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By 2030, MoAFM has innovative,
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internationally competitive
industries in agriculture, fisheries
and minerals sectors.”
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“To grow and sustain  the
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enabling environment while
fostering social inclusion in all
policies programmes and projects.”
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FOREWORD

The Ministry of Agriculture, Fisheries and Mining has completed its annual External
Customer Satisfaction Assessment for the fiscal period 2022/2023. This has been
executed by the Ministry’s Customer Service Branch, through its Monitoring and
Evaluation arm. This initiative is compliant with the mandate commissioned by the
Cabinet Office through the directive of the Cabinet Secretary, in 2015, for all
Permanent Secretaries across each Ministry to develop and implement a Customer
Service Improvement Plan (CSIP). As a response, the Ministry’s CSIP was crafted
and operationalized in 2020. It is guided by the principles of the Service Excellence
Framework (2018) and Service Excellence Policy (2020 - 2030) and is being
monitored and evaluated by published reports on customer satisfaction and service

guality annually.

The Ministry fully endorses the information contained in this Customer Satisfaction
Assessment report. The information provided herein is critical to supporting initiatives
and programmes geared towards the transformation and modernization of service
delivery and a culture of service excellence across the public sector. This will create
the impetus for an enabling environment for national competitiveness, economic
growth and sustainability for all relevant industries and stakeholders within the

agriculture, fisheries and mining sectors.

PERMANENT SECRETARY
DERMON LUKE SPENCE, JP
MINISTRY OF AGRICULTURE, FISHERIES AND MINING



OUR PERFORMANCE

The results of the customer satisfaction assessment for 2022/23, show an
improvement in the combined satisfaction score of the entities and divisions of the
Ministry of Agriculture, Fisheries and Mining which were assessed when compared
to the previous assessment period. A total of nine (9) entities and six (6) divisions
were assessed for the period 2022-2023. The overall score for these divisions and
entities shows the Ministry earning an overall customer satisfaction score of 80.3%.
This represents a slight increase from the 2021/2022 overall satisfaction score of
79%.

In looking at the performance of the Minstry’s nine (9) entities which were assessed,
four (4) attained the benchmark satisfaction score of 80%. The figure below
illustrates the scores for the entities of the Ministry: The Jamaica Agricultural
Commodities Regulatory Authority (JACRA) and the Rural Agricultural Development
Authority (RADA) experienced an upward movement in their overall customer
satisfaction score, while the Agro-Investment Corporation (AIC) and the Jamaica
Dairy Development Board (JDDB) declined by one and three percentage points,
respectively. The National Irrigation Commission (NIC) maintained a satisfaction
score of 80% for both 2021/22 and 2022/23. The National Fisheries Authority (NFA)
received the highest customer satisfaction score of 84% for the Entities assessed in
2022/23. The Coconut Industry Board which was being included in the assessment

for the first time achieved a score of 79%.
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The figure below shows the performance of the six core Divisions assessed. Three

(3) Divisions achieved a score above 80% while three (3) scored below the

benchmark. There was an improvement in the customer satisfaction rate for the

Agricultural Marketing Information Division (AMID), the Veterinary Services Division

and the Plant Quarantine/Produce Inspection (PQPI) Branch which achieved the

highest satisfaction score of 85.6%. The Agricultural Land Management Division

(ALMD), recorded a marginal decline in its performance for 2022/23 while the score

for the Research and Development Division (R&DD) showed no change when

compared to the previous year. The Public Gardens Division which was being

assessed for the first time, had a score of 77.3%, on the cusp of achieving the

benchmark score.
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EXECUTIVE SUMMARY

The Customer Service Branch, within the Ministry of Agriculture, Fisheries and
Mining, was commissioned to undertake its annual Customer Satisfaction Survey, as
an initiative to assess the satisfaction level of its external customers. A total of nine
(9) portfolio entities and six (6) core divisions participated in the survey. The
satisfaction level of customers was measured across the following service
dimensions: Staff Responsiveness, Access and Facility, Level of

Communication and Reliability of Service.

A total of 1,306 customers participated in the customer satisfaction assessment. The
views and satisfaction ratings captured from the customers revealed that the entities
and divisions of the Ministry have been making significant strides in providing
responsive and reliable services. The mechanisms put in place to bolster ease of
doing business is one of the most important factors of service quality and it was
evident that the entities have continued to conduct their business affairs in a manner

that was conducive to efficiencies of doing business.

For the year under review, the Ministry achieved an overall customer satisfaction
score of 80.3 per cent. This indicated an estimated one (1) percentage increase in
customer satisfaction over the previous period of assessment, 2021/2022. The

Ministry has therefore seen steady improvements in its service outputs
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1 Background

The Government of Jamaica has outlined its vision for a transformed Public Sector, with the
goal of increasing effectiveness, efficiency, accountability, and responsiveness to citizens'
needs. This involves increasing the professionalism of public sector workers and changing
the organizational culture to strive for service excellence. The Service Excellence
Framework (2018) and the Government of Jamaica Service Excellence Policy (2022) are
two important documents that emphasize the culture of excellence that must be

synonymous of the public sector.

Service excellence is concerned with establishing the satisfaction of customer needs and
the provision of value for our citizens being the principal criteria for decisions and actions,
and the primary reference for the design and management of organizational systems,
policies and practices. The two main pillars of service excellence are identified as People
Engagement and Performance Excellence. Essentially, people engagement recognizes that
people, internal and external customers as well as service providers are at the centre of
every business interaction and that all these different stakeholders must be involved in the
service design and delivery process. This sort of partnership fosters an environment for
information sharing, problem solving, and mutual trust and the services offered, and design
of such services must reflect this. Performance Excellence focuses on strengthening the
organization’s management systems which are strategically developed and managed to

deliver excellence.

