
 
 

ISO 11367:2025-02 (E) 
 
 
Service excellence - Principles and model for public service organizations 
 
 
Contents            Page 
 
 
Foreword  ......................................................................................................................................................... iv 
 
Introduction  ...................................................................................................................................................... v 
 
1 Scope  ............................................................................................................................................... 1 
 
2 Normative references ..................................................................................................................... 1 
 
3 Termsanddefinitions  ...................................................................................................................... 1 
 
4 Relevanceandbenefitsofpublicserviceexcellence  ...................................................................... 5 
 
5 Principles of public service excellence  ....................................................................................... 6 
5.1 General principles of service excellence  ..................................................................................... 6 
5.1.1 Managing the organization from outside-in  ................................................................................ 6 
5.1.2 Deepening customer/citizen relationships  .................................................................................. 6 
5.1.3 People make the difference  ........................................................................................................... 6 
5.1.4 Balanced attention to customers/citizens, employees, subcontractors and other 

stakeholders  ................................................................................................................................... 6 
5.1.5 Cross-functional management approach  .................................................................................... 6 
5.1.6 Leveraging of technology  ............................................................................................................. 6 
5.1.7 Create value for stakeholders  ....................................................................................................... 6 
5.2 Specific principles of public service excellence  ......................................................................... 6 
5.2.1 Public interest  ................................................................................................................................. 6 
5.2.2 Equitable approach  ........................................................................................................................ 6 
5.2.3 Transparency and communication  ............................................................................................... 7 
5.2.4 Accessibility  ................................................................................................................................... 7 
5.2.5 Efficiency and effectiveness  ......................................................................................................... 7 
5.2.6 Accountability  ................................................................................................................................. 7 
5.2.7 Agility  .............................................................................................................................................. 7 
 
6 Public service excellence model  .................................................................................................. 7 
 
7 Elements of the public service excellence model  ...................................................................... 8 
7.1 Public service excellence leadership and strategy  .................................................................... 8 
7.1.1 Public service excellence purpose, vision, mission and strategy  ............................................ 8 
7.1.2 Public service leadership and management requirements  ....................................................... 9 
7.1.3 Public accountability  ................................................................................................................... 14 
7.2 Public service excellence culture and employee engagement  ............................................... 14 
7.2.1 Public service excellence culture  ............................................................................................... 14 
7.2.2 Employee engagement  ................................................................................................................ 16 
7.2.3 Integrity and conflict management  ............................................................................................. 21 
7.3 Create best available outstanding customer/citizen experiences  .......................................... 22 
7.3.1 Understanding customer/citizen and societal needs, expectations and desires  .................. 22 
7.3.2 Designing and renewing outstanding customer/citizen experiences  .................................... 24 
7.3.3 Public service innovation management ..................................................................................... 26 
7.4 Operational service excellence  ................................................................................................... 27 
7.4.1 Managing customer/citizen-experience-related efficient and effective processes and 

organizational structure  .............................................................................................................. 27 
7.4.2 Managing equity, fairness, transparency and accessibility  .................................................... 30 
7.4.3 Monitoring public service excellence activities and results  ................................................... 31 
 
Bibliography  .................................................................................................................................................. 34 
 


		2026-07-02T16:34:11+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




