpsll unliall gglsiy ga gi

ol nd st ggigSy Lo Luleg

wallell laptiga 2015 ple (nd plagish yugsjla dSpl Gjani Ldijléall galyeilg
alelhd pe pahgall hlpail wile jSp oillg «palhgall dleall dS)liall«d
o dlals dlleo dsjlivar ggiail (uill guahhgall duwi Gaglyi a6g .dlga 13 Lo
duwi (aag %19 g Liluwlg guiin)l go US lailaw disio duui (hag %13 gu palac

@lgall ga peyll aleg y5yjail E3atall GlUgllg guall g JS b C1asa] dadijo
alleall &jLitall 2m1g) (nall ings U ! glo dwljall 0da wuo Jgall gu dolaill

:(no Jiaf dwljpll dens anill Jgall ¢ga dga JS wno gralhgall

<ljal dalclg =
iyl il il

A1Ai] ]
<Ij2] thillg
(2)p8) Jsuia
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gLahgall dlleoll dsyliall
wiadll pahhijl cnisi
paaal; (nill chalhlellg
Jasll &dla] sgas Jad

&iai) (nill Whgall
dlleo dSjlita Gligiuial
da=ll (no claill hihag
«clhh=ll (nlc aijad jao)
o Wby dSjlia J611g
enill Lljall jady Jasl]

00 yla] il & gf Glagall <oy
Aligiuar ialf Gils 13] dlalell laigo
¢y gusseiuwg (GSjhivall ¢pa ddle

J3S faiaallg latihlga wnlc dailolly

wl] plall clholl cnalhga agdi enill 201gall cna la
(dlleo asjliva Gligiwa (GLoad

(ahgall dleall @sjliwall Guad ge 2014 ple aljai ¢nall criaydl acgpita gan
«pahgall dlleoll dSjLitall piga dpiull sjlgall dalll dj1alll cnlgall 1aill jgh
.palac (b plall clhéll (nahga dSjlital dunlwl Alsjaall aan gallg

g %47 gi dpiud] ajlgall dalell &)1l (nlgall Alaill @iis] 286 (dulaa] dainig
.aaoillhg (o dlals dlles dSjlita Gliginay gg=iai) 1gilS dagsall ¢no gulalell
ala] juisl Jadi lail «grahgall dlalsi dlleall dS)liall» ing Wsi pig
.sahgall dleoll @S)litall (ngiway déleiall dliwil wnle «dady Golgi»

wow aphi il alanl elli gna (pahgall dlleall dsjlirall duulwil Glsjaall
o dlalsl dlleall dsjlitall wiiaay jalall Jigwdl nle paiigall guathgall jLial
apahlsall hylgyl clanll aaa anyig dsalnle dlleall dsjliall cilSjao dylles . Jasl]
Jaual gglasy enill Aluwwgall alai Glagsall gakhga lay iy nill

169 .Gllalsills lalsi yi<i laig<) ailén jiaii (nallg wnathgll Layll 2a 1aa yajleilg
d0ad wnle unil 36 pajisyi gi daidn (%96) Luyai Gl guealall Aol 2raa @olg
;b Lo guahgall bhlpaill sl dgéll alsjaall Jaiiiig .daljiy jgaaall
wnidghg o Gljlai] Gaoi eniily i .

glln.cdlbdnlojlog_u.ni o1 athiwi eniily pouii .

.29Ag4 d3310 Glleg Wlaai wnal .

Jdia Jaci eniill jaolly poui .

lia pasilly ysu .
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JIb o lawlsl daly agi (grahgall dllsall dSjlitall dlgiua guuai gaysl
danlln s adypall alelhiwl] ada axig .cualhgall wnjai il (hifl alelliaiwl

wghii 36 laiy dagsall o dnlay (rahgall d@Sjlita wtiaa pudil didgigag
JSlita wnle U1 apdi alilacg (pahgall Juadi Jagas il guylaall

gahhgall dlleall @Sbitall ailw)jlaa Jaod

Sl laivan (il (ualhgall dlleall @&jliall Alwjlaa Jhsdi gasy ol law
Gluwwgall dhawlgy laalaiwl gSarg aljliwll dallell «Cylga gipuil»
1atahga hljail aligiwa gouaiy dojilall

-uohhgall dllesll &Sjlitall ahigg cnlac Wy =i pitig it .

JleoUl -ausil wnliall ¢ngs (uahgall @ipo wily go pljill jlak] .
.gahgall dllsall &s)litall 46147 cliy alai -cilalSlg

dllaall aSjlisall byhill 630 dlolb dpuwnge dpgljinl yghi -

20 ahgall dlsall dSLiall gliy phiia wnyga iy clhiwl <1ja]
ciliglgll jlailg &latall Afliill (o paiueall guaill tnle jusyill
dpniliwl]

.apng aisia wuglwl duwwdall (ngiwa wnile ¢ljaill hihag ailiill pi .

