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Citizen's satisfaction as criteria and measure of public 
administration quality

Implementation of QM principles and criteria

Higher standard 
of living and 
quality of life

Satisfied citizens

• Facilitating and speeding 
up the resolution of life 
events, the same quality of 
services for all citizens 
(RRP#152)

• Increasing citizens' 
satisfaction/trust in public 
administration/services 
(TSI 2023)

Competitiveness, 
investment, economic 

growth

Competitive economy

• Administrative relief and 
acceleration regardless of 
the place of work 

• Increasing the 
satisfaction/confidence of 
economic subjects

Economical, efficient, 
agile and innovative 

public administration

Excellent public adm.

• Process optimization, 
digitization, continuous 
business improvement 

• Increasing the wellbeing of 
employees (TSI 2023)

• Absorption of EU funds
• OECD Accession 

Economical, efficient, 
agile and innovative 

public sector

Excellent public sector

• Process optimization, 
digitization, continuous 
business improvement 

• Increasing the wellbeing of 
employees (TSI 2023)

• Absorption of EU funds

Public interest and welfare

Quality is the degree to which an object or entity (e.g., process, product, or service) fulfills a
specified set of attributes or requirements.



Plans for transformation
•United Nations 2030 Agenda for Sustainable Development

•Program of the Government of the Republic of Croatia 2020 -
2024 

•National PA Development Plan 2022-2027

•National Development Strategy - Croatia 2030

•National recovery and resilience plan 2021-2026.

Do (procesess)
•Public Administration Quality Management Guidelines 
(PQMG)

•Up to date Methodology based on EU best practice
(to be developed by TSI 2023)

Check
•EUROSTAT – satisfaction measurement

•OECD – Government at Glance

•UN SDG - 16.6.1. 

•TSI 2023 – pilot results (PA National Plan 
Outcome indicator) 

Act (improvement)
• Changes and additions to the methodology

• Citizens' proposal/ideas for improving 
services

• TSI 2023 workshops for improvement

Why TSI (deep, severe, urgent) 
continuous improvement & challenge

COVID pandemic 
impact 

„Smarter” and more 
informed citizens 
and businesses

EU Digital, 
demographic, and 

green transformation 

Human in service 
provision

Security and energy 
crisis 

PA bodies 
fragmentation, 

size, complexity, 
omnichannel



Survey 
results for 
Croatia 
25/2/2025



Survey 
results for 
Croatia
across 
drivers



Public service 
design and 
delivery
Done until now

• Citizen satisfaction KPI/methodology:
• Nov/24 - key KPIs (compulsory) for all public administration 

bodies in the Operational (Annual) Planning/ Report 
(performance management – fast services)
• Future standard for measurement PABs (service and/or organization 

level)

• TSI project data for Croatia published on Ministry website 
(transparency): 

• https://mpudt.gov.hr/istaknute-teme-11/projekti/instrument-za-tehnicku-potporu-
tsi/visedrzavni-projekt-tsi-mcp-23hr01-mjerenje-zadovoljstva-gradjana-kljucnim-drzavnim-
uslugama-za-bolji-ucinak-i-vece-povjerenje/27695

• Horizontal measure/KPI in the Action Plan for Administrative 
Burden Reduction for Citizens 2025 
• Adm. burden reduction - simple, fast, proactive, integrated services 

• https://mpudt.gov.hr/istaknute-teme-11/projekti/nacionalni-plan-oporavka-i-otpornosti-2021-
2026/c2-1-jacanje-kapaciteta-za-izradu-i-provedbu-javnih-politika-i-projekata/27435

https://mpudt.gov.hr/istaknute-teme-11/projekti/instrument-za-tehnicku-potporu-tsi/visedrzavni-projekt-tsi-mcp-23hr01-mjerenje-zadovoljstva-gradjana-kljucnim-drzavnim-uslugama-za-bolji-ucinak-i-vece-povjerenje/27695
https://mpudt.gov.hr/istaknute-teme-11/projekti/instrument-za-tehnicku-potporu-tsi/visedrzavni-projekt-tsi-mcp-23hr01-mjerenje-zadovoljstva-gradjana-kljucnim-drzavnim-uslugama-za-bolji-ucinak-i-vece-povjerenje/27695
https://mpudt.gov.hr/istaknute-teme-11/projekti/instrument-za-tehnicku-potporu-tsi/visedrzavni-projekt-tsi-mcp-23hr01-mjerenje-zadovoljstva-gradjana-kljucnim-drzavnim-uslugama-za-bolji-ucinak-i-vece-povjerenje/27695
https://mpudt.gov.hr/istaknute-teme-11/projekti/nacionalni-plan-oporavka-i-otpornosti-2021-2026/c2-1-jacanje-kapaciteta-za-izradu-i-provedbu-javnih-politika-i-projekata/27435
https://mpudt.gov.hr/istaknute-teme-11/projekti/nacionalni-plan-oporavka-i-otpornosti-2021-2026/c2-1-jacanje-kapaciteta-za-izradu-i-provedbu-javnih-politika-i-projekata/27435


Public service 
design and 
delivery
Future activities
2025-2026

• Translating and publishing guidelines/methodology and 
organization of training in NSPA

• Standard for Catalogue/Guide for PA services  - draft 
finished

• In Quality Management IT system (eSUK)
• Digitalization and collection of data for Catalogue of services

linked with a life-event approach for public service delivery with 
data for:
• Optimization, standardization and digitalization of services (measure in 

Government of Republic of Croatia Programme 2024-2028; draft Action 
plan for Development of PA 2025-2027)

• Output: Citizens Charters of PABs

• Digitalization of operational planning and reporting (for data 
collection on citizen satisfaction KPI from PABs)



Public service 
design and 
delivery
Future activities
2026

• Defining standards for (omnichannel) public service 
delivery in PA – in line with „OECD/LEGAL/0503 
Recommendation of the Council on Human-Centred
Public Administrative Services” – in drafting 
• HR OECD Accession

• Capacity building of the line management (process 
owners) and all public servants 
• E-learning in National School for Public Administration 



Thank you!

Q&A
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