
Improving Service Delivery Through Continuous Improvement Strategies in
the Public Sector

Course Overview

The "Continuous Excellence: Driving Public Service Evolution in Africa" is a 5-day intensive
program. Unlike traditional one-off reforms, this course teaches officials how to build a "permanent
improvement engine" within their ministries and agencies. It addresses the unique challenges of
resource scarcity and bureaucratic inertia by focusing on incremental, data-driven changes that
reduce waste, shorten turnaround times, and enhance the quality of citizen interactions.

Program Objectives

By the end of this program, participants will be able to:

Internalize the philosophy of Continuous Improvement (CI) as a daily management practice.
Identify and eliminate the "8 Wastes" of public sector bureaucracy that drain budgets and
delay services.
Master root-cause analysis tools to solve systemic service failures rather than treating
symptoms.
Implement Visual Management systems to track real-time departmental performance.
Cultivate a "Bottom-Up" innovation culture where frontline staff are empowered to suggest
and lead improvements.

Course Coverage (Modules)

Day 1: The Foundations of Continuous Improvement

From Reform to Transformation: Why static policies fail and why CI is the solution.
The PDCA Cycle: Planning, Doing, Checking, and Acting as a standard for every
government process.



The African Context: Adapting Japanese (Kaizen) and Western (Lean) tools to the local
cultural and administrative landscape.

Day 2: Identifying Waste and Mapping Value

The 8 Wastes (DOWNTIME): Spotting defects, over-processing, and waiting times in your
specific department.
Value Stream Mapping (VSM): A practical workshop on documenting the "as-is" flow of a
service (e.g., business licensing or health clinic wait times).
The "Gemba" Walk: Learning how to go to the actual place of work to observe problems
firsthand.

Day 3: Root Cause Analysis and Problem Solving

The 5 Whys: Peeling back the layers of a problem to find the systemic cause.
Ishikawa (Fishbone) Diagrams: Mapping out the human, technical, and environmental
factors of service failure.
Poka-Yoke (Error Proofing): Designing digital and manual systems that make it
impossible for staff to make common mistakes.

Day 4: Visual Management and Performance Tracking

The "Visual Office": Using Kanban boards and dashboards to make "hidden" work visible.
KPIs that Matter: Shifting from "Activity Tracking" (how many meetings held) to "Impact
Tracking" (how many citizens served).
Daily Huddles: Implementing 15-minute standing meetings to solve daily roadblocks.



Day 5: Sustaining the Culture and Scaling Up

Standard Work: Creating "Standard Operating Procedures" (SOPs) that are easy to follow
and update.
Reward and Recognition: How to incentivize staff to participate in continuous
improvement without large financial bonuses.
Action Planning: Developing a "90-Day CI Roadmap" for the participant's home institution.

Target Participants

Directors of Reform, Planning, and Quality Assurance.
Heads of Departments (Finance, HR, Operations) in MDAs and Local Authorities.
Service Delivery Managers and Frontline Supervisors.
Performance Monitoring and Evaluation (M&E) Officers.
Change Management Leads in Digital Transformation projects.

Expected Outputs

Participants will graduate with a "CI Action Portfolio" containing:

A "Value Stream" Map: A visual analysis of a current service with identified
"Bottlenecks" and "Waste."
A Root-Cause Diagnostic: A completed Fishbone diagram for a chronic problem in their
department.
A Visual Dashboard Mock-up: A design for a physical or digital board to track weekly
performance.
A 100-Day "Kaizen Blitz" Plan: A strategy to implement one rapid, low-cost improvement
project within three months
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