JS d@Sjliita (o J=oai jlgati alpoilg cljaall (quasaiill gulgduall wylsi .
-dsagy diglgl Jlso JSiiy alac (o wlhga

w6 dlleall dsjivall aligiua wnlel) gueiaiall guathgall dilSa A i .
cUhiwl aléeil alyio gu dpalall peal duwwgall plwsig aljla] dols
cnygall eyl

allsall as)lball jyjsig LIl pas b adys bl s JSjaai -
.Gupall cliaci
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dllsd &s)lita) ggsial)
%19 —13 gy agl)ii dlals

Hahhgall (o %96
aslirally gg=iaiy (Al
d033 cnlc pajis)T iy

daljil jgaaall

<jaallg gglgguuall

M i ullg ggadyaiill
¢a lale 55 g pajlaci
ds)liLa 4isi gualhgall

.unlasl cniwjlaa plif go pgy JS Wb wnigsd hlai plaviwl anpall ¢nal

(Jilwgl Wil ga péll iles aif il dwlpll ada wle ggailall (haiig
(gl glo -Jasll Jlao llislg - dlgall GUidl duuwdall péllg alsglull
Anigd hlai WLiisl (o (niaclw :na s Jhi Jasll o duindl alaliall
aljlail Géot cniily yudi» ai 20 2l 132 alitig Jpis laalaiiwl wile risclug
W6 uahgall dleall &sjliall GliSpoe wgsi ga YIS allg «piahg (o

Ly indl ajlgall dalsll djall nlgall alaill aljaf ¢nall eniadll ggyuitall

plall clhall c1af agai grathgall dlleall &sjliwall «

alygima guwaig gulid) Ligd Laljill daaiall @&Slaall disall &axall glhd wnaji
W) glliniwl ela] ells (s Loy ddyillagpll dagsall pc grakhgall dlleall &)Liall
Jilgall gi Uhiwll Taa ailii cyahi A8g .guillhyull dagsall wnalhgal (ngiw
Lub 21 Gaai ggalagall dllsall &)liall o dylle Glygiuay jraii il dpagsall
-GpagSall plwsilg ylgall <IsD cuud) gulid gag -plgall Gliilsa] Glapsi o
o dullell dllsall &)liall dlhgiwa ongd guagsall grahgall ga %78 Jgbig
dilia (né cllasll daxd gi cilaaall dlai gnéd wilill ggsiniwyg aail daaiall élaall

llss aS)litay ggsiaiy U guall grakhgall ga hés %29

2ilii @i W] agéy aif Lyl 1ais b grahgall dllsall dsjlitall ge ¢y jalhig
aanlg djlia) grabgall wily go daisall dlsall &sjlitall a=ig .dagSall dala
132l 1aihg .plall clhally dosall dard dlwln (o GUIT dpuipl lidl alid go
/glalgall Ly Wl wiads dagsall (o gualhgall dlleall @slitall glo 23gaill
dayii (nag -dalsll dluwgall (no ghlgall @i nl] ajgay (nagy ¢nallg «Jrasll

.dalsll doxall dallwl puula gai wnle dala

Holhgall dlleall aSjlinall dulac a3gai

(1) :allghA yuai (a digsa grohgall dllss &Sjlita dilac tnle 2 pdy <l enging
il gllniwl cljal (2) uabhgall dlleall @s)litally galall il glniwl hyhai
blsi wle hlaall Hiliill gldy <lja] Slail (4) dallaig ailiill ge pya7 jlan] (3)
dlles @s;lita Lngiua) Klaiall (5) «asi blai cpilei cnill Galiall guuaig agall
cllniwl cljal aslel ¢l @Gudail daajlll julaill Jadiig «ajll pe guai) giéhgall
ggsa ail ey 35gaill wls o Jlaill 2819 lalasi) dlasll jlpaiwl ga il
alill pwlag gratgall dlsall @s)litall dQanyiliinl wilgs go wily JSI b
cllay dnlall Jnlgill dlac (o el gusizg .Jighll gi jnall taall wile Zlguw

.dahiia don) Iai16ii ga jSia Jiy
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gt wnl] drclwll Glagsall aliag :guahgall Jleél agajg )i wnle Jgnall -«

a6g .aljljall (o gualhgall dlpdl ] grahgall dlleall dSjliall aligina
il asuh pe plhigag glSo1l lsina @upall adljagell aliiall wnaa] ajgh
Loy «Cujiill asulr pe (167 ggalgall aplayg .guslagall elji Jsliig groail
alall JLS waiugg layle Gulsillg jISoUl ada wyini ggjaT ggahga pgdy
Jluwy] aic aiiy Lo «ilayidall 316ii pilg jK61U1 adal aalipll cljrag diall (no

.A8)1$61 316ii (nb daclutall dirall jaa wl] gualhgall

guwai ale gualhgall daclual algha clagsall aaail aylayll Jasll diy
dlelws dipa Jac alyif Guhi JUa gao dlallg /dasll gy gljgill algiua
«naill aclaillg wafliagll Jalig «dhgainall Jesll gulwig dipall Jasll
aspiall Jasll gdlga gi Jjliall Jals ga 3sy ge Josllg

