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The Institute at a glance

The Institut des Finances Basil Fuleihan is a public agency operating under
the tutelage of the Minister of Finance. It was established in 1996 to build
the capacities of the employees of the Ministry of Finance and to train
public agents in Public Financial Management.

Since 1996, the Institute has proven to be a sustainable source of high
quality and specialized training, human resource management,
communication, and documentation services and has contributed to the
development of national capacities in Public Financial Management as
well as in Customs. In 15 years, more than 50,000 civil servants from

Lebanon and the MENA region have benefited from its services.

agall pe Al

D95t i dlasis dole danigo galaidXly JUI plaals Joub agso

e £l 1887 ple sl Al g duling w5 Jawig S Spadly U cpasll
belaS polas bagy anilillly drayall 4l 5)l9 oo SLS psles glasl

o ratasll @Lonl Tl an )] G ¥ gy anilell asilU aylis b elolell
Loy itlly peleatly ,ieilly cupasll sgall wlega JLasiss plell JUI als) Jhwe
oslestl ) aslin) &5LS anlell wluwwilly ohls¥l I consll sloss pla, sas
Adlacll ol axcil sl gadse Jaally oLl

dddnig 9 oSkl cuyaidl aaleo AS i Loledl Lilo¥! 38 0 sgall
GIFT-MENA :Liy 3] Jloing Jaswg¥! §pmiads

wiloss o sLitals Lgioisy duclagll whaill jyes o ailin] iio ;(,u_u el
Lawg¥l gyl dilacog gl o plall gLasll go cilhga 070+ o AS]
50p ST G 6111 b 327 50 ) gyl o 59 L,mgz Jlesis
Lgeal gall dbgls dussliow] alanl sgeoll
gLl AU &yls¥) s duloe, drioll Ayl wlilall doass Ls dealuwll )
sandl wlaylolly whudl Jasg Gylell Jals Jagsg wlShadl el .
Aalailly led s pledl gllnall s LSc¥lg jiocl 46La5 pypes ¥

Today, the Institute aspires to become a center of excellence in Finance,
and it has already set the basis of this practice in both Lebanon and the

Middle East and North Africa (MENA) region.



Foreword

The Institut des Finances Basil Fuleihan is pleased to present the results of a survey conducted in 2009 to measure
the satisfaction level of the beneficiaries of its training, documentation and information services.

This survey is the first attempt, conducted by a credible third party, to empirically evaluate the impact of capacity-
building efforts undertaken by the Institute since 1996 and to identify factors driving success and failure. The survey
proposes quantitative results and key indicators to evaluate the impact of training, in addition to recommendations
on areas to improve, services to develop and strategies to adopt.

We are pleased to see that beneficiaries and their supervisors expressed satisfaction with training program design

and appreciated the quality of trainers, and thus effectively put their knowledge into practice and shared it with others.

Over the years, the Institute has continuously adapted its action plans to bring forth a genuine contribution to the
efforts of state modernisation, institutional development efforts, and human capital formation at the Ministry of
Finance and other Lebanese public entities. Learning by doing and learning from peers, knowledge-sharing, facilitating
access to information and empowering others were and still are work ethics the Institute’s team is committed to.
We are truly and modestly thankful to you all: professionals, members of the Library of Finance and public officials
who have contributed to this survey, for your trust in the Institute’s mission and for providing us with your valuable
feedback and insights.

Our sincere gratitude goes to the director and coordinators of the TAG program funded by USAID, for their
generous support, in particular to Ms. Barbara Batlouni, director of AMIDEAST, Dr. Randa Antoun, advisor to the
TAG program and Mr. Hussam Saba, program coordinator. We would also like to thank the management and team
of INFOPRO, namely Mr. Ramzi El Hafez, and the research team, especially Ms. Jennifer Abou Mrad and Ms. Lina
Harb, for their professionalism and assiduity.