In 2016, the Ministry of Agriculture, Fisheries and Mining (MoAFM) added a Customer
Service Branch to its organizational structure. The operationalization of the Branch in 2020
has served to better align the Ministry with the main themes of the Office of the Cabinet’s
(OoC) Service Excellence Framework (2018) and the Government of Jamaica’s Service
Excellence Policy. In support of achieving this mandate, a Customer Service Improvement
Plan (CSIP) has been developed in keeping with the Service Excellence Framework. The
CSIP developed is in line with the Ministry’s Strategic

Business Plan, the Ministry’s Citizen’s Charter and is aligned with the tenets of the Public
Sector Modernization (PSM) Programme. The CSIP is designed to guide the pragmatic
implementation of specific annual targets geared towards the attainment of service

excellence in the Ministry of Agriculture, Fisheries and Mining. An element of the plan
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focuses on the customer satisfaction rate and requires the Ministry’s divisions and agencies
to work towards a goal of achieving a targeted satisfaction rating of 80 per cent or higher.

1.1 Purpose of Report

This report presents descriptive statistics on the external customer satisfaction assessment
findings for the period 2022-23 for the entities and divisions that participated in the exercise.
The findings were used to develop wholesome recommendations and to provide each entity
and division with their respective results, which should be utilized for service recovery and

other necessary measures that are required by each entity.

1.2 Objectives

The objectives of the survey were to:
» Establish the satisfaction rate for each focus area.
= Distinguish the key focus areas for reinforcement of service standards.
= Establish the key focus area for service recovery and improvement.
= |dentify gaps in service quality.
» Ascertain the Ministry’s overall customer satisfaction rate.

= Establish yearly service quality performance.
1.3 Scope of work

The survey included nine (9) entities and six (6) divisions. Each was assessed on efficiency
across four (4) service dimensions or focus areas, in keeping with the GoJ Service

Excellence Policy:

» Responsiveness (this entails factors such as: staff professionalism, knowledge,

availability and staff ability to resolve concerns or issues)

= Access and Facility (this entails factors such as: ease of doing business and comfort

of the facility)

Customer Satisfaction Assessment 2022/23
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= Level of Communication (this entails factors such as: providing adequate updates,
clear communication, documents written in a comprehensive manner and

advertisements in the media)

» Reliability of Service (this entails factors such as: reliable working hours and reliability

of service)

Efficiency of each service dimension was measured by the respondents’ level of satisfaction
with statements that were asked in relation to each area. The results were measured
against the targeted satisfaction rate, which was stipulated by the Office of the Cabinet of a

score no less than 80 per cent to meet the accepted service standard.

1.4 Layout of Report

The data was first presented in a collective manner to facilitate an all-encompassing
analysis of the findings for the Ministry’s entities and divisions. The data was then
disaggregated for each entity and division to provide the agreement scores and overall
customer satisfaction rate separately. This was done to extrapolate data in an effort to
bolster strategic decisions for service recovery or positive reinforcement of areas that met

the targeted service standard.
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2 Methodology

The survey was a quantitative study that collected primary data by means of a structured
research questionnaire (Appendix 1). The questionnaire consisted of seven (7) sections.
The questionnaire consisted of seven (7) sections. The sections were mainly composed of
questions which provided a five (5) point satisfaction Likert scale. A ten (10) point rating
scale was also used to ascertain the respondents’ level of satisfaction across specified
focus areas. The averages of each satisfaction rate were used to compute the overall
customer satisfaction rate for the Ministry and then disaggregated to illustrate the same for
each entity. Additionally, open-ended questions were used to ascertain the respondents’

views on factors that could improve service quality across the focus areas.

2.1 Sampling Method

Each entity and core Division provided a databank that consisted of customers’ names and
telephone contacts. A systematic random sampling method was deployed to select
customers by assigning every tenth (10" person or every other person on the contact list.
The selection method used was determined by the amount of customer contact information
received from the entities and Divisions. A sample size of one hundred (100) respondents

was established as the target for each entity.

2.2 Data Collection

Telephonic interviews were used to collect data and were undertaken by trained
interviewers. Interviews were primarily conducted by telephone; a small number were
administered at service points for two of the entities and a few were self-administered. Data
collection and entry ran concurrently; the electronic platform, Survey Gizmo, was used to

enter the data.
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2.3 Data Processing

The raw data was cleaned and imported from Survey Gizmo into the software ‘Statistical
Package for the Social Sciences (SPSS). The dataset was checked for were removed from
the dataset by ascribing missing values codes for data that was either directly missing, not
applicable or where the respondents indicated a no response. The responses to the open-

ended questions were grouped and recoded.

2.4 Data Analysis and Statistical Measures

Descriptive statistics was utilized for the data analysis. The arithmetic mean was the sole
central tendency that was used to provide the averages for each rating scale. Also, cross-
tabulation frequency outputs were done to provide bivariate analysis between specific
variables. Multiple response outputs were used to determine the exact number of

respondents and responses that were provided for the statements across the focus areas.

2.5 Limitation to Survey

The methodology of the survey, as it relates to the target sample size, data collection, entry
of data and data analysis were impacted by the following limitations:

1. Sample Collection

- Slow response from some entities to provide customers’ information.

- Challenges of some agencies and divisions to provide customers’ information in a
timely manner.

- Lack of active or updated customer information.

- High level of inaccurate customer contact information.

- Limited staff members to accelerate the timely completion of the data collection
exercise.

- Perception surveys with scale-type questions can be easily misinterpreted.

- Susceptible to skewed data.

- Possibility to produce biased responses.
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COMPREHENSIVE REPORT OVERVIEW
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The Ministry’s six (6) core divisions and nine (9) portfolio entities were assessed as part of
the 2022/23 Customer Satisfaction Assessment to review their service quality.

A total of 1,306 customers participated in the 2022/23 survey, which represents an increase

from the 2021/22 survey where 893 customers participated.

