
 

OMSAR CASE STUDY 
 

"The success of any governmental program is contingent upon the 
existence of a modern and developed administration that exhibits a 

gh degree of competency and efficiency
 

H.E. Fouad El Saad  
‘Minister of State for Administrative Reform’ 

hi ". 

 
This case study is one of ten that were chosen as part of the Enhancing Business Community Relations 
Project. The purpose of this study is to document successful experiences learning tools in the field of 
Corporate Social Responsibility in Lebanon. OMSAR was chosen as a case study due to the fact that it 
is among the most active institutions within the Lebanese government that has worked together with the 
private sector, striving primarily to promote the concept of public-private relations as essential elements 
in the betterment of Lebanon. As a result, the ‘Citizen Enterprise’ project, further discussed in this case 
study was developed in December 2001. 
 
The enclosed case study was written based on a detailed inquiry including a series of one-on one 
interviews and focus group discussions with various stakeholders (employees and community 
members), as well as collection of documentation on your institution’s operations and social activities 
through secondary sources, company documentation and media sources. The findings and 
recommendations reflected in the document are those of the author and do not necessarily reflect those 
of UNDP/UNV or the New Academy of business. It is important to note that these cases were written as 
examples of positive initiatives that have contributed to community. They do not constitute a 
comprehensive assessment of the organization’s socially responsible behaviors. 
 
 
The ‘Enhancing Business Community Relations’ project is a joint initiative between The United Nations 
Volunteers (UNV) and the New Academy of Business.  Implemented in seven developing countries, the 
purpose of the initiative was to collect and document information on business-community practices as 
perceived by all stakeholders, build partnerships with them and promote corporate social responsibility 
practices.  It is also intended to enhance international understanding of business-community relations 
through information sharing and networking with other countries especially those participating in the 
project - Brazil, Ghana, India, Nigeria, Philippines, South Africa and Lebanon. 
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1- Introduction 
  
The relationship between the government, businesses and the community has been a focal point for 
discussion worldwide. Nations and their leaders are realizing the importance of having all three sectors 
working very closely together. As a result, a total of 60 projects related to Corporate Social Responsibility 
(CSR) have been introduced across the British government, all with the objective to enhance public-
private relationships.  Furthermore, the UK is the first country to have a Minister of ‘Corporate Social 
Responsibility.’1 During 2000/2001 the former Minister Dr. Kim Howells in collaboration with the British 
Prime Minister Tony Blair launched an ‘Active Communities Challenge’ to encourage businesses to allow 
their employees time off work for community volunteering.2  

 
In most of the North, for example in Canada, private 
enterprises are offered tax cuts for their community 
initiatives. This has been a great incentive for 
companies; however, this concept remains non-
existent and a challenge in Lebanon. As noted by 
H.E. El-Saad, “It is impossible to give incentives, 
before fixing the taxation system itself. Currently, the 
Ministry of Finance is working on this issue, and with 
its success, Office of State for Administrative Reform 
(OMSAR) will be able to take the second step and 
offer tax incentives.”3 

“A campaign that promotes private-public 
relations is essential in a millennium that sees 
the world as a global village.  A country must 

enhance its strength to survive, and one 
necessary strategy is social partnership.” 

 
Mr.Fouad El-Saad, 

Minister of State for Administrative Reform 

 
The Lebanese nation has now reached the point of realization that private/public partnerships are a 
necessity and is a step closer to employing such policies adopted and employed in much of the North. 
With the private sector always working in isolation, and very little communication with the government, 
OMSAR’s primary goal was to establish partnerships that would benefit both stakeholders. The ministry is 
among the most active institutions within the Lebanese government that has worked together with the 
private sector, striving primarily to promote the concept of public-private relations as essential elements in 
the betterment of Lebanon. As appropriately stated by H.E Minister Fouad El Saad  “Lebanon will not 
overcome obstacles and meet challenges with dispersed efforts. Private success of enterprises is not 
enough alone.  We are all in the same boat and we face the same perils. Either we sink together or 
survive together.”4 As a result, the ‘Citizen Enterprise’ project – which is the focus of this case study - was 
developed in December 2001.  