And finally, I would like to take this opportunity to thank the Institute's staff for their incredible dedication. They
realized early on that sustainability can only be achieved based on continuous self and peers assessments, and they
put their heart and mind into this first work knowing that is was a milestone in the Institute's long journey towards

becoming a center of excellence in Public Financial Management in Lebanon and the MENA region.
Lamia Moubayed Bissat
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Methodology

The results enclosed herein present the main findings of a satisfaction
survey that aimed to evaluate the effectiveness of training activities as well
as of the communication and publication services provided by the Institut
des Finances Basil Fuleihan to its beneficiaries from the public and private
sectors.

[t was administered to a representative sample of 1,547 individuals (70% in
Beirut, 30% outside Beirut) who had benefited from the IOF services
between 2005 and 2009. The sample was divided into three sub-categories:
1. The training community composed of 1,038 respondents.
2. The publications community composed of 302 experts and readers
of the Institute's publications mainly syndicated accountants, engineers
and lawyers.

3. The library community composed of 207 members.

The survey was conducted based on Computer Assisted Telephone
Interviews (CATI), using structured questionnaires and semi-structured
interview guides.

The main survey questionnaire was divided into three distinctive sections:
1. The training section aimed at assessing the performance of the
different types of training programs, as well as their content and
training methodology.

2. The publication section focused on a specific set of publications
issued by the IOF such as the citizen guides, the training manuals and
Hadith Al Malia.

3. The library section was addressed to the library's visitors.

The sample was complemented by in-depth interviews with 20
department heads and directors' from the Ministry of Finance.
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"Directorates of: Revenues, Treasury and Public Debt, Expenditures, VAT, Customs, Budget
and Public Accounting
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Building Capacities in Public Financial Management
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correspondence to administrative superiors comes in second place
(37% of respondents).
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Awareness of training courses
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The training catalogue is another important vehicle for disseminating
information related to training. Over one third of interviewed trainees
(36%) consult the training catalogue published by the Institute. Of these,
31% consult the catalogue frequently and 52% occasionally.

Respondents have made a series of suggestions for improving participation

in the training, among which:

o To publish a new version of the catalogue with updated information

« To include more details on the content of training programs

 To propose a training timetable that is more compatible with official
working hours

o To increase accessibility to the catalogue

o To decentralize the training schedule outside Beirut.
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Frequency of attending training courses at the Institute
on a yearly basis
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training courses
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The main reasons for refraining to attend an entire training program were
attributed to a time conflict with working hours (50%), remoteness of the

training location (17%) and the trainees” work overload (11%).

A suggestion which came repeatedly for improving the trainees'
commitment to a program was to provide participants with certificates

or alternatively with an end-of-year reward and evaluation in which one's
training path would be used as a parameter for assessment.

Other recommendations for enhancing trainees' motivation included:

o Focusing courses on better-defined technical topics

o Partitioning courses into shorter sessions

« Exposing trainees to more practical exercises and case studies in

technical courses.
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Benefiting from training

Over the last five years, the Institute has been diversifying its training

portfolio in Taxation, Public Finance, Customs, IT and Languages.
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Technical New Recruit Language Management

Since the year 2000, the Institute has initiated an induction training
program addressed to the new recruits at the Ministry of Finance.

Over one third of respondents had already attended the New Recruits
program.

They have identified five key factors of success:

« The information was beneficial (27%)

« The training content was satisfactory (14%)

« The program provided a good introduction to work responsibilities (14%)
« The training helped the acquiring of new skills (11%)

« The topics covered the job's requirements (10%).

Training with Training Out-
External Expert side Lebanont
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In particular, new recruits reveal that the induction program provided
them with a better understanding of their rights and duties as civil servants
and helped them understand the organization and functions of the
Ministry of Finance.

For 16% of the surveyed sample, the new recruits training program was
not allocated enough time and for 13%, satisfaction could be increased if
a larger number of practical exercises were added to the program.

Respondents’ satisfaction with understanding their rights
and duties as civil servants
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Respondents’ satisfaction with acquiring the needed
knowledge to start working at the Ministry of Finance
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In respect to continuous training programs offered at the Institute:

A combined average of the "Extremely Satisfied" and "Satisfied" responses
yielded a 92% satisfaction rate with the Technical Trainings. The training
methodology was the most satisfactory, followed by the course's structure,
content and its compliance with the training objectives, the amount of

information and the practical exercises.