Number of
Respondents
Core Divisions
Agricultural Marketing Information Division 52
Agricultural Land Management Division 52
Plant Quarantine Plant Inspection 63
Public Gardens Division 31
Research & Development 105
Veterinary Services Division 89
Portfolio Entities
Agro-Investment Corporation 80
Coconut Industry Board 102
Jamaica 4H-Club 131
Jamaica Agricultural Commodities Regulatory Authority 52
Jamaica Agricultural Society 156
Jamaica Dairy Development Board 27
National Fisheries Authority 53
National Irrigation Commission 143
Rural Agricultural Development Authority 170
Total number of
respondents
is 1,306
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Of the 1,306 respondents who participated in the survey, (66%) were male and (34%) were

females.

Female, 34%

M Male

M Female

Male, 66%

Figure 1 shows gender of respondents

The Divisions and Entities offer products and services utilized by a range of customers: for
the survey, the vast majority (23.1%) of respondents were aged over 60, respondents aged
51-60 accounted for (23.1%), 41-50 accounted for (20.7%), 31-40 accounted for (19.8%),
21-30 accounted for (13.5%) and there were (0.02%) who were less than 20.

over 60 1— 23.1%
51-60 — 22.6%
41-50 — 20.7%
Age Group

31-40 19.8%

21-30 13.5%
Less than 20 ; 0.2%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0%

% of respondents

Figure 2 shows age of respondents

Two types of customers utilize the products/services: individuals and organizations. The
majority of customers who participated were individual customers (81%) and organizational

customers accounted for (19%).
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Organization, 19%

M Individual

M Organization

Individual, 81%

Figure 3 shows type of customer

Amongst the respondents, we ascertained their main method of accessing the
products/services: the majority of respondents indicated Walk In (55%) was their method,
(22%) indicated telephone, (13%) indicated Online/Website and (9%) accessed
products/services via Email/Field officer visit.

Field Officer Visit/Email h 9%

Online/Website |— 13%

Telephone 22%

Walk In 55%

0% 10% 20% 30% 40% 50% 60%

% of respondents

Figure 4 shows main method of access

Amongst the respondents, we ascertained their preferred method of accessing the
products/services: the majority of respondents indicated Walk In (43%) was their method,
(26%) indicated Online/Website, (23%) indicated Telephone and (8%) accessed
products/services via Email/Field officer visit.
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Field Officer Visit/Email h 8%

Online/Website 26%

Telephone 23%

Walk In 43%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

% of respondents

Figure 5 shows preferred method of access

Each Division and Entity of the Ministry is guided by the GOJ Service Excellence standards
which state customer service satisfaction should be at a minimum of 80% to meet service
delivery requirements. Customer Service Assessment takes into consideration the following
areas of focus: staff responsiveness, access and facility, communication and reliability of

service.

For the year 2022/23, the Ministry achieved an overall rating score of 80.3%, this represents
an improvement from the 2021/22 evaluation where the Ministry scored 79%. See table

below for a performance breakdown in each service dimension for the Ministry:

Areas of Focus % Level of Satisfaction
Staff Responsiveness 82.7%
Access & Facility 80.3%
Communication 79.4%
Reliability of Services 78.9%
Overall Level of Satisfaction - 80.3%

The top performing Division across the Ministry was the Plant Quarantine Produce
Inspection Branch, with an overall satisfaction rating of (86.6%). The top performing entity
across the Ministry was The National Fisheries Authority with an overall satisfaction rating of
(84%). Seven entities scored an overall satisfaction of 80% or more, while eight had ratings
below 80%.
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Name of Core
Divisions

Staff
Responsiveness

Access
& Facility

Communication

Reliability
of Service

Overall
Satisfaction
Rating

Plant
Quarantine
Produce
Inspection

87.6%

83.6%

87.7%

87.6%

86.6%

Veterinary
Services
Division

88.5%

82.7%

83.9%

87.4%

85.6%

Agricultural
Marketing
Information
Division

85.9%

85.0%

84.8%

77.1%

83.2%

Public
Gardens
Division

87.3%

73.2%

75.7%

72.9%

77.3%

Research &
Development

80.9%

77.4%

74.1%

75.5%

77%

Agricultural
Land
Management
Division

77.8%

76.3%

74.2%

76.2%

76.1%

Name of
Entities

National
Fisheries
Authority

86.5%

83.7%

81.5%

84.4%

84.0%

Rural
Agricultural
Development
Authority

84.3%

82.8%

83.6%

80.5%

82.8%

National
Irrigation
Commission

82.6%

84.1%

78.4%

74.8%

80%

Jamaica
Agricultural
Commodities
Regulatory
Authority

79.2%

79.4%

80.2%

81.0%

80%

Jamaica 4H-
Club

82.1%

77.6%

78.9%

79.5%

79.5%

Coconut
Industry Board

82.9%

79.6%

77.1%

78.3%

79.5%

Jamaica
Agricultural
Society

79.2%

79.7%

77.7%

77.3%

78.5%

Jamaica Dairy
Development
Board

81.1%

76.2%

77.8%

74.2%

77.3%

Agro-
Investment
Corporation

79.1%

75.9%

75.1%

75.4%

76.4%
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Three of the Ministry’s core Divisions (PQPI, VSD and AMID) saw an increase in their
overall satisfaction ratings from the previous year. One Division’s (ALMD) overall
satisfaction rating fell from the previous year, while another (R&D) recorded a similar overall
satisfaction rating. Notably, The Public Gardens Division was not assessed in the previous

survey therefore no comparison is available.