 
2-  OMSAR’S Profile  
 
In Lebanon, one of the key over-regulated procedures is the interaction with the state administration, or 
within the administration itself.  This has resulted in lack of trust and confidence in state capability, and 
frustration on part of most citizens.5  Evidently, the development of an efficient and transparent 
government administration is essential to the development of the country as a whole. For this reason, in 
1994, the Office of the Minister of State for Administrative Reform (OMSAR) was established to help  
 
 

                                                 
1 http://www.societyandbusiness.gov.uk/government/gov_does.htm 
2 Ibid 
3 H.E. Fouad El Saad, personal conversation 
4 OMSAR Newsletter February 2002, pg. 18 

Property of UNDP/UNV and the New Academy of Business     
The views expressed in this report do not necessarily reflect those of UNV/UNDP or the New Academy of Business 

2
5 OMSAR Newsletter February 2002, p.13-14. 
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combat the problematic aspects of government costs, coordination, legislation and size.6  Since then, 
OMSAR has worked to achieve its mission statement: "Bringing the Lebanese post-war public 
administration into the 21st century through an optimal and coherent introduction of Institutional 
Development (rehabilitation and reform) and Information Technology (systems and communications) 
measures that render streamlined, transparent and traceable processes fulfilled by productive civil 
servants for the benefit of both the general public and government.”7  

 
Since its establishment in 1994, OMSAR has worked on institutional development with an emphasis on 
administrative reform. As a result various initiatives in 
collaboration with ‘Partners of the State’ - these include the 
private sector, NGO’s, Municipalities, etc - were 
implemented. The Citizen Enterprise initiative is a prime 
example of the work OMSAR has done in partnership with 
the private sector. In relation to NGO’s it has assisted with 
capacity building and training such as how to write 
proposals while also lending support to municipalities by 
providing full day workshops focusing upon laws and 
proper customer service. On the other hand, on a public 
sector level, OMSAR, has assisted with the civil service 
reform by enhancing policy making and management 
capacity and the creation of the central office for administrative information offering both a website and a 
phone hotline to assist easy access of information by citizens.8  

“I wanted to strengthen OMSAR’s role with 
its partners – NGO’s, municipalities and 

especially private sector institutions. As a 
result, the ‘Citizen Enterprise’ was the 

most suitable initiative – one that would 
add to the creditability of the State by 

aying the basis for a fruitful collaborationl  
with the private sector.” 

 
Dr. Leila Barakat 

Advisor to the Minister, OMSAR 

 
Given the fact, the ‘Citizen Enterprise’ initiative is one of the prime examples which highlights how 
OMSAR as a governmental body has worked with the private sector, further discussed below is a brief 
overview of the initiative, as well as a brief evaluation of this newly introduced concept.  

 
3- The ‘Citizen Enterprise’ Initiative 
 
In December 2001, H.E. Fouad El-Saad (Minister of State for Administrative Reform) announced the 
launch of a new project called ‘The Citizen Enterprise’. With the objective of sustainable development, 
the idea behind this project is to partner with various private sector entities to work together with OMSAR 
in allocating resources for development projects. El-Saad considers ‘The Citizen Enterprise’ as a new 
socio-political movement that changes existing relations between various sectors, and promotes the idea 
among the private sector that the community should also be a priority. 

 
‘The Citizen Enterprise’ kicked off to a good start in Lebanon. It was introduced and championed by Dr. 
Leila Barakat – Advisor to the Minister – who actively seeks partners, oversees the implementation of the 
program, negotiates the deals, and handles the execution of all projects. Initially Dr. Barakat approached 
various organizations to sign on. Due to the program’s popularity, companies are now approaching 
OMSAR to participate. To date, four organizations have been labeled ‘Citizen Enterprises’ – Picasso, 
TEAM International, Raidy Publishers and Chemaly Printing Press all whom were chosen based on their 
in-kind donations rather than a criteria selection.  Kindly refer to appendix –1- for a brief explanation of 
the initiative implemented with each of these companies. 