Respondents' satisfaction with better understanding the
organization and operations of the Ministry of Finance
after having attended the New Recruits Training program
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Based on the standardization of procedures and transfer of information, Technical Trainings have contributed to improving services

delivery to citizens by reducing knowledge gaps between employees. In addition, getting familiarized with international good practices

and new trends in Public Financial Management have improved the level of productivity of employees and motivated them to further

enhance their knowledge in their field of work.
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The significant demand for IT Training during the 5 years covered by the
Survey, equivalent to 46% of the total training programs, reflects the
increasing need for computer skills. Such skills are becoming indispensable
as work at the Ministry of Finance becomes more and more reliant on
automation. The level of satisfaction (reaching an average score of 3.32/4)
from IT courses is very high in terms of the quality of information provided
to trainees, the content of the courses and the acquisition of new skills. IT

courses have also had a positive impact on enhancing the work environment.

Respondents’ satisfaction with the new skills acquired from
the IT Training
a.n.mt:n)..\fd\ <l ygud! Y LeaSL) 3 onusd! ol Ll O Omgmiall L)
waleslall Lle

60%
51%
50%
40% 38%
30%
20%
10% 8%
I =
0% |
Extremel Satisfied Disatisfied Extremely
Satisfie: Disatisfied

46% of total

training requests
concern IT,

3.32/4 is the IT

average

satisfaction score

Ailogle ol CULS el Slilb £ 9o o0 ££1
£/PFT Lgac gminydl domys culy

Lo g9 g i S U duiloglalf dotaii e copasll Lo I Cullall L,

£ 900 50 £ £ Jalsy Lo dwhall Lgslat Lol puadl slsidl JUs wloglell
el o ool 3] g S Sl Bagfiill ALk coriany dayailf ol ulf
aslaglall dali¥ Lo hisll slazeX¥] Yl 5 0igS whlga e sliswX]

aL) Tar S ailasloll whygs e oyl s o) adladl Lo YT JLuasiall | Leg
omsiall dasill sloplall dacgs i o o) (8/TFT Lisl cloys Laswgio
Al dsileglell whoad ol Layl ey dasSU saadl wlilglly wligadl soim0 of
Jesdl dty ot Sle b))

|13



Acquiring language skills in English and French was also considered by
surveyed trainees as an essential part of their continuous learning process
and capacity building process at the Ministry of Finance.

Proficiency in a foreign language helps trainees better communicate with
foreign experts, attend training programs abroad, and better represent

their Ministry at international venues.

Respondents’ satisfaction with the Language
Training in general
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Finally, trainees acknowledged that Management courses proposed at the

Institute have improved their management skills in areas such as decision-

making, problem solving, client servicing, as well as others.
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Respondents’ satisfaction with how Management Training

improved their work
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The pace of training programs delivered in assistance with external experts
has picked up considerably over the past few years. In 50% of the cases,
the language of training with external experts is French, reflecting the
close and longstanding cooperation established with French partners,
followed by a quarter for each in English and Arabic. In addition to technical
expert missions, the Institute mobilizes the support of its network of partners
to facilitate on a yearly basis the participation of a limited number of civil
servants from the Ministry of Finance in training programs abroad.
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Training outside Lebanon procured one of the highest degree of satisfaction to the trainees:
66% of surveyed beneficiaries were "Extremely Satisfied".
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Quality of trainers

Cr it O e

The trainees' evaluation of trainers was generally positive.

The presentation skills and training methodology used by foreign trainers
obtained the highest satisfaction score (3.43/4) closely followed by trainers
from the Ministry of Finance. The lowest scores were given to trainers

from the private sector.
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70% of selected
trainers are
staff and experts

from the Ministry
of Finance
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Trainers were evaluated as highly professional, proficient and well
experienced. The majority of trainers are selected from the Ministry of
Finance's staff, which facilitates the transfer of substantive information that is
closely related to the trainees' needs and consistent with the local context.
Trainers from other Lebanese public administrations and institutions are
also well qualified, showing a high level of expertise and professionalism.
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According to department's heads, foreign trainers tend to better commit to
training objectives and make a better use of the time allocated to training
sessions, however a better adaptation of international standards and
practices to the Lebanese context would be more beneficial, in particular

in the areas related to audit, taxes and customs.

