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INTRODUCTION

In April-May 2014, the Office of the Public Service Commission (PSC}editnated its Client
Satisfaction Survey (CSS). The Survey was divided into two components; the General CSS and the
Specific CSS. It is planned that the surveys will be commissioned on an annual basis.

Improving the quality of public service deliveryase of the primary goals of the Public Administration
Sector Plan 2012018. Taxpayer funds and expenditure must be-mlatled and welspent.

The overall objective was to help Government and service providers identify areas where improvements
could be made. It will help ensure Government is aware of how citizens and customers see it, to help
inform change and ensure value for money in delivery of products and services.

More specific objectives include:
T Measuring progress toward PSC goals identifiedsilCorporate Plan;
9 Establishing baseline data on Government Client Satisfaction;
T Gauging the clientbés knowledge of Government

Someof the key highlights include
T Government is Adelivery focusedo and fo
Government employees are friendly, try to be helpful, and try to provide a cond
environment for clients;

T Service delivery hasnproved dramatically if compared with previous years;

1 The Samoan public service is on the right track, with respondents having positive view
the role of Government and its achievements;

9 Ethics and professional standards of the public servicearamnterstood by public servan
themselves and the general public.
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METHODOLOGY

Survey Coverage
The survey was conducted by means of a questionnaire. It was détriouthe general public, both in

Upolu and Savaii, as direct clients of GovernmeRSC staff had conducted pBSS consultations with

the public to explain the nature, purpose, and objectives of the Suiley PSC had also sought the
assistance of Jage representatives for the distribution of questionnaires to the communities and those
located in the rural areas. The questionnaire was uploaded onto the PSC website for easier access,
particularly for those in the urban areas.

Questionnaires distritbed to the Government agencies were expected to reach 60% of total employee
count. A descriptive letter stating the objectives of the survey was attached to the questionnaire. Face to
face interviews were carried out at public places including the wiarfinarket, district hospitals, court
house, village shops and residences.

Survey participants were encouraged to return completed forms to the Office of the PSC. Completed forms
by Savaii participants were returned to PSC staff on island. There wergsubméssions received.

Survey Questionnaire
The questionnaire was developed based on a similar questionnaire developed by the New Zealand State

Services Commission. The questions were modified by the supervising Assistant Chief Executive Officer
to suitthe local context.

The two components of the survey were designed to achieve:
a. an overarching view of Government service delivery across the board;
b. a more indepth view of service delivery by individual Ministries and agencies.

Data Entry
Data entry ad processing was done internally by PSC staff. It was supervised by the Assistant Chief

Executive Officer of the Corporate Services Division within the PSC.

Survey Response
Over 10,000 questionnaires were disseminated. A total of 1,897 response<eigszire

! The sample included Government employees as they were also considered users of Government services
BothAy {F@FAA FYR ! LRfdT t{/ KIR YSi sAGK D2GSNYyYSyd | 3§
and Sui o Tupulaga in Upolu.
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SURVEY LIMITATIONS

The following limitations had been identified as deterrent factors in relation to the results and meeting the
objectives.

They are summarized in the table below:

Recommended Strategy for

Explanation ~ WayForward

Key Issue

1. Limited professional staf

with survey expertise

Most of the survey team had n
been exposed to similar work
related field before. There we
limited technical expertise wit
limited to no proper training it
this area for some of the juni
staff; there wa heavy reliance o
the supervisor for guidance.

1

Careful selection 0
professional staff tq
minimize survey errors.
Conduct oOpr
modality.

Proper briefing for surveyor
on the purpose, objective
and context of survey

2. Survey content limitations

There was a disconnect betwe
some of the questions and t
overall focus of the survey

Develop survey question
based on hypothesis;
Pilot test survey prior
releasing survey

3. Inactions of respondents

Some of the questions were 11
answered by therespondents
Surveyors did not follow up o
nonrespondents; there was

Design questions in straigh
forward simple English
avoid jargon, vaguenes
abbreviations

perceived lack of understandif § Have an interviewer/suryer
of the questions left unanswere present to  assist th

respondent.
1 Proper training in surve

design.

4. Ineffective survey| Approach taken to reach targ § Careful selection of targe
distribution audience was limited population and sample size
1 PSC to work with MWCSD

to get the buyn from
village representatives
disseminate the survey
communities.