H2021/22 - Overall Satisfaction Rating & 2022/23 - Overall Satisfaction Rating

88% - 86.6%
86% -
84% -
82% -
80% -
78% -
76% -
74% -
72% -
70% -

85.6%

77% 77%

PQPI VsD AMID R&D ALMD

Ministry's Core Divisions

Chart 1 Ministry’s Core Divisions comparison of 2021/22 and 2022/23 overall satisfaction ratings

The Ministry’s Entities experienced mixed results: Four Entities (NFA, RADA, JACRA and
JAS) improved on their ratings from last year, one Entity (NIC) had a similar rating from last
year while three Entities (JA 4H, JDDB and AIC) saw a decline in their ratings from last

year.

2021/22 - Overall Satisfaction Rating M 2022/23 - Overall Satisfaction Rating

86% -
. 84%

84% - 82.8%
82% -
80% -
78% -
76% -
74% -
72% -

80% 79.5% 80%
78.5%

80%

773% 77%

76.4%

NFA RADA NIC JACRA JA4H JAS JDDB AIC

Ministry's Entities

Chart 2 Ministry’s Portfolio Entities comparison of 2021/22 and 2022/23 overall satisfaction ratings
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Respondents were asked to rate their satisfaction with the level of customer service
received: (61%) of respondents stated they were satisfied with the level of customer service
received, (25%) were extremely satisfied, (11%) were neutral, (3%) were dissatisfied and

(1%) extremely dissatisfied.

M Extremely Dissatisfied M Dissatisfied i Neutral HSatisfied & Extremely Satisfied

B 25%
] 615
b 1%
M 3%

| 1%

Chart 3 shows customer satisfaction with customer service

0,
% of 25% 61% 11% 3% 1%
respondents
Level of Extremely - e Extremely
f N D
Satisfaction Satisfied Satisfied eutral Issatisfied Dissatisfied

Amongst respondents, (57%) were satisfied with the overall customer experience, (26%)
were extremely satisfied, (13%) were neutral, (3%) were dissatisfied and (1%) extremely

dissatisfied.

M Extremely Dissatisfied  H Dissatisfied i Neutral HSatisfied u Extremely Satisfied

e
B 57%
H 13%
M 3%

| 1%

Chart 4 shows customer satisfaction with entire customer experience

0,

% of 26% 57% 13% 3% 1%
respondents

Level of Extremely - o Extremely
Satisfaction Satisfied Satisfied Neutral Dissatisfied Dissatisfied

Customer Satisfaction Assessment 2022/23
Customer Service Branch
Ministry of Agriculture, Fisheries & Mining



MINISTRY OF AGRICULTURE,
FISHERIES & MINING

CORE DIVISIONS

Customer Satisfaction Assessment 2022/23
Customer Service Branch
Ministry of Agriculture, Fisheries & Mining

15



16

The Ministry has six (6) core Divisions, namely: Agricultural Land Management Division
(ALMD), Agricultural Marketing Information Division (AMID), Plant Quarantine Produce
Inspection (PQPI), Research & Development (R&D) Veterinary Services Division (VSD) and
Public Gardens Division (PGD).

Each division is guided by the GOJ Service Excellence Policy which states customer
service satisfaction should be at a minimum of 80% to meet service delivery requirements.
The Customer Service Assessment takes into consideration the following service
dimensions: staff responsiveness, access and facility, communication and reliability of
service. For the 2022/23 survey, a total of 393 customers from the six Divisions were
surveyed: this represents an increase from the previous survey in 2021/22 which totalled

333 customers.

For the year 2022/23, the core divisions of the Ministry achieved an overall rating score of
81.1% - this represents an improvement from the 2021/22 evaluation where the Ministry’s

Core Divisions scored 79%

81.1% .

Of the six (6) Divisions, three achieved a satisfaction rate of (80%) or more while three were
rated below (80%).

Name of Division Overall Score
PQPI 86.6%
VSD 85.6%
AMID 83.2%
PGD 77.3%
R&D 77.0%
ALMD 76.1%

For the year 2022/23, three Divisions (AMID, PQPI and VSD) improved on their previous
customer satisfaction rating score, one Division (R&D) recorded the same score, while one
Division (ALMD) ratings declined. Notably, only five Divisions were evaluated in the 2021/22

survey: PGD is a new addition to the survey.
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2021/22 - Overall 2022/23 - Overall Comparative
Satisfaction Rating Satisfaction Rating Analysis
PQPI 80% 86.6% 1
VSD 83% 85.6% 1
AMID 77% 83.2% ]
R&D 77% 77% -—
ALMD 77% 76.1% ¥
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Within the four areas of focus (staff responsiveness, access and facility, communication and

reliability of service) the six (6) core divisions were rated as follows:

% level
of

satisfaction

90.0%

85.0%

80.0%

75.0%

70.0%

84.4%

Staff Responsiveness

Access & Facility Communication

Areas of Focus

Reliability of Services

Chart 5 shows overall level of satisfaction for Ministry's Core Divisions

Customer Satisfaction Assessment 2022/23

Customer Service Branch

Ministry of Agriculture, Fisheries & Mining




The customer satisfaction rating for communication recorded (80.1%) which represents a
(10%) increase from the 2021/22 rating of (70%). Customer satisfaction for Staff
responsiveness recorded a rating of (84.4%), which reflects an increase of (2%) from the
2021/22 rating of (82%). In the area of access & facility, the ratings fell to (79.4%) which
represents a decrease from the 2021/22 rating of (80%).

.
N 80.1%
Communication 70.0%
- 79.4%
Access & Facility
80.0% M 2022
] 2021
. 84.4%
Staff Responsiveness 82.0%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0%

% level of satisfaction

Chart 6 Ministry’s Core Divisions comparison of 2021/22 and 2022/23 - Areas of focus

The six (6) Divisions scored satisfactory for customer service satisfaction, the majority of
respondents (58%) were satisfied with the service, (30%) were extremely satisfied, (9%)

were neutral, (2%) were dissatisfied while a mere (1%) were extremely dissatisfied.