All surveyed beneficiairies acknowledged that trainers from different back-
grounds and fields of expertise enrich the training content and methodology.
They are better able to grasp and transfer good practices and successful
experiences. They also play a central role in improving the skills and
knowledge of civil servants.

One of the recurrent recommendations made to the Institute was to organize
more “Train the Trainer” programs to widen the pool of available expertise
and enhance the know-how of experts in training delivery techniques.

Respondents' satisfaction with MOF trainers’ knowledge
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Opinion of MoF department heads

Surveyed department heads were unanimous in their praise of the content
of training courses delivered at the Institute.

They emphasized the importance of technical programs that are in direct
relation with their employees' work and that play a key role in helping
them acquire practical skills related to the application of new laws and
decrees, work procedures and the use of new technologies. However, soft
skills seem to be less of a priority to them.

In respect to training engineering, department heads were appreciative of
the coherent and logical structure of the courses as well as of the training
methodology. Presentations and other interactive learning tools developed
by the IOF were recognized as "not only adequate but excellent and very
professional". Roundtable discussions were as valued as a modern technique

for the expression of ideas and the exchange of expertise.

Echoing with employees, department heads requested a larger number of
practical exercises. Study cases and practical applications were considered to
be as important as the theoretical concepts in better grasping the training

material. Depending on the managers, it was stated that practical exercises
should constitute anywhere between 30 and 80% of the training material,

depending on the course.
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Most department
heads stated that
skills acquired

through training are
invested in the daily
tasks of their team
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Department heads suggested organizing mandatory technical training
courses to improve trainees' commitment. However, in order to avoid
disrupting a department's work, they proposed scheduling the courses by
circuit sessions that would allow part of the employees to stay at work while
others attended the training course. Another alternative, expressed by a
large number of directors, is the organization of Technical Training courses
during work hours over a short condensed period of time, while Language
and IT courses would be carried outside work hours over extended periods.
Directors also recommended that employees and their supervisors follow
the same training courses in an effort to facilitate work and harmonization
as well as building a team spirit.
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Comparing the Institute’s offer with other training providers

90% is the level
Training programs at the Institute compare favorably with those of other Of com p I ian ce

training institutions.
[ J [ ]
_— _ between training
35% of the surveyed sample finds training programs at the Institute more
beneficial and 25% affirm they're better organized than training courses

objectives and
training needs

delivered by other institutions.

Respondents' satisfaction with the assistance provided
by the Institute's team
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57% of interviewees are highly satisfied with the
assistance provided by the Institute team
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Fostering Exchange and Access to Information

Our publications

The Institute puts a large number of publications at the disposal of the
public, in an effort to facilitate access to information and raise awareness
on new reforms, procedures and activities.

Readers of the Institute’s publications are generally satisfied with their
content and layout. The only area that leaves more than a few professionals

disappointed is the availability of these publications.

Citizen’s guides

Addressed to Lebanese citizens, taxpayers and professionals, and aiming
to raise awareness to their fiscal rights and obligations, the citizen’s guides
are very popular among respondents. Over three quarters (77%) of
surveyed beneficiaries are familiar with the guides, Awareness is higher
among lawyers and accountants (both with 86% awareness) than among
engineers (60% awareness).
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The most useful guides: the Inheritance and Land Registration Guide (56%), followed by the Income Tax Guide
for Liberal Professions (29%).
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Awareness and access rates are higher among professionals such as lawyers, G u i d es are u Sed fo re
, I °

accountants and engineers who refer to the guides in case of relevant
transactions (in 68% of cases), for general knowledge (22%) or in order to
answer the question of a relative or a friend (12%). Other respondents

e Completing

mentioned that citizen guides are a useful resource for the preparation of

transactions: 68%
e General

knowledge: 22%
e Find answers: | 2%

a professional/research project.

Average level of satisfaction with citizen’s
guides characteristics
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To facilitate citizens' access to such information, the Institute has designed
a diversified distribution strategy, mainly displaying copies at the Ministry
of Finance offices, at Libanpost offices, at book fairs, and at syndicates.
Electronic versions of the citizen’s guides are available at the Ministry of
Finance’s website (www.finance.gov.lb) and the Institute’s website
(www.institutdesfinances.gov.Ib).