5. Collection methods

The estimated amount
guestionnaires given out Wws
10,255. This ircomparison to the
number of returned 1,897 is ve
low.

Surveyors tg
Afanti ci patnet/ie
collection errors as part (
design process; attempt
minimize through prope
solutions

Consider incentivizing
survey next year,
Given that t
Serviceo sur
partnering up with othe
Ministries to undertake as
0 Wheo!| of Gov
activity

the

6. Data entry

Limited capacity and dat

entry/verification/processing

Carry out training for dati
operators to ensure effecti
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expertise of staff

and reliable information i
entered to el
i n, gar bagge
Work with Samoa Bureau ¢
Statistics to carry out surve
training for staff

7. Ministry Support

Some government agencies (
not support this activity thereb
leading to low responses

Have small taskforce wit
representatives from othg
Ministries and NGPrivate
Sector to gauge btin before
the next survey

Carry out awareness sessid
to inform them of survey
objectives and it
importance.
Solicit a Cabinet approval fg
the survey to ensur
compliance from al
government agencies.
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FINDINGS AND ANALYSIS

PART I: CLIENT SATIS FACTION SURVEY (GENE RAL)

Three (3) general statements were put to the survey participants to gauge their feedback on products and

services delivered by Government agencies:

1. Overall, | have a good knowledge and understanding afc h

and Services being delivered;
2. Overall, | am satisfied with the service delivery offered by Government Ministries; and

3. Overall, | feel that service delivery now compared to previous years have improved dramatically.

The responses establish further pathways for appropriate strategies for the improvement of government

services.

Government

The Government agencies referred to in this survey are listed below in Tablel.

Table 1:

ACC Accident Compensation
Corporation

MPMC 1 Ministry of Prime
Minister and Cabinet

SWA'T Samoa Water Authority

AG 1 Attorney General

MFR1 Ministry for Revenue

STAT Samoa Tourism
Authority

ASC1 Agro Store Corporation

SBSi Samoa Bureau of
Statistics

UTOST Unit Trust of Samoa

CBSi1 Central Bank of Samoa

OOTRI Office of the
Regulator

LA T Legislative Assembly

EPCi Electric Power
Corporation

SLRCi Samoa Law Reform
Commission

OMB i Ombudsman

LA T Legislative Assembly

SFESAI Samoa Fire
Emergency and Services
Authority

MOPT Ministry for Police

LTA 7 Land Transport

SAAT Samoa Airport

NHS1 National Health Service

Authority Authority
MAF 1 Ministry of Agriculture | SHCi Samoa Housing STECI Samoa Trust Estates
and Fisheries Corporation Corporation

MCIL T Ministry of Commerce
Industry and Labour

SLCi Samoa Land Corporatio

DBS1 Development Bank of
Samoa

MCIT T Ministry of
Communication and
Information Technology

SLAC T Samoa Life Assurance
Corporation

PTO1 Public Trust Office

MESC1 Ministry of Education,
Sports and Culture

SNKFi Samoa National
Kidney Foundation

NUST National University of
Samoa

MFAT 1 Ministry of Foreign
Affairs and Trade

SNPF Samoa National
Provident Fund

SIFAT Samoa International
Finance Authority

MJCA' Ministry of Justice and
Courts Administration

SPAT Samoa Ports Authiy

MWCSD1 Ministry of Women,
Community and Social
Development

MNRE 1 Ministry of Natural
Resources and Environment

SSCi Samoa Shipping
Corporation

MWTI T Ministry of Works,
Transport and Infrastructure

MOF 1 Ministry of Finance

SSSi Samoa Shipping

OECi Office of Electoral

Coarporation Commission
MOH T Ministry of Health SSFAI Samoa Sports Facilitie

Authority
SQAT Samoa Qualification PSCi Public Services
Authority Commission
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A summary of the outcomes is out bel(REFER TO APPENDIX 1 FOR ALL C HARTS]:

Knowledge of Government functions and services

Thirty-seven per cent of respondents somewhat agree that they have good knowledge and understanding of
each Government Ministryo6s f un c-inegersentastrodglggeed vi ce s
with the statement, 5% strongly disagreed, and 18% of respondents did not provide an answer.