M Extremely Dissatisfied M Dissatisfied i Neutral HSatisfied M Extremely Satisfied

B s0%

Chart 7 shows customer satisfaction with customer service

0,

% of 30% 58% 9% 2% 1%
respondents

Level of Extremely - o Extremely
Satisfaction Satisfied Satisfied Neutral Dissatisfied Dissatisfied
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The six (6) Divisions scored satisfactory for overall customer experience, the majority of
respondents (59%) were satisfied with the experience, (28%) were extremely satisfied,

(10%) were neutral, (2%) were dissatisfied while a mere (1%) were extremely dissatisfied.

M Extremely Dissatisfied W Dissatisfied i Neutral H Satisfied  Extremely Satisfied
B 28%
D 0%
b 10%
M 2%
| 1%
Chart 8 shows customer satisfaction with entire customer experience
% of
> 28% 59% 10% 2% 1%
respondents
Level of Extremely Satisfied Neutral Dissatisfied Extremely
Satisfaction Satisfied Dissatisfied
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The Agricultural Land Management Division provides advisory services in soil and
agricultural land use management in accordance with the Government of Jamaica'’s policy.
The Division offers products and services with the objective of providing assistance to
farmers and other stakeholders to improve the performance in crop production and the

protection and maintenance of available soil resources.

Overview of Main Findings

The Division was evaluated within four main areas: Staff Responsiveness, Access and
Facility, Communication and Reliability of Service. In accordance with the Service
Excellence Policy a rating of 80% or higher is categorized as meeting the level of

satisfaction while below 80% does not meet the required level of satisfaction.

The Agricultural Land Management Division recorded an overall customer satisfaction rating
of 76.1% for 2022/23 which represents a slight decrease from the 2021/22 rating of 77%.

See table below for a performance breakdown in each service dimension:

Areas of Focus % Level of Satisfaction
Staff Responsiveness 77.80%
Access & Facility 76.30%
Communication 74.20%
Reliability of Services 76.20%
Overall Level of Satisfaction -
76.1%

Customer Satisfaction Assessment 2022/23
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The survey garnered feedback from a total of 52 respondents; the vast majority of

respondents were men (67%) while (33%) were women.

Female
33%

H Male

H Female

Male
67%

Figure 6 shows gender of respondents

The majority of respondents (33%) were aged 31-40, while (21%) were aged 51-60, (19%)
were aged 21-30, (13%) were aged 41-50 and over 61 however none of the respondents

were less than 20 years old.

40% - 33%
o 21%
30% 19%
20% - 13% 13%
0% T T T T T
Less than 20 21-30 31-40 41-50 51-60 More than 61
Age of Respondents

Figure 7 shows age of respondents

The Division serves two types of customers, namely individuals and organizations. Amongst
our respondents (56%) were individual customers and (44%) were organizational

customers.
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Organization, 44%

H Individual
M Organization

Individual, 56%

Figure 8 shows type of customer

The majority of respondents (50%) accessed products/services by walk-in, while (23%)

utilized the telephone, online/website was used less frequently with (15%) and the least

used method was field officer visits (12%).

60%
50%
40%
30%
20%
10%

0%

50%

Walk In Telephone Online/Website Other (Both/Field Officer
Visits)

Main Methods Of Current Access

Figure 9 shows main method of access

(50%) of respondents highlighted accessing products/services online as their preference

23

while (27%) stated walk-in was their preference, (17%) preferred telephone and (6%) email.
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60% - 50%
50%
40%
30%
20%
10%

0%

Walk In Telephone Online/Website Other (Email)
Preferred Methods of Access

Figure 10 shows preferred method of access

A total of 50 respondents disclosed the areas where they are most satisfied with ALMD. The
most satisfying area for the majority of respondents was Good Customer Service with
(44%), followed by Accurate advice/Information/Product Received with (28%) of
respondents and (20%) of respondents highlighted Professional/Friendly and

Knowledgeable Staff.

Timeliness of lab results 6%

Professional/friendly and knowledgeable staff 20%

Online payment 2%

Good customer service 44%
Accurate advice /information/product received 28%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

% of respondents

Figure 11 shows areas of satisfaction: products/services
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The majority of respondents (46%) highlighted Lack of feedback/Long waiting period for
feedback as their main area of dissatisfaction, followed by Improved process flow at the
office with (25%) of respondents.

Signage at the office needs to be more visible
More Online service options/ better prices
Lack of feedback/Long waiting period for feedback 46%

Improve process flow at the office

Inefficient system for handling large samples 7%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

% of respondents

Figure 12 shows areas of dissatisfaction: products/services

Respondents were asked to rate their experience in the area of staff responsiveness, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 51 respondents participated, (69%) rated the level of satisfaction with staff

responsiveness as high while (31%) rated it as low.

Customer Satisfaction Assessment 2022/23
Customer Service Branch
Ministry of Agriculture, Fisheries & Mining



Low, 31%

H Low
H High
High, 69%
Pie Chart 1 shows level of satisfaction: Staff Responsiveness
% of Respondents 0% 2% 2% | 0% 6% 2% | 18% | 35% | 18% | 16%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOow HIGH

Amongst the (69%) of respondents who rated Staff Responsiveness as high: (54%)

attributed Good Customer Service as the primary reason, (26%) attributed

Knowledgeable/Professional Staff and (20%) attributed Quick Response to Queries.

1
Quick response to queries _ 20%

Knowledgeable/Professional staff 26%

Good customer service

54%

0% 10% 20% 30% 40% 50%

% of respondents

60%

Figure 13 shows factors contributing to a rating of 8-10
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Amongst the (31%) of respondents who rated Staff Responsiveness as low: (69%) identified
Enhance Follow-up System/Provide Timely Updates as the main area where improvement
is needed, (25%) identified Increase efficiency of the telephone system as another area

where improvement is needed.