 
                                                 

6 www.omsar.gov.lb 
7 www.omsar.gov.lb/english/emission.asp  
8 Kindly refer to Appendix –2- 
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4 - A Brief Evaluation of the ‘Citizen Enterprise’ Initiative. 
 
Throughout the ‘Citizen Enterprise’ initiative, OMSAR has successfully advocated for corporate social 
responsibility and enhanced public-private relations in Lebanon. This was done through mediating and 
coordinating partnerships between corporations and the Lebanese government. At the launch of every 
“Citizen Enterprise” partnership, OMSAR organized press encounters that generated a lot of awareness 
on the topic. Many press conferences were organized and as a result, many TV programmes have shown 
interest by giving airtime. Furthermore close to 40 articles in major papers have been published on the 
initiative. OMSAR has also published monthly newsletters and launched its website9 to illustrate its latest 
projects, with updates on the progress made on the ‘Citizen Enterprise’ initiative. A summary of all the 
above, along with an explanation of each ‘Citizen Enterprise’ project was documented in a video that 
captured all OMSAR’S activities in 2002, and shown in OMSAR’s year end conference gathering the 
most prominent individuals from all sectors of the Lebanese society. 

 
All the above are good signs of communication of advocacy and have encouraged other companies to 
want to join the citizen enterprise. However, there is a danger that all this good communication could lead 
companies into projects for marketing purposes and market development interests. For example, some 
companies may want to become a ‘Citizen Enterprise’ due to the publicity and exposure they receive in 
the public eye. In Lebanon, the UNDP/UNV and New Academy of Business project “Enhancing Business-
Community Relations” (EBCR) identified through its research phase that many individuals from different 
sectors of the Lebanese society perceive public exposure and being noticed in the media as the major 
reason enticing organizations to get involved in their community. As a result one should be careful about 
company’s motives behind community involvement. In an interview with the ministry, OMSAR confirmed 
that it encourages corporations not only to get publicity, but all the many other benefits that come along 
with strategically engaging in the community such as enhanced reputation and profits, improved human 
resources practices, etc. 

 
Substantive research on Corporate Social Responsibility shows citizenship is a very broad concept and 
includes a wide variety of issues and practices such as ethics, accountability, effective human resources 
practices, etc.  With this in mind, all companies participating in, or planning to participate in the ‘Citizen 
Enterprise’ are encouraged to have met before being labeled ‘The Citizen Enterprise’. To date, there has 
not been any criterion set for selecting partners to participate in the initiative; instead Dr. Barakat 
negotiates with a enterprises a specific project that fits within the framework of the Administrative 
Reform’s strategy. According to Dr. Barakat, OMSAR cannot exercise much choice in its selection of 
enterprises because the government is very much in need of credibility, partnerships and resources. 
Realistically, such challenges should be kept in mind, while at the same time, keeping in mind other 
concerns such as possibly developing the wrong partnership, and labeling and organization the ‘Citizen 
Enterprise’ when in fact; it might not be in every essence of the word. Without some form of assessment 
for the appropriateness of a company’s initiatives, it is possible that the value to the companies of the 
label “Citizen Enterprise” will be eroded.  If this happens, then perhaps companies may not be so 
interested in the program. 
 