Overall Satisfaction with Government Service Delivery

Overall satisfaction with service delivery is relatively high with 39% and 26% of respondents somewha
agreeing and strongly agreeing with the statement. While 11% of respondents disagreed with the statement,
18% did not respond.

Service Deliveryi a comparison to previous years

Thirty five per cent (35%) of respondents strongly agreed that servicemyetiow compared to previous

years has dramatically improved. Thirty one per cent somewhat agreed while 5%, 3% and 8% strongly
disagreed, somewhat disagreed, and neither agreed or disagreed, respectively. The rest did not record an
answer.

8 Client Satisfaction Survey Report 2014
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PART II: CLIENT SATI SFACTION SURVEY (SPECIFIC)

The specific part of the CSS aimed to capture a mogemnth view of service delivery by individual
Ministries and agencies.

Survey respondents were asked to name a Ministryttadyvisited and had utilized any of their services.
They were then asked to assess their client experience in accordance with the statements listed below.

Statements put to participants were designed to gauge feedback on two areas: (i) Ministry perfanchanc
(i) Employees. The statements that focused on the first area included:
1. Overall, this Ministry provides effective and efficient services
2. Ministry services are easily accessed
3. Ministry response time to my request/enquiry was of professional standard
4. Ministry waiting areas or places whereby they serve their clients were clean, neat and welcoming
5. Ministry telephone representative was professional, friendly, helpful and reliable

Statements focusing on the employees of Government Ministries and agecloided:
1. Ministry representatives are well informed of their functions and services
2. Ministry representatives provided quality and reliable services
3. Ministry representatives are flexible and helpful
4. Ministry representatives are well groomed and friendly
5. Values and ethics observed through staff service delivery are of professional standards

A summary of the outcomes on Ministry performance is set out b&&KFER TO APPENDIX 1 FOR
ALL CHARTS |

Efficiency and Effectiveness of Ministry services
The Ministy of Agriculture and Fisheries stood out as the most efficient and effective agency in terms of
service delivery [according to the respondents whom utilized their services]. The following Ministries
received the same feedback:

1 Ministry of Women Communityrad Social Development [MWCSD]

1 Ministry of Natural Resources and Environment [MNRE]

1 Ministry of Health [MOH]

1 Ministry of Education Sports and Culture [MESC]

The above Ministries however were the most visited agencies based on the completed forms received,
hence the above results.

The Ministry of Health was noted as the most inefficient and ineffective in terms of service provision. It
was noted however from the forms that there was a misunderstanding between the roles of the MoH and
the National Health Seices. Some respondents are not aware that the two agencies are separate, raising a
guestion about public awareness with regards to public reforms.

The Ministry of Finance, the Ministry of Justice Courts and Administration, and the Ministry of the Prime
Minister and Cabinet, were also noted as having inefficient and ineffective service provision.

For the norMinistry agencies, the most visited offices were the Samoa Water Authority, National Health
Service, Electric Power Corporation, Samoa NationaliBemt Fund, and the Ministry of Police.

Client Satisfaction Survey Report 2014 9
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The SNPF was noted as the most effective and efficient agency in terms of service delivery. The Samoa
Water Authority was identified as having notable issues with its service delivery. The following agencies
werein the same category.

1 NHS

1 EPC

1 Ministry of Police

Accessibility of Ministry services
The Ministry of Agriculture and Fisheries was noted as having easily accessible services, along with the
following Ministries:

1 MWCSD
1 MESC

1 MOF

1 MNRE

The respondents beliedghat the services of the Ministry of Natural Resources and Environment were not
easily accessible, along with the following Ministries:

1 MOH
1T MESC
1T MPMC

For the norMinistry agencies, respondents thought that the services provided by the SNPF were easily
accessible, along with the following agencies:

I Samoa Tourism Authority

1 Samoa Ports Authority

1 Accident Compensation Corporation

1 Central Bank of Samoa

On the contrary, respondents thought the services provided by the Samoa Water Authority were not easily
acessible, as well as the following agencies:

1 NHS
1 EPC
1T MOP

Response time to requests and enquiries
Ministries and Non Ministries were also assessed on whether the response time to requests and enquiries
was of professional standard.

