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1

government excellence programs in 

the world established in 1997

Set standard and incentivize 
excellence in Government

Act as a global knowledge 
and Innovation hub

Advise Dubai leadership
on govÕt excellence 
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DGEP in the leaderÕs 

vision

! ÒThis program is the force behind 
improvements of the public sector. It 
propagated a spirit of competition not 
known by governmental departments 
before. All managers, officials, and 
employees seek to compete to provide 
the best and win one of the awardsÓ

! HH Sheikh Mohammed Bin Rashid Al 
Maktoum Vice President and Prime 

Minister of the UAE and Ruler of Dubai 
quoted from his book ÔMy VisionÕ 
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DGEP Role at a Glance

Awareness, Training 

and Support
Reward & Recognize

Measure and Assess

Set Aims, Develop 

Criteria and Initiatives

Learn and Share 

Knowledge
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Business Continuity 

Responding to Covid-19 

Caring for our people Leading Globally 

Organizational Agility 
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The current global crisis has once again

revealed the shortcomings of the

current global approach to Risk

Management and the need to rethink

management through the crisis

Responding to Covid-19 

What needs to change? 

How should we do it differently? 

How do we begin?



In an invited commentary about the current Global Crisis,

former Governor of the Bank of England, Mark Carney, says in

a recent issue of ÔThe Economist Õ that

ÒWe are entering a world in which firms will be 

expected to prepare for black swans by valuing 

anti-fragility .. and planning for catastrophe.Ó

Change in World view
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Did our Current Global Risk 

Management System Fail?

Do We  Need to Rethink 

Management Through the Crisis

What is wrong with the current 

approach to Risk Management?

Why does it deal poorly with the 

current global crisis?
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Risk Management is today both a great success, an impressive achievement, and a notable

failure. It works, and it doesnÕt work. It saves lives and property, and it fails to save lives and

property. It helps and it hinders.

There are notable flaws in ISO 31000 & other risk management standards

E.g. if you cannot conceive of a Risk, then it is excluded

So, cannot deal with Black Swans

Places no emphasis on Precautionary Principles.

Current Global Risk Management & 

Organizational Excellence 
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Numerous repeated and well publicised failures of Risk Analysis and Management

Inherent Flaw in the Approach: Much of Risk Analysis and Management as we know it today
is part of the problem, not of the solution

Reactive Approach Ð Uncertainty & Risks will occur; we need to predict & reduce/contain it.

We have to be able to conceive the risk.

Ignores aspects of the internal and external conditions in the system, including its

complexity and loading, & assumes stability.

Assumes full timely information, critical awareness & senior management attention

Assumes no ÒBlack SwansÓ

Current Global Risk Management & 

Organizational Excellence 
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Risk Management & 
Current Global Crisis

There are also specific issues of how systemic risks
such as Global Crises are incorporated within risk

management systems.

Despite the progress of Risk Management, it is not
common organizational practice today for
organizations to proactively monitor & manage its
response to an emerging Crisis.

Many organizations only become somewhat proactive
when, sometime after initiation, the Crisis enters the
propagation or contagion phase. At this point,
industry guidance, regulator requirements or
government entreaty may precipitate organizational
action.

Unfortunately, this may be somewhat late, even in
high risk situations.
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Are we ready for the 
next pandemic?

For example, despite:
Clear warning of the next global pandemic going back at 
least a decade

Early warning of the emerging threat within China at the 
beginning of the year

Explicit evidence of the pandemic starting to spread 
internationally

Clear emergence into a global phenomenon, and 
subsequently

little organizational attention was given to it, or 
responsive actions instigated, by many organizations 
until instructed or asked to do so by central government 
authority as Ôthe fat hit the panÕ at the last of the above 
phases.
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Our Organizations 

must be more agile 

Chapter title here



What is 
Organizational 

Agility?

!"
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Ability to Adapt

!"
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ÒIf the rate of change on the 

outside exceeds the rate of change 

on the inside, the end is nearÓ

on the 

of change 

is nearÓ

Jack Welch
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Organizational Agility 

Definitions 

18Chapter title here

ÒThe entityÕs ability to quickly respond to
changes in its, externally and internally
environment, and seize opportunities to
achieve leadership (DGEP Elite Model)

ÒExcellent organizations are widely
recognized for their ability to identify
and respond effectively and efficiently
to opportunities and threatsÓ (EFQM,

2013)

ÒAgility is a dynamic organization design
capability that can sense the need for
change from both internal and external
sources, carry out those changes

routinely, and sustain above-average
performanceÓ (Worley et al., 2010)

ÒAbility of an organization to respond
efficiently and effectively to both

proactive and reactive needs and
opportunities on the face of an

unpredictable and uncertain
environmentÓ (Dove, 2001)
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The organizationÕs ability to absorb and

adapt in a changing environment to enable it

to deliver its objectives and to survive and

prosper.