Overall, the idea behind the ‘Citizen Enterprise’ initiative is great and has contributed to a lot of capacity 
building, especially for employees that benefited from various training sessions or from reading the ‘Code 
of Conduct for the first time!’ They in turn will help OMSAR achieve its objectives to improve service in 
the public sector and eventually reduce costs.  
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5- Conclusion and Recommendations 
 
‘The Citizen Enterprise’ is a promising initiative but needs to be implemented with care. Taking into 
account the challenges faced by OMSAR and the fact that this field is only beginning to emerge in 
Lebanon, hence, the need for promoting the concept among organizations might be greater, we still 
recommend that the Ministry develop a full project strategy and business plan for the initiative. This could 
include criteria and a well-established process for screening and selecting private sector institutions. 
Equally important is to evaluate continuously and follow up on the outcomes of each of the projects 
implemented to ensure they meet their objectives. What’s important here is to develop long-term 
sustainable partnerships with private sector institutions, where such organizations are actively involved in 
improving the development field within OMSAR’s mandate, as opposed to philanthropic in-kind donations 
in return for exposure.  By focusing on the cause itself – OMSAR and its partners, can jointly come up 
with comprehensive activities and campaigns that yield more effective results.   
 
To improve the effectiveness of the “Citizen Enterprise”, OMSAR is encouraged to get involved in 
activities that strengthen its role and serves its mandate. These might include executing research, and 
organizing seminars and workshops on the field. Furthermore, OMSAR can group companies to 
brainstorm together on learning generated as a result of their involvement and on how they can all join 
efforts to enhance Public Private Partnerships. This type of work is currently been done worldwide by 
many organizations such as Business in the Community (BITC),10 International Business Leaders Forum 
(IBLF),11 and Utopies.12  
 
With careful planning OMSAR can sustain and continue building its relationship with its ‘Partners of the 
State’ and to set a leading example for other government institutions to follow. To date, the ‘Citizen 
Enterprise’ and other OMSAR initiatives that ultimately improve public administration and services have 
started slowly enhancing the environment through which the private sector operates. As a result, OMSAR 
is applauded for their great initiative. 

 

                                                 
10 http://www.bitc.org.uk/ 
11 http://www.iblf.org/csr/csrwebassist.nsf/content/f1c2a3c4a5.html 
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APPENDIX –1- 
CITIZEN ENTERPRISES 

 
 

1 - AFFICHAGE PIKASSO  
 
As soon as ‘The Citizen Enterprise’ campaign was launched, Pikasso - a billboard advertising company- 
was the first company to offer its services towards social development. Director and founder of the 
company, Mr. Antonio Vincenti approached OMSAR himself to offer his services. Since the Lebanese 
government does not allocate a budget to publicity, OMSAR found that one method by which the private 
sector could contribute was through in-kind donations.13 Pikasso, was the first to offer its services, and 
the first to become the ‘Citizen Enterprise’.  
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Pikasso offered five thousand of its billboards, worth $500,000 
USD, to promote the citizen concept, citizen – state relations, and 
the relation between the state and private sector and civil society 
enterprises. Although Pikasso has provided many in-kind 
donations in the past to support various social issues, this was the 
biggest campaign ever donated. Distributed on three different 
occasions within a three-week period, the first set of billboards 
began with OMSAR’s ‘Informs’ campaign followed by the Citizen 
Charter14 and the National Employment Agency.   

“Our panels share the daily life of 
the Lebanese population. Our 
commitment of solidarity to the 

community is to put our billboards 
at the disposal of great causes 

and public awareness 
campaigns. ” 

 
Mr. Antonio Vincenti 
Director of Pikasso 

 
2 -TEAM International 
 
In March 2002, a new partnership, to improve administrative efficiency was formed between OMSAR and 
a multidisciplinary consulting agency called TEAM International. Established in Beirut in 1975, TEAM 
International is renowned for its expertise in management consulting, human resource development, 
engineering consulting, and information technology studies. Having worked with the government before 
between 1993 and 1996 in participating in development studies for the rehabilitation of the public 
administration in Lebanon, TEAM re-offered its services free of charge to help train government 
employees on vocational and technical issues such as Total Quality Management. The strategy used by 
TEAM was to reform actively one public institution, study the outcomes of the initiative and use the 
results to modernize other institutions.  