The simple, clear and straightforward content of the guides was put
forward as the key factor of users' satisfaction by most readers (73%).

Respondents’ satisfaction with the content of
the awareness guides
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92% of readers
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user-friendly
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Training manuals

Training manuals are used as reference guides by professionals and civil

servants having attended a specific training course at the Institute. The

content of the manuals is comprehensive, informative and easy to access;

which also makes it a useful source of information to those who did not

attend the courses.

Average level of satisfaction with training
manual characteristics
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Scale from 1 (extremely dissatisfied) to 4 (extremely satisfied)
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For measuring the level of satisfaction generated by training manuals,
surveyors used a series of key characteristics ranging from difficulty of

content, to user-friendliness, to simplicity of graphics, and to easy access.

A high level of satisfaction was observed for almost all characteristics, except
for availability. One quarter of surveyed professionals obtain manuals
from the Ministry of Finance'’s offices; another quarter obtain it through a
colleague, while others either obtain it from the Institute (24%) or at book
fairs (17%).
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The Ministry of Finance’s newsletter: Hadith El Malia

The Institute publishes the Ministry's newsletter: Hadith EI Malia.

Lawyers and accountants who are the main readers of Hadith El Malia

outside of the Ministry focus their interest mostly on taxation topics.

The survey reveals that most readers are either interested in skimming
through the newsletter's titles or only reading matters of interest to their
field of expertise. 26% of readers are interested in subjects related to new
laws, procedures and units at the ministry, whereas 12% focus on public
finance and expenditures.

Satisfaction with MOF’s newsletter characteristics
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The readers' satisfaction is further enhanced by the rich content, the 4 4 /O Of

user-friendly language and the attractive graphics used to illustrate the

newsleter Hadith El Malia’s

readers focus on
taxation topics

Obtaining Hadith El Malia
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The Institute’s electronic News Bulletin PPt (VR FEA P POA
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Average level of satisfaction with IOF's News
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Other publications

Other publications include annual reports on activities and
conference/meeting proceedings. These publications are disseminated to a
wide range of stakeholders by email or posted on the Ministry of Finance’s

and the Institute's websites. Another way of obtaining these publications

is through a friend or a colleague.

However the majority (79%) of the readers indicated that they were

interested in reading policy papers.

Method of being notified of publications’ availability
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A specialized resource center:
The Library of Finance

The services of the Library of Finance registered a high level of satisfaction
among users. It is a specialized center that focuses on economic, financial,
customs and legal topics. Books, scientific journals, periodicals,
newspapers, reports and studies constitute readily available sources of
specialized information and knowledge.

A majority of 58% of surveyed members visits the library a few times per
year, 26% do so monthly, 14% weekly, and 1% daily.

The organization of the library offers an adequate space for study and
research. The helpfulness of the Library's staff also resulted in increasing
the users' frequency of visits.

Members of the library, in addition to surveyed department heads, have
recorded their high interest in the services offered and insisted on the
library’s potential to become an information hub in accounting and
finance at the national level.
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48% of library members have subscribed to the
electronic services offered by the Library of Finance
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The electronic services newly developed are orienting the library’s services
towards new technologies and facilitating access to reliable and high

41% of library
users visit the

quality information. Close to half of the members (48%) are subscribed to
the electronic services, and almost all of these (94%) indicated that they
benefit from these services.

[ ]
Topics generating the highest interest are finance and economy (65%), I | b ra ry at I e ast

followed by the Ministry and the Institute's news (16%) and updates on

training services (10%). Once a month
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(1)) cppastl clons aasg (1)) agally ¥ Lo @Gl 3 B0 Lgigyaze AniS LI algy oo ££)

Average level of satisfaction with the library’s

collections and services Users’ main interests at the Library of Finance
V| PRESY- Wi (R VIFP VS-S | I P O LI 4S50 danrin La ) 0l
3.50 70% -
3.40 60%
3.30 50%
.25
40%
3.20 3.18
3.15
3.12 30% 20%
3.10 22%
20%
3.00
10% 8%
2.90 I 2% 1%
Assistance of Layout of the  Journal collection Book collection Reports and Electronic 0% .
the library’s library studies collection services Books Reports and Journals The Internet Legal references ~ Customs laws
employees studies