Reduce waiting time for results h 6%

Increase efficiency of the telephone system ﬁ 25%

Enhance follow up system/provide timely updates 69%

0% 10% 20% 30% 40% 50% 60% 70% 80%
% of respondents

Figure 14 shows areas where improvements are needed

Level of Satisfaction: Access & Facility

Respondents were asked to rate their experience in the area of access and facility, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 49 respondents participated, (69%) rated the level of satisfaction with access &

facility as high while (31%) rated it as low.
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Low, 31%

M Low
H High
High, 69%
Pie Chart 2 shows level of satisfaction: Access & Facility
4%
% of Respondents 2% | 0% | 0% | 4% 10% | 10% | 39% | 24% | 6%
Rating Scale 1 2 3 4 5 6 7 8 9 10
Low HIGH

Amongst the (69%) of respondents who rated the level of satisfaction with access and
facility as high: (78%) identified Ease of doing business as the biggest reason for their

satisfaction while (22%) identified Comfort of facility as their reason for satisfaction.

Ease of doing business

Comfort of facility _ 22%

78%

0% 10% 20% 30% 40% 50%

% of respondents

60%

70%

80%

90%

Figure 15 shows factors contributing to a rating of 8-10
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Amongst the (31%) of respondents who rated the level of satisfaction with access and
facility as low: (62%) identified Improve the infrastructure/Accessibility to Office as the main
area of improvement. Improve staff communication and Implement Better System for Larger

Number of Samples both garnered (15%) each.

.
Improve the infrastructure/accessibililty to office | 62%

Improve staff communication |— 15%

Implement better system for larger number of 1
samples

15%

Add more locations 8%

0% 10% 20% 30% 40% 50% 60% 70%

% of respondents

Figure 16 shows areas where improvements are needed

Level of Satisfaction: Communication

Respondents were asked to rate their experience in the area of communication, with values
1 to 7 categorized as low which represent standards not being met and values 8-to 10

categorized as high representing standards being met.

A total of 52 respondents participated, (67%) rated the level of satisfaction with

communication as high while (33%) rated it as low.
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Low, 33%

Low
H High
High, 67%
Pie Chart 3 shows level of satisfaction: Communication
% of Respondents 2% 6% 2% | 4% 2% 6% | 12% | 38% | 13% | 15%
Rating Scale 1 2 3 4 5 6 7 8 9 10
Low HIGH

Amongst the (67%) of respondents who rated the level of satisfaction with communication

as high: (63%) highlighted frequent communication from field officers as the main factor.

Accurate information/advice provided by staff recorded (22%) and timely responses to

queries recorded (16%).

Timely responses to queries

Frequent communication from field officers

Accurate information /advice provided by staff

22%

63%

0% 10% 20% 30% 40%  50%

% of respondents

60%

70%

Figure 17 shows factors contributing to a rating of 8-10

Amongst the (33%) of respondents who rated the level of satisfaction with communication
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as low: Provide timely response to queries and Provide updates on transactions in progress
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each tallied (29%). Additionally, (24%) of customers highlighted improve advertising
services/online platforms as another area where improvement is needed.

1
Provide updates on transactions in progress 29%
Provide timely responses to queries 29%

Improve advertising services/ online platforms 24%

Implement better telephone system — 18%

0% 5% 10% 15% 20% 25% 30% 35%

% of respondents

Figure 18 shows areas where improvements are needed

Respondents were asked to rate their experience in the area of reliability of service, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 50 respondents participated, (68%) rated the level of satisfaction with the reliability

of service as high while (32%) rated it as low.

Low, 32%

M Low

H High

High, 68%

Pie Chart 4 shows level of satisfaction: Reliability of Service
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% of Respondents 2% 0% 2% | 2% | 12% | 6% 8% | 34% | 18% | 16%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (68%) of respondents who rated the level of satisfaction with the reliability of

service as high: (65%) rated the Accuracy of information provided as the most important

factor for rating the reliability of services highly. Timely responses/delivery and

helpful/accessible staff both scored (18%) each.

]
Timely responses/delivery _ 18%

Helpful/ accessible staff 18%

Accuracy of information provided

65%

0% 10% 20% 30% 40% 50

% of respondents

%

60%

70%

Figure 19 shows factors contributing to a rating of 8-10

Amongst the (32%) of respondents who rated the level of satisfaction with the reliability of

32

service as low: (55%) stated Quicker processing time for soil tests and (45%) More prompt

response to queries/requests as areas where improvements are needed.

1

More prompt response to queries/requests 45%

Quicker processing time for soil tests

55%

40% 42% 44% 46% 48% 50%

% of respondents

52%

54%

56%

Figure 20 shows areas where improvements are needed
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A total of 52 respondents were asked to rate their level of satisfaction on the customer
service they received while interacting with the Division.

H Extremely Dissatisfied  HDissatisfied ik Neutral HSatisfied & Extremely Satisfied
R— 7%
]
s 12%
o
M2%
Chart 9 shows customer satisfaction with customer service
% of respondents 17% 65% 12% 4% 2%
Level of Extremely Extremely
. . - Satisfied Neutral Dissatisfied L
Satisfaction Satisfied Dissatisfied

A total of 52 respondents were asked to rate their level of satisfaction with the entire

customer experience (knowledge of staff, comfort of facility and ease of doing business)
received while interacting with the Division.
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Extremely Dissatisfied

Dissatisfied

i Neutral

M Satisfied

D 19%

D, 69%

b 6%
B 6%

M Extremely Satisfied

Chart 10 shows customer satisfaction with entire customer experience

% of respondents 19% 69% 6% 6% 0%
Level of Extremely - L Extremely
Satisfaction Satisfied Satisfied Neutral Dissatisfied Dissatisfied
Recommendation
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The performance of the division slightly decreased in comparison to the 2021/22 period: all

four service dimensions scored below 80%. Amongst the four service dimensions:

communication scored the lowest — this highlights the Division’s need to establish a time-

sensitive follow-up system. Additionally, the respondents highlighted that their preferred

method of accessing the Division’s products/services is online service therefore the

implementation of a platform would be beneficial to service efficiency.
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Agricultural Marketing
Information Division
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The Agricultural Marketing Information Division (AMID) is the main supporting entity
entrusted to drive the market research activities of the ministry. AMID conducts market
research analysis for internal and external clients, provides objective evaluation and

analysis and manages the incentives of stakeholders within the agricultural sector.