Respondents thought thesponse time for requests and an enquiry at MCIT was of professional standard.
The same sentiment was shared of the following Ministries:

1T MAF
1 MWCSD
1 OEC

While respondents thought the response time at MWCSD was of high standard, a significant number of
those that visited the Ministry thought otherwise, along with MAF and OEC.

For nonMinistries, respondents thought the response time to enquiries at ACC was of professional
standard. Other agencies in the similar category included Legislative AssemblyaAdidiT A.

10 Client Satisfaction Survey Report 2014
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Respondents thought the Samoa Trust Estates Corporation (STEC) and the Office of the Ombudsman
needed to review the turnaround period to requests. The slow response to requests at OMB could be linked
to the fact that investigations take up gn#ficant amount of time given the sensitivity of issues dealt with.

Maintenance of Customer Focal Points (waiting areas)

Ministries and nofMinistries were assessed on whether their waiting areas were clean, neat and
welcoming. This is one area Minigs have been encouraged to focus on over the years, particularly as it
sets the scene for the client experience.

Overall, the majority of respondents thought that waiting areas or customer focal points were clean, neat
and welcoming.

Professionalism oftelephone representatives
The office/telephone receptionist is the first point of contact for any agency. This is the face of the entire
Ministry in public relations. Telephone representatives were assessed on their:

9 Professionalism

9 Friendliness

1 Helpfulness

1 Reliability
The feedback for Ministry telephone representatives was consistent for the majority of Ministries. A
significant number of respondents agreed that MAF, MESC, MOF, MWCSD, MOH and MNRE had
professional, helpful, friendly and reliable telepbaepresentatives.
For nonMinistries, the SWA, NHS, EPC, and MoP were the notable agencies in terms of the
professionalism, friendliness, helpfulness and reliability of their telephone representatives.

There is still work to be done to improve thisa however, in the above agencies, according to other half
of respondents that utilized this service.




The second part of the specific component focused
forthe Aempl oyeeo ass e RERBER TQ APPENDIX ERORALLICHARES o w |

Mi nistry representativesd awareness of the
The Ministry of Agriculture and Fisheries stood out as the most informed of their functions and services,
acording to the respondents. Other Ministries that received the same assessment included:

1T MESC

1 MWCSD
1 MNRE

1 MoH

While MoH employees were well informed of their services, some respondents thought there is room for
improvement, along with the following Miniséis:

1T MPMC
1 MNRE
1T MICA

For the norMinistry agencies, the SNPF staff stood out as the most informed of their functions and
services, along with EPC, NHS and MoP.

There is room for improvement in this area particularly for the providers of essential sessuidess the
SWA, NHS and EPC.

It should be noted however that some services requested by the public are no longer being performed by
some service providers. This might af fect the r e
awareness. For examplgsome plumbingelated requests from clients of SWA could be outside of their

control as this service had been contracted out. Low water supply due to low rainfall is also outside of
SWAGs control thus resulting in |Iimited supply for

Quality and reliable services
Respondents thought that employees of the Ministry of Agriculture and Fisheries provided good quality
and reliable services. MNRE, MWCSD and MESC received similar assessments.

Similarly with representatives in the non ministry sectestances of low quality and unreliable services
are noted.

The SNPFO6s assessment remains consistent throughou

As with previous sections, representatives from the followingMimistry agencieseaquire improvement
in this area:

1T SWA
1 EPC
1 NHS
1T MOP

Flexibility of Ministry representatives

In general, the number of respondents stating that employees were flexible and helpful outweighs those
that disagree. While respondents thought that Ministries imgudNRE, MoH, MAF and MESC, had
flexible and helpful staff, there is room for improvement to address gaps in this area in the same Ministries.

12 Client Satisfaction Survey Report 2014
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The SNPF staffs had also been assessed as being the most helpful and flexible of alMiméstrgn
agencies

The NHS, SWA, EPC and MOP had been identified as having staffs believed to be unhelpful and
nonflexible.

Friendliness and cleanliness of Ministry representatives

The employees of the Ministry of Agriculture and Fisheries, along with MESC, MNRE and MW&&D

been assessed as being well groomed and friendly. The Ministry of Health had been assessed by
respondents as having problems in this area. There was also room for improvement for some of the MNRE
staff.

There is room for improvement in this area the essential service providers; i.e., SWA, EPC, and NHS.
The Ministry of Police is also included in this category.