 
3- Raidy Publishers 
 
The idea that “the responsibility of the government and public administration or rendering efficient 
services to the citizens is one of the essential features of democratic systems”15 has become more and 
more emphasized over the past decade.  The issue of ethics in the public service has become a high 
priority in many countries, including Lebanon.  In April 2002, Raidy Publishers worked in partnership with 
OMSAR to publish “The Code of Conduct for Civil Servants”. This code tries to reinforce personal ethical  
 
values as well as professional responsibilities of the civil service.  To date 18,000 free copies of the 
booklet were distributed and 2,000 posters to raise awareness were displayed throughout the 
administration to civil servants. 
 

                                                 
13 In-kind donations - contributions from businesses need not be in the form of cash, but more so products and services. 
14 Refer to Appendix Two  
15 “The Code of Conduct for Civil Servants” Booklet- Introduction.p.20 
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Although not enforceable by law, this code “is a necessary tool for improving the performance of any 
citizen-oriented and modern public administration. It constitutes an ethical framework for job behavior and 
sets the pace of sound daily activities and self-control.”16 It is also expected to boost the morale and 
improve the image of the employee himself, which in turn will help build respect for him and his 
administration by his/her fellow citizens.17 The emphasized characteristics include justice, equality, 
transparency, fairness, accountability, rule of law, integrity, impartiality, public interest and human rights. 

 
4 – Chemaly Printing Press 
 
Chemaly Printing Press, which was established 50 years ago, started as a family business with its 
founder Chaker Chemaly, and now has grown ten- fold and became one of Lebanon’s leading printing 
presses. This organization became OMSAR’s fourth ‘Citizen Enterprise’ following their partnership with 
the INFORMS project. Chemaly offered its services with the in-kind donation of printing 10 000 
information leaflets and 10 000 Civil Servant Guide outlining rights and obligation.  
 

“This was but a simple step towards the information 
highway and the ‘one stop shop’, which would save 

the citizen time and effort and fruitless tracing of 
formalities. It also eliminates waste and loopholes 

through which both employees and citizens can filtrate 
to reap personal benefits at the expense of the law 

and the time of other citizens.”1 
 

Fouad El Saad 
Minister of State for Administrative Reform 

 

These leaflets covered both the INFORMs project 
and the rights and obligations of civil servants. The 
INFORMs project is the Central Office for 
Administrative Information, established at the 
request of H.E. El-Saad. He considered 
safeguarding citizen interests, provision of quality 
services, ensuring access to information on 
formalities and defining citizen-public 
administration relations as top priorities. The office 
offers both a website found through the portal site 
www.informs.gov.lb and a phone hotline number 
1700 as new means by which citizens can access 
necessary information about administrative 
formalities and information such as forms, supporting documents, filing instructions and fees.18  

                                                 
16 Ibid p.20 
17 Ibid p.21 
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APPENDIX –2- 

EXAMPLES OF OTHER PROJECTS IMPACTING THE PRIVATE SECTOR 
 
A. Support to NGOs 
 
OMSAR also worked with NGOs, especially outside of Beirut, to assist them in capacity building and staff 
training.  The NGOs outside the capital are less exposed to modern trends and strategies. OMSAR works 
to reduce this gap and teaches strategies such as how to fundraise more effectively. This in turn helps in 
reducing the gap between the private sector and NGO’s. 

 
B. Support to Municipalities 
 
OMSAR worked with municipalities, focusing mainly outside the capital Beirut, by providing full-day 
workshops about laws and proper customer service. The workshops concentrate on the following four 
areas: financial planning, urban planning, administrative procedures, and human rights (how to apply 
laws). Although not directly related to the private sector, these workshops, which enhance the 
municipalities, ultimately provide the private sector with an environment to operate more efficiently. 
 
C. Support to Civil Service Reform  
In the context of supporting civil service reform, OMSAR is currently working on a project to implement 
strategic alliances between the public and private sector in the area of e-government such as the 
development of e-applications, including HealthNet, SchoolNet, TourismNet, etc. This project started with 
UNDP’s assistance in the establishment of key pillars to help operationalize OMSAR’s objectives. The 
project’s strategy focuses on four axes: institutional development, coordination, legislation, and 
information and communications technologies (ICT’s). Its objectives include: Modern Management 
capacities developed and established in key administrations; reduction of the size and cost of the Public 
Administration; modernization of legislation, and citizen-oriented legislation. This project will impact the 
private sector, since various organizations will partner in the provision of services in the context of 
implementing the objectives and activities mentioned above. 