More resilient organizations can anticipate

and respond to threats and (seize)
opportunities, arising from sudden or

gradual changes in their internal and

external context.
Sustainability and 

recovery

Availability 

of Resources

Decision 

Making

Organizational Resilience 

ISO 22316:2017
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Our definition of Organizational Agility Implies having 

organizational strength to withstand pressures and 

shocks in addition to improvement after that 

20

It does not matter much whether you label 

your organization as agile,  resilient or anti-

fragile 

What matters most is what you apply from 

those features on the ground
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Volatility

Volatility and change for 

the worse steadily and 

rapidly

Complexity

Factors and causes are interrelated 

and overlapping and are affected by 

each other

Uncertainty

It is not possible to ascertain the 

relationship between cause and effect 

in any of the problem elements and 

hence the difficulty of forecasting

!"#$%&$'(

Inability to explain what is happening 

or having more than one possible 

explanation

V U

C A

When do we need Agility?
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Organizational Agility

Knowledge
Customer 

Expectation
Innovation

Fierce 

Competition

Emerging 

Technologies

Time 

Acceleration

Why Organizational Agility?
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Investing in success 
and learning from 
lessons learned

Agile systems, 
processes people 
and capabilities 

Culture that promotes 
innovation, encourages 
cooperation and adopts 

future solutions

Distinguished leadership 
capabilities in change management 
and communication

Effective and comprehensive 
risk management plan

Effective and fast 
decision-making 
mechanisms

Capabilities and readiness to 
create solutions to challenges 
and seize future opportunities

Analyze data, 
information and facts

Continuous monitoring 
and prediction of 
internal and external 

changes

An integrated system to work 

with organizational agility
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Agile Vs. ÔNon-AgileÕ Organizations

Agile Non-Agile

! Ambitious, Continuously improving

! Curious, sensing opportunities and risks

! Dynamic risk management plan

! Avoiding bureaucracy, promoting flexibility in

all systems and practices

! Taking precautionary measures but not over

doing it.

! Prevailing Team work and learning culture

! Failing often and fast

! Leveraging on diversity

! Traditional, no entrepreneurship

! Individual approach

! Late actions and non-transparent decision

making process

! Overstressing on cost efficiency

! Ignorance of the external and internal

environment

! High bureaucracy, slow work cycles

! Over controlling, bad change management

! Unjustified dependence on outside

capabilities
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Global Leadership

Efficiency

Customer 

happiness 

Business continuity

Seize opportunities and 

overcome challenges

Sustainability 

Why its important? 
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Fast 

Response

Efficiency Resilience

Customer Focus

The Key Elements
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It is not possible to have an 

organizational agile without having 

a work environment characterized 

by cooperation, collaboration and 

acceptance of change
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Reskilling 14021 employees to work on the pandemic (moving from administration to field work)Agile Workforce 

Creating 58 new work procedures and stopping 38 old procedures
Agile Procedures 

Moving to 100% smart services in four police service centerAgile Services 

Dubai Police 



COVID 19 Pressure on Taxi Industry

No source of 

revenue

Opportunity/ challenge:

RTA has faced the following challenges in the field of 

taxi industry:

! Several taxi units are idle with a 87% drop in 

demand with reference to pre-COVID 19 

demand.

! 10,000 driver work force are not utilized in these 

uncertain time.

On the other hand,

! the analysis highlighted that food/grocery 

supply chains were facing significant challenges 

to process and deliver the huge increase in 

orders during lockdown and RTA saw this as an 

opportunity to monetize its assets. 

Initiative:

The challenge was solved by Partnership:

! Partnership with Union Coop.: RTA partnered 

with online shopping platforms Union Coop to  

deliver orders to the public through Dubai Taxi 

vehicles and franchised taxis. 

! New web-based tool in partnership with HALA 

That leveraged the existing  technology, using 

the web-based tool that enables taxi delivery 

booking to provide a grocery delivery partnership 

with Kitopi

Customers

Satisfaction 

New Service 

and new field of 

play

Outcomes:
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Benchmarking initiative in 

managing and recovering 

from COVID_19 

35

Dubai We Learn  

Chapter title here

International Benchmarking tool 

6 weeks 

5 teams and 28 members 

200 best practices  

50 Countries 

Best Practices report 
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ÒWe are more than willing to share 

our experience with the worldÓ 

Questions?
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TRADE Best Practice Benchmarking provides a systematic 
and effective approach for breakthrough improvements and 
sustainable change management
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