Values and ethics within Ministries

Sixty one per cent of respondents did not provide a response when asked about whether theyhtad thoug
values and ethics observed through staff service delivery were of professional standards. Twenty six per
cent agreed with the statement, less than 10% disagreed, with the rest recording otherwise.

Client Satisfaction Survey Report 2014 13
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ANALYSIS

General Overviewi How is the Government doing?

Respondents have positive views about the role of Government and its achievements, proving that the
Samoan public service i s 0o n-levelmaurerof thelguestions didcnkto . N o
provide enough data for PS€identify areas of improvement in the public service.

Respondents think Government employees are friendly, try to be helpful, and try to provide a conducive
environment for <clients. Government i s case.Al i very
Government is not being effective if it is not communicating or interacting well with its clients and people.

Factors influencing the Client experiencé Progress or Regress?

In essence, while some agencies have stood out in the public eya@edrapetent in terms of service

delivery, the reality remains that all Ministries and Authorities would benefit from ongoing strengthening
programs in service provision. Client needs and requests vary in scope thereby requiring front line
Ministerial staf t o be on guard; the customerd6s perception
processes, internal and meajency, have been coordinated and explained to the clients.

The improvements made over the years could be attributed to various mstiedivch include, but are not
limited, to the following:
9 Institutional Strengthening Programs for a few Ministries;
1 Ongoing capability programs in front line service delivery;
1 Quarterly monitoring and evaluation checks conducted by the Office of the Fadaticce
Commission (i.e.Front Desk Spot Check and the Telephone Customer Service assessment);
1 Performance assessments (Performance Framework)

However, while respondents think client focal points have improved and are at a satisfactory state, there is
room for further improvements and development. This is directly reldtngelephone operators,
frontline staff, and the turn-around response periodor requests from the public.

The high level of nomespondents to the question eiics and professioal standards could indicate
there is a limited understanding of what they are, their purpose, and what they represent.

The providers of essential servicessuch as Samoa Water Authority, Electric Power Corporation, and
National Health Services, could bébdrom a service improvement program focusing on raising
customer service standards and improving client experiences. The providers should consider developing
proper communication and resource strategies to strengthen their approach towards publis eeidti
working relationships with its people.

The consistent positive assessment of3amoa National Provident Fundis a significant achievement to
be recognized; specific aspects of SNPF best practices could be usechses studyfor a service
improvement programme in the long run.

Civil Society and Private Sector Perspectives How is the Government doing?
The Commission sought comments from the civil society and private sector (through SUNGO and SCCI)
on the draft Client Satisfaction Survey Repon 8 December 2014The aim was to achieve a balanced

® Comments were invited from members of the Public Administration Sector Steering Committee which comprises:
Ministry of Finance, Ministry of the Prime Minister and Cabinet, Ministry of Women Community and Social
Development, Samoa Chamber of Commerce and Industry Inc., Samoa Umbrella-f8oonment
hNBFYATFGA2yaY tdzoftAO {SNBAOS /2YYA&aaA2Yy I {dzA 2 t dz Sy dzQ
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analysis of the survey findings with external perspectives, to inform a way forward for improvements in
service delivery. Both SUNGO and SCCI have permanent representation on the Public Adiomistrat
Sector Steering Committee.

Submissions from both stakeholder groups resonate with the general overview of the survey findings.
Improvements have been noted in frontline staff and customer focal areas within Ministry premises, as well
as the overall éitiency of service delivery.

More specifically, the civil society put forward recommendations on the content, context and process,
related to the facilitation of the survey. These have been noted for consideration. The private sector noted
that the pubt service could also benefit froem organisational culture shift so that Government officials

see their roles as being facilitators and supporters of business and community development, not regulators
and gatekeepers. This, they believed, should be gmmied by a culture of facilitating access to public
information.

One key theme that emerged from these submissi o
Government o approach to streamline processes.

Both groups have committed their willingness tpmart the Commission with the facilitation of future
surveys, to achieve the greatest information possible about ways to improve service delivery.

Client Satisfaction Survey Report 2014 15
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CONCLUSION & RECOMME NDATIONS

The Client Satisfaction Survey has highlighted key findio§note to inform future service improvement
programs for the public administration. The overall aim, as per the Public Administration Sector Plan
20142018, is to achieve a professional and competent public administration providing quality and
coordinaed service delivery to and for Samoans.