 
 
 

 
 

 

Property of UNDP/UNV and the New Academy of Business     
The views expressed in this report do not necessarily reflect those of UNV/UNDP or the New Academy of Business 

8
 



19 
 

‘Enhancing Business Community Relations’ 
OMSAR Case Study 

January 2003
 

APPENDIX –3- 
CITIZEN CHARTER 

 
The attempts of the administrative reform have witnessed during the past decade, especially in advanced 
countries, an important changeover represented by giving priority to the public administration - citizen 
relationship and by focusing on the problem of improving the relation between the state and the citizens 
through meeting their needs and offering them optimum services. In all, serving the citizen remains the 
main concern of every democratic system basically since the citizen finances the state’s functions and 
expects, in return, efficient, high quality and non-discriminative services. 

 
As a result the Citizen’s Charter was developed to achieve the following main goals: 
 Consolidate the administration’s democratic trend and comply with the system of the rule of law; 
 Achieve the principle of transparency and the responsibility of the public administration towards the 

citizen; 
 Protect the citizen from the administration’s abuse of power; 
 Reinforce the relations between the state and the citizens and restore trust in the state, and 
 Improve the quality of services provided by the state. 

 
The need for such a charter was more insistent in a country like Lebanon, due to the deterioration of the 
administration’s condition and the large gap between the public administration and the citizen as a result 
of many factors, most important of which are: 

 
 The mentality that has prevailed since the period of the French mandate, and to a large extent during 

the independence period, was that of a ‘ruling administration’, rather than a ‘serving administration’. It 
is high time for the administration to reconsider its role, from an administration whose responsibilities 
are limited to commanding and preventing, to an administration that strives to serve citizens and to 
facilitate their interaction with the State. 

 The illegal political interference, often marked by a sectarian aspect, which has, to some extent, 
subsided for a short while during the independence period, has intensified after the incidents that 
afflicted the country. The politicians have hard handedly seized the administration, and abused it for 
their personal interests. 

 The outdated, arduous and complicated work styles and procedures are, as all admit, one of the main 
complaints of the citizen and subsequently one of the main reasons for the lack of confidence in the 
administration’s capability or willingness to serve this citizen and to improve his relations with the 
State and administration. 

 The ineffectiveness of the system of calling the politicians and the civil servant to account constitutes 
a major reason for the disappointment of citizens and the decline of their trust. Besides, the poor 
control of the parliament over the executive power responsible for the workflow in the public 
administration/agencies augments the indifference and disregard of many civil servants towards the 
citizen without fear of retribution. 

 

On the 15/11/2001, the Council of Ministers approved the text of a ‘Citizen’s Charter’. It was published in 
the ‘OMSAR’ Newsletter, December 2001 issue. The above text is a summary taken from the newsletter.
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APPENDIX –4- 

SOURCES CITED 
 

 
Websites 

 
Office of the Minister of State for Administrative Reform (OMSAR): www.omsar.gov.lb  

 

 

 

 

 

 

 

 

 

 

 

 
Utopies: www.utopies.com/english/index.html 

 
Business in the Community: http://www.bitc.org.uk/ 

 
International Business Leaders Forum http://www.iblf.org 

 
Society and Business: http://www.societyandbusiness.gov.uk/government/gov_does.htm 

 
 

Printed Material  
 

Daily Star “Saad announces training courses for public servants” 

Daily Star “Saad announces private sector reform initiatives”, March 15, 2002 

‘The Code of Conduct for Civil Servants’ Booklet 

OMSAR annual Report 2001 

Various OMSAR Newsletters 
 

Other  

Enhancing Business Community Relations Questionnaire 
 

Various interviews with OMSAR employees 
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