SPEECH BY DR THE HONOURABLE B. HOOKOOM, MINISTER OF THE CIVIL SERVICE AND ADMINISTRATIVE REFORMS ON THE OCCASION OF THE LAUNCHING CEREMONY OF THE INDUCTION COURSE FOR RECEPTIONISTS AND TELEPHONE OPERATORS AT FOOKS HOUSE AT 09.00 HRS ON 15 JUNE 2009.

My Colleague Hon Dulull, Minister of information and Communication Technology
Mr Jeanne, Acting Permanent Secretary of the Ministry of Information and Communication Technology 

Mrs. Oree, Ag Permanent Secretary, Ministry of Civil Service and Administrative Reforms

Representatives of Trade Unions

Ladies and Gentlemen,

Dear participants,

Good morning.

I am pleased to be with you this morning for the launching ceremony of the Induction course for the benefit of Receptionists/ Telephone Operators.

The vision of my Ministry is to create a modern, efficient Public Service, ensure good governance and achieve excellence in the delivery of public services.  There is no doubt that in order to make this vision a reality, we need dedicated, motivated and resourceful public officers. 
I know that you are already dedicated and motivated, but we want to sustain and enhance that momentum. That is why we have to constantly keep the spirit and morale of our officers as high as possible so that they can deliver to the best of their capabilities. 
The best way to do this is to make sure that you are properly equipped with the notions, skills and knowledge which guarantee you confidence in the discharge of your duties.

As public officers, you are all working for the public and in the public interest.  The citizens, as you know, are consumers of services produced by the public sector and are, therefore, our privileged customers.  Like any customer, they have a legitimate right to quality service and are claiming value for money.

I am talking to you today, not in your capacity as civil servants, but as customers.  As you are in front of me now, you can reflect on what will give you satisfaction and happiness when you are getting a service from a provider. Certainly,

1. you would like promptness in the response

2. a smile on the face of the service provider 

If you are talking on the phone or you are at the reception requiring a piece of information/or any service and the officer calls you by Mr. or Mrs. so & so and gives you clear directions or information in a simple, comprehensive language ending with the magic word “please”.  You would definitely feel delighted.  

This is what successful organizations aim at achieving because delighted customers are repeat customers and with word of mouth they uphold the image of the organization. 

Now you yourself being the provider of services, how do you view the members of the public in front of you or at the other end of the line? I am sure that you would greet, treat and speak to him or her in the same manner as you would have expected from others.
I know that as responsible public officers you know the legitimate rights of your customers and you would do your best to satisfy their needs.

But sometimes it happens, that the situation is a bit difficult , for example, you have difficult customers or you have been sitting long hours at your work desk without a break, or it’s too hot and stuffy and finally “ou sappe lors cale”.

I do know that at times customers can be difficult. Before embracing this political career, I have been a medical officer in the public sector working in hospitals and Health Centres dealing with all types of patients. And, I am aware that it is not easy to deal with patients or customers who tend to be difficult. But a calm attitude on your side is the best solution.
As front line officers, Dear Participants, you are the window-case of your organization and this is why it is important for you to receive appropriate training to handle difficult situations efficiently and with tact.

Mesdames et Messieurs, comme vous le savez déjà, la vision du ministère est de créer un service publique moderne et éfficace, rassurer la bonne gouvernance et oeuvrer pour un service de qualité. Evidemment, le service publique a besoin des hommes et femmes fonctionnaires qui ont le sense du devoir aussi bien que la motivation pour que nous puissions atteindre nos objectifs à la satisfaction de la population. 
Nous opérons dans un monde où la compétition est féroce. Le citoyen a accès à l’information, aux médias et à l’internet. Le citoyen du monde que nous sommes dans ce village global, nous avons nos propres attentes des services publiques et nous éxigeons la qualité, la diligence et un sens de proféssionalisme.  

A la reception de l’organision où vous travaillez, vous êtes le premier point de contact avec le publique. Votre interlocuteur peut être un fonctionnaire, un expatrié travaillant à Maurice, un touriste, un représentant d’un ONG (Organisation Non-Gouvernementale), ou même un journaliste de la presse, les radios privées ou d’autre collaborateurs dans le service. 

La première impression que vous faites de vous et de votre ministère restera gravée dans la mémoire de votre clientèle. L’image que vous projettez de la fonction publique de par votre façon de faire a un lasting effect sur le client et aide à dégager une perception positive de la qualité de service.
 Le service doit être offert sans entorse à la dignité de nos clients qui sont aussi des gens qui contribuent à la richesse nationale.. Le service que vous offrez à votre client n’est pas gratuit comme on a tendance à le croire. Le client paie pour ce service soit par la taxe directe ou indirecte. Il en est conscient et  il connaît ses droits. 

Dans le service industry qu’est le service civil, nous avons un role de facilitateur et nous sommes l’interface du gouvernement central. Le contrat social de ce gouvernement repose sur le principe de putting people first et le caring attitude du gouvernement doit être reflété de par nos actions que ce soit dans un bureau, à la reception ou même sur les chantiers.
Le ministère de la Fonction Publique et des Réformes Administratives a une unité de Développement des Resources Humaines qui est responsable de la formation des employés du gouvernement et nous travaillons sur des programmes de formation avec les moyens de bord mis à notre disposition. C’est la raison pour la quelle nous comptons aussi sur la collaboration d’autres ministères et agences spécialisées dans la formation comme le Collège des Ondes.

Ce programme de formation a pour objectifs de mettre à votre disposition les nouvelles donnes et les bonnes pratiques dans le domaine du customer care. 

Dear Participants, there is no doubt that this two-day training will not be sufficient, but it will, at least instill basic skills and at the same time increase your thirst for further knowledge, skill enhancement and attitudinal change. I am sure it will provide you the opportunity to interact with the resource persons and among yourselves. You will certainly take advantage of this training session to reinforce the networking with colleagues posted in the different ministries and departments.

I sincerely hope that after the training programme you would continue your learning and development process for the welfare of your customers and the reputation of your organisation.

To end, I would like to quote what Mahatma Gandhi said about customer relationship.

I quote

“A customer is the most important visitor on our premises.

He is not dependent on us we are dependent on him.

He is not an interruption of our work he is the purpose of it.

He is not an outsider in our business: he is part of it.

We are not doing him a favour by serving him.

He is doing us a favour by giving us an opportunity of doing so.”

End quote

I thank you for your attention.
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