As highlighted in the introduction, this is the first survey conducted since the early 2000s, making it
difficult to provide a benchmark to undertake a comparison with levels of satisfaction. Despite this, the
Commssion is continually looking to improve and develop the way it facilitates this survey, where
possible. Potential partnerships with the civil and private sectors provide possible remedies to some of the
gaps and limitations identified in the earlier sasio

Based on the findings, some of ihemediate actions for service improvements could include:

1 Review of service delivery mechanisms for priority problem areas (i.e., for the essential service
providers including Samoa Water Authority, Electric Powerpgoration, National Health Services
and Ministry of Police). The review could look at the following structure:

Area of dissatisfaction or suggested service improvement;

Specific issue of concern (whether with staff, process, ethics, etc);

Recommended acin plan;

Recommended lead agency;

0o Recommended partnerships/support agencies.

1 Review of mechanisms for public service information dissemination and feedback;

1 Adopting Samoa National Provident Fund as a case study for a service improvement program. Key
findings could inform clientocus activities for other agencies, to achieve maximum impact in
service delivery

o O O o

The report recommends that all Government agencies:
1 Note the survey findings and their individual Ministry or Admistry service delivery
performance in particular;
1 Seek to collaborate with the PSC to strengthen service delivery within the public sector as a whole,
contributing to the Awhole of Governmento appr
1 Seek to collaborate with the PSC to improve the outcome of the next survey; thropgh
briefing during initial phases of the survey.

16 Client Satisfaction Survey Report 2014
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APPENDIX 117 CHARTS

Figure 1: Proportion agreeing or disagreeing with the statement that they have good knowledge and
understanding of Ministry functions and services

Figure 1: Knowledge of Government Ministry's functions
and services being delivered

Strongly
Disagree
5%
Somewha

Disagree

4% Neither Agree
nor Disagree
7%

Figure 2: Proportion agreeing or disagreeing with the statement that they are satisfied with the service
delivery offered by Ministries

Figure 2: Overall satisfaction with Government
Ministries Service Delivery

Not answere
18%

Strongly Agree

26%
Somewha
Disagree
5%
. mewhat
Neither Agre SOAg?;Ve :
nor Disagree 39%

6%

Figure 3: Proportion agreeing or disagreeing with the statement that service delivery has improved
dramatically compare to previous years

Figure 3: Overall comparison of service delivery tc
previous years

Strongly
Disagre
5%

Somewhat
Disagree

3%
Neither Agre
nor Disagree
8%
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Figure 4 (a & b): Proportion agreeing or disagreeing with the statement that Ministries provide effective

and efficient services

Figure 4a. Effective and efficient service provision by each Minis
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Figure 5 (a & b): Proportion agreeing or disagreeing with the statement that Ministwyces are easily
accessed

Figure 5a: Easily Accessible Ministry Servici
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Figure 6 (a & b): Proportion agreeing or disagreeing with the statement that the response time to requests
and enquiries was of professional standard
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Figure 7 (a & b): Proportion agreeg or disagreeing with the statement that Ministry waiting areas or
places where clients are received and served were clean, neat and welcoming

Figure 7a: MinistryHygienic & Welcoming Waiting
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Figure 8 (a & b): Proportion agreeing or disagreeing with thatement that Ministry telephone
representative was professional, friendly, helpful and reliable

Figure 8a: Ministry Telephone Representative
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Figure 9 (a & b): Proportion agreeing or disagreeing with the statement that Ministry representatives are
well informed of their functions and services

Figure 9a:Ministry representatives are well informed of their functions anc
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Figure 10 (a & b):
provided quality and reliable services
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Figure 10b: Non Ministry Representativeuality and
Reliable service
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Figure 11 (a & b): Proportion agreeing or disegping with the statement that Ministry representatives
were flexible and helpful
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Figure 12 (a & b): Proportion agreeing or disagreeing with the statement that Ministry representatives
were well groomed and friendly

Figure 12a: Ministry Well groomed and friendly employees
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Figure 13: Proportion agreeingr disagreeing with the statement that values and ethics observed through
staff service delivery are of professional standards
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