Scale from 1 (extremely dissatisfied) to 4 (extremely satisfied)
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Recommendations

The Institute has contributed, in the past 15 years, to strengthening and
developing national capacities in public financial management. According
to the survey results, the work achieved by the Institute seems to have
generated a high level of satisfaction among the targeted sample.
Surveyed trainees and heads of departments, as well as other beneficiaries
and members of the Library of Finance, acknowledged the professionally
qualified, polyvalent and knowledgeable team working at the Institute
for the delivery of high quality services.

Excellence in training design and delivery appears as the strength point
of the IOF. The comprehensive training material, developed by qualified
trainers using participatory learning techniques, is based on concrete
training needs and job requirements and therefore creates further
incentives and motivation for trainees to attend training courses at the IOF.
The training material is designed coherently and delivered using
multi-faceted tools such as theories, practices, case studies, simulations,
exercises, group work and roundtable discussions. The use of smart
presentations of the course content in addition to other media tools
facilitates the transfer of knowledge and know-how, the exchange of
expertise among peers, and stimulates capacity development.

Recommendation No.1: Include more practical exercises

The acquisition of new skills was regarded by the trainees as the main
source of satisfaction. However, while recognizing the professionalism of
the training courses content and methodology, they emphasized the
need for a greater focus on practical exercises which would help them
make better use of the new skills, techniques and knowledge in their
day-to-day work.
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Recommendation No.2: Improve timing schedule and accessibility
The need to adjust the time schedule of training activities to suit work
requirements was a matter of concern to both the employees and their
supervisors. The trainees also complained about the difficulties they are
facing in reaching the training center at loF which needs to be addressed
by facilitating transport and/or decentralization of the training location.
This issue will become more pressing should the Institute expand its target
audience to more government agencies in the future.

Recommendation No.3: Facilitate the participation of a higher number
of employees to trainings outside Lebanon

The trainees repeatedly requested an increase in the allocated budget to
allow more staff to be trained abroad.

Recommendation No.4: Improve the dissemination of publications
Action should be taken to improve the availability and the timely delivery
of all the loF’s publications, while continuing to expand the emailing list.

Recommendation No.5: Further develop electronic means of
communication and information

This study highlights the importance of electronic services as a means of
communication. Actually, the Institute uses E-mail intensively to announce
the training courses, to notify professionals of the availability of publications
and to deliver its news bulletin. However, improving and expanding the
electronic services such as the website of loF and library and making use
of the latest technologies are of high relevance to keep up with the ever
increasing awareness among MoF employees of the importance of IT, as
evident by the number of participants in IT courses and the users of
electronic services at the Library of Finance.
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Flexibility Dynamism Strength
Cooperation Transparency Knowledge
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Organization Efficiency Success Clarity
Performance Connectivity Sustainability

Availability Excellence Commitment Dialogue
Accountability Reputation Openness Legacy
Reactivity Listening Diversity Exchange

Accuracy Innovation Quality
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The survey was designed and conducted by InfoPro Research, and made 1S @es Jundy ilaia asisiy powdl lis S gpgai) 45,8 crans
possible through the generous contribution of the TAG program funded draiil] 4,Sa¥1 DISeI g0 Joall (TAG) alslnlly dyéla il 7o geabip o
by USAID. FRAN

InfoPro, established in 1997, is a company specialized in information-based products and services specialized in business, economic, and development
issues. It is a leading provider of research to the private sector, international organizations and public agencies concerned with socio-economic issues.
InfoPro is an international quality publishing house of magazines and business books, including Lebanon Opportunities. It has also founded an economic
research center dedicated to give access to the general public data and information on the economic issues. It has initiated a number of sector-specific
research products and building-up extensive demographic and information updated databases, with the development of several specialties including labor
economics, socio-economic impact studies, and private sector development. InfoPro has engaged in consultancy projects addressing business development
and good governance, and established a comprehensive online database of economic and business information on Lebanon www.databank.com.lb