Overview of Main Findings

The Division was evaluated within four main areas: Staff Responsiveness, Access and
Facility, Communication and Reliability of Service. In accordance with the Service
Excellence Policy, a rating of 80% or higher is categorized as meeting the level of

satisfaction while below 80% does not meet the required level of satisfaction.

The Agricultural Marketing Information Division (AMID) recorded an overall customer
satisfaction rate of 83.2% for 2022/23, this represents an increase from the 2021/22 rating

of 77%. See table below for a performance breakdown in each service dimension:

Areas of Focus % Level of satisfaction
Staff Responsiveness 85.90%
Access & Facility 85%
Communication 84.80%
Reliability of Services 77.10%
Overall Level of Satisfaction -
83.2%

Customer Satisfaction Assessment 2022/23
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A total of 52 customers participated in the survey, the majority (71%) were males and (29%)

were females.

Female, 29%

M Male

M Female

Male, 71%

Pie Chart 5 shows gender of respondents

The age composition of the respondents indicates (29%) of respondents are ages 41-50,
(25%) are ages 51-60 and (25%) are ages over 61 years old. The ages of 21-30 accounted

for 6% of participants.

35% -
29%
30% -
25% 25%

25% -

20% -
15%

15% -
10% -
6%
5% -
0%
0% T

Less than 20 21-30 31-40 41-50 51-60 More than 61
Age of Respondents

Figure 21 shows age of respondents
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Two types of customers participated in the survey for AMID: the respondents were
predominantly individual customers (96%) and (4%) representing organizational customers.

Organization, 4%

M Individual

H Organization

Individual, 96%

Figure 22 shows type of customer

The most popular method of accessing the Division’s products and services is Field Officer
Visits with (83%) of respondents identifying this method. (12%) utilized telephone while (6%)

walk in. Of the customers surveyed none access products/services using online channels.

90% -
80% -
70% -
60% -
50% -
40% -
30% -

83%

20% - 12%
o 6%
10% i 0%
0% — T T
Walk In Telephone Online/Website Other (Field Officer

Visits)
Main Methods of Access

Figure 23 shows main method of access

Customers were asked to identify the preferred ways of accessing the Division’s products

and services, the vast majority (83%) identified Visits from field officer as their preferred
Customer Satisfaction Assessment 2022/23
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option. Alternative options all scored lowly: Walk In (6%), Telephone (8%) and
Online/Website (4%).

90% - 83%
80% -
70% -
60% -
50% -
40% -
30%
20% -

10% - 6% 8% 4%
0% -

Walk In Telephone Online/Website Other (Field Officer
Visits)
Preferred Methods of Access

Figure 24 shows preferred method of access

A total of 51 respondents were surveyed to ascertain their areas of satisfaction while
interacting with AMID. (57%) stated they were satisfied with Customer Service received,

(35%) were satisfied with the Knowledge of the staff and advice given.

Products received E 2%

Knowledgeable staff/advice 35%

Good customer service 57%

Follow up and assistance from officers ﬁ 6%

0% 10% 20% 30% 40% 50% 60%

% of respondents

Figure 25 shows areas of satisfaction: products/services

Customer Satisfaction Assessment 2022/23
Customer Service Branch
Ministry of Agriculture, Fisheries & Mining



40

The vast majority of respondents (64%) identified a lack of visits from field officers as an
area of dissatisfaction, (18%) expressed poor customer service as a source of

dissatisfaction and (18%) stated a lack of resources provided.

Poor customer service (professionalism, follow up

0,
etc) 18%

Lack of visits from field officers 64%

Lack of Resources provided 18%

0% 10% 20% 30% 40% 50% 60% 70%

% of respondents

Figure 26 shows areas of dissatisfaction: products/services

Respondents were asked to rate their experience in the area of staff responsiveness, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 52 respondents were asked to rate their level of satisfaction in the area of staff
responsiveness: (88%) rated their level of satisfaction greater than 7 and (12%) rated their
level of satisfaction below 8.
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Low, 12%

H Low
H High
High, 88%
Pie Chart 6 shows level of satisfaction: Access & Facility
% of Respondents 0% 0% | 0% 0% | 6% | 6% 0% | 31% | 27% | 31%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (88%) of respondents who rated Staff Responsiveness as high: (64%)
attributed Knowledge of staff and assistance as the primary reason, (26%) attributed Good

Customer Service and (9%) attributed Quick Response to Queries.

Follow up calls/updates by officers E 2%

Good customer service | 26%
Knowledge of staff and assistance | 64%
Quick response to queries/requests _ﬁ 9%
0:% 10I% 2(;% 3(;% 4(I)% SOI% 60I% 70I%

% of respondents

Figure 27 shows factors contributing to a rating of 8-10

Amongst the (12%) of respondents who rated Staff Responsiveness as low: (80%) identified

the Need for more training for staff & farmers as a major area where improvement should be
Customer Satisfaction Assessment 2022/23

Customer Service Branch

Ministry of Agriculture, Fisheries & Mining



42

focused and (20%) stated improve visits/assistance from field officers as another area

where improved is needed.

M Improve visit/assistance from field
officers

H Need more training for staff &
farmers

Figure 28 shows areas where improvements are needed

Respondents were asked to rate their experience in the area of access and facility, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

Respondents were asked to rate their level of satisfaction in the area of access and facility:
(80%) rated their level of satisfaction greater than 7 and (20%) rated their level of

satisfaction below 8.