AailT aljai ¢nall eniadl ggpirall ailii 261g o guti :niaall gaill diwna gapd
aljial paynlia gglgiy (uall ualhgall gi &piull 3jlgall dalsell &)l calgall
gl slaiclll Upa J8¥1g nimall pajghi ge Ly J631 1gilS Lole 20-6 gu aglyii
dcgarall pajliclg .dyiaall daiill pheil alpliwl layal pailwwda
ilagsall aliaf aaclai all Ggan aic @l wnliall w] @il ga s jisil

.nimall gaill nle alyiill Sy eal]

darohgal nimall gaill guuail dyac dlelja] Alagsall (naa] Gaail a6g
aill g syjal gapall dalilg (grahgall qyjai hind 368 :Gleljpll ada gag
duai yjlga yajeg «niall @anill pesg guauiig «nldlall qujaillg dyidall
il syisillg il hallg grahgall quai g byl (pagill ls

uwgall lalidi

289 .dawls Glaad layillgal padig gnaaill wnle Cisyi iy pgull cilagsall aslgi
dllss asLia Ciligiua) giafi dlale dg8 ¢lliall d s dulay] alydii oyl jahi
gai tnle Ailand ppadi alagsall aialyi 13] Lawls lale ¢lls asy 31 (uélrgall dylle
Jughg Tjaiua Laljill 132 qlhiyg .dyllsallg delash go gSan 26 pshy puwi
wnalhgag lilell asliall wily go (guéahgall dlleall &)litall duné alai wtaall

.aligiwall &1 (nle dagsall

| 57 dpindl zjlgall tnan

lglgi guall ggalgall
lalc 20 - 6 (Ja wnlia
pajghi g bay 91
wiaall

o dllsall as;Livall
L) ] (nady dagsall
nlillig (ulalsiall

L.;I‘l énj'l-.l )
dalsll

JirsT (nipl alelniwl aei
dSjLita Lo gulidl @)y
tahgall

wngiwa il dagsall laaaii cnill aled Ul
(ahgall d5jlila

wnillg (pohgall dlloll dsjlitall aligiwa guuail Aldpll gasy el oo ajai
o dllrall dsjlitall (peiaiall Gagsall gathga» wlis (o laule cgnll lglwi af
.Ulagsall jasy laiiailg ,«p_a]bo.ci

Jals gralhgall dlleall &Sjlitall duas (i Lawls 1gs aaliall wsli :asliall -
JUSIT @180 aling (&Sjlitall clwjlaa Jhsi wno bhgale ga lasg .Clunwdgall
.pallesig pailals JUs ga Cla jlahlg duwwda diglg dleall d@sjlitall Jeal
wnle gualhgall @)lita aolipl 1a1)6 éaaiall dSlaall (nb dagsall ciliii A8g
¢a dyac aladsi Gupall 1aa wnaélig .<ljgll gutiy glgia (no dagsall (ngiwa
Gligiua @618 e quahgall dlsall &jlitall Glujlaag palae duuyis laiy
Qi) pjill 386 (&1S)pall dxaiall Algll (6 lai .«dsirall daxall &jlalg a3lib
Jasll gslai Jao ayaail dygimll dwljall cno pall layiyi cla 8pus dylljuo dllsg
grohgall dlleall dSjltall Aligiwa jijsi wnle Jasil» dlljagoll dagsall cné

«.....aniljig pailigiza (no (no16a jusi cljalg

20 claiwl aluly <] pljilUl laa Gaail eaail il alghall gy gog
o lay 1ghai cnill pailaalwe dayii Giph (il alpyills pasyjeig grakhgall
awlpall (o dlila dyguny guai A6 aijla] wiyi i daiill Gilsg .alwlall cda
.ayljagall dogsall ¢no Jasll gslai Jasl apaail qallill plall uypal enill dgill

a3liall (il ajlaall Alygiure Cyaail Aleljal dagsall ciaail :aalall jghi

20lpll a3 (no pig .auolpdill quyaill Jaly guuni gi /g pghiy ilagsall aldg
.(Hahgall dlseall asjldall guuaig cnisd @&aus ge aliadlyiml 3]

dllsall as)lirall grwail dlais aUlnill draai wl] allel 16 pai :aUlaill -

ohgall Jgna glanl aaia pght dlagsall naa] Gclhiwlg guahgall
Jgdua unia wnpai dogsa il laiy .paépita o dardall Glagleall wnle
wglsiiig Ylhs ga Jolsill dpilo duwdall guyd) iy (nallg d@lalall alalhill
Jgnallg dliwi aphy gralhgall aamg nlals (nsudh 2694 <liti] pig .guakhgall
wolaill pusill gulaa guwiilas . Jasll glsay dalsiall Jiluwall gldy digai wnlc
gruwnai gldy jiSol pghil aligiuallg plwsil @IS ga giohga ga ggsiy

.(ahgall usaig Jlnill (ngiuta
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