Low, 20%

H Low

H High

High, 80%

Pie Chart 7 shows level of satisfaction: Access & Facility
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Number of Respondents 0% 0% | 0% | 0% |10% | 0% | 10% | 10% | 50% | 20%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOwW HIGH

Amongst the (80%) of respondents who rated access and facility as high: (71%) attributed
Easy access and comfortable facility as the primary reason and (29%) attributed to ease of

doing business.

M Ease of doing business

H Easy access and comfortable
facility

71%

Figure 29 shows factors contributing to a rating of 8-10

, Amongst the (20%) of respondents who rated access and facility as low: (100%)

categorically identified an Increase in field visits as the area where improvement is needed

to improve their level of satisfaction.

Level of Satisfaction: Communication

Respondents were asked to rate their experience in the area of communication, with values
1 to 7 categorized as low which represent standards not being met and values 8-10
categorized as high representing standards being met.
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A total of 46 respondents were asked to rate their level of satisfaction in the area of
communication: (85%) rated their level of satisfaction greater than 7 and (15%) rated their

level of satisfaction below 8.

Low, 15%

H Low

M High

High, 85%

Pie Chart 8 shows level of satisfaction: Communication

Number of Respondents 0% 0% | 0% 1% | 4% | 4% 6% | 33% | 23% | 29%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (85%) of respondents who rated communication as high: (50%) attributed
knowledgeable officers/advice as the primary reason. (25%) of respondents stated frequent
follow-up/updates provided and (25%) easy access to officers/good communication were

also contributing factors.
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Knowledgeable officers/advice 50%

Frequent follow up/updates provided ﬁ 25%

Easy access to officers/good communication 25%

0% 10% 20% 30% 40% 50% 60%

% of respondents

Figure 30 shows factors contributing to a rating of 8-10

Amongst the (15%) of respondents who rated communication as low: (75%) identified
frequent updates/follow-up as a major area improvement should be focused and (25%)

stated more training from staff & farmers as another area where improvement is needed.

M Frequent Updates/Follow up

H More training of staff and
farmers

Figure 31 shows areas where improvements are needed
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Respondents were asked to rate their experience in the area of reliability of service, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 46 respondents were asked to rate their level of satisfaction in the area of
reliability of service: (67%) rated their level of satisfaction greater than 7 and (33%) rated

their level of satisfaction below 8.

Low, 33%

H Low

M High

High, 67%

Pie Chart 9 shows level of satisfaction: Reliability of Service

Number of Respondents 2% 2% | 0% | 6% | 10% | 2% | 12% | 16% | 37% | 14%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (67%) of respondents who rated the reliability of service as high: (51%)
attributed Frequent visits and assistance provided by officers and (40%) attributed officers

always available/accessible as the primary factors.
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Officers always available/accessible

Good communication/advice provided

Frequent visits and assistance provided by officers

1

-

51%

0% 10% 20% 30% 40% 50% 60%

% of respondents

Figure 32 shows factors contributing to a rating of 8-10

Amongst the (33%) of respondents who rated the Reliability of services as low: (69%)

47

identified improve visits from field officers as the major area where improvement should be

focused and (31%) stated need more assistance and support from officers as another area

where improved is needed.

M Improve visits from field officers

H Need more assistance and support
from officers

69%

Figure 33 shows areas where improvements are needed
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A total of 52 respondents were asked to rate their level of satisfaction with the customer
service they received while interacting with the Division.

H Extremely Dissatisfied  H Dissatisfied i Neutral Satisfied & Extremely Satisfied

Chart 11 shows customer satisfaction with customer service

[+)

% of 17% 65% 16% 2% 0%
respondents

Level of Extremely e e Extremely
Satisfaction Satisfied Satisfied Neutral Dissatisfied Dissatisfied

A total of 50 respondents were asked to rate their level of satisfaction with the entire

customer experience (knowledge of staff, comfort of facility and ease of doing business)
received while interacting with the Division.
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M Dissatisfied

i Neutral

M Satisfied

B 8%

B 72%

H 18%
M 2%

0%

M Extremely Satisfied

Chart 12 shows customer satisfaction with entire customer experience

% of respondents 8% 72% 18% 2% 0%
Level of Extremely . . . Extremely
Satisfaction Satisfied Satisfied Neutral Dissatisfied Dissatisfied
Recommendation

The performance of the Division improved from 77% in the 2021/22 survey to 83.2% in
2022/23. Three of four service dimensions scored over 80% however reliability of service

scored below 80%. Based on the respondent’s feedback greater focus is needed on

49

improving the reliability of service through increasing the frequency of field officer visits and

the frequency of communication to clients.
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Plant Quarantine Produce
Inspection Branch
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The Plant Quarantine Produce Inspection Branch Division is responsible for ensuring
imports and exports of exotic pets, animals and plants are of the highest quality.

Overview of Main Findings

The Division was evaluated within four main areas: Staff Responsiveness, Access and
Facility, Communication and Reliability of Service. In accordance with the Service
Excellence Policy, a rating of 80% or higher is categorized as meeting the level of

satisfaction while below 80% does not meet the required level of satisfaction.

The Plant Quarantine/Produce Inspection Branch recorded an overall customer satisfaction
rate of 86.6% for 2022/23, this represents an increase from the 2021/22 rating of 80%. See

table below for a performance breakdown in each service dimension:

Service Dimension % Level of satisfaction
Staff Responsiveness 87.60%
Access & Facility 83.60%
Communication 87.70%
Reliability of Services 87.60%
Overall Level of Satisfaction -
86.6%
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A total of 63 customers participated in the survey, the majority (51%) were females and
(49%) were males.

Male , 49%

M Male
H Female

Female, 51%

Pie Chart 10 shows gender of respondents

The age composition of the respondents indicates (22%) of respondents are ages 41-50,
(15%) are ages 51-60, (13%) are over 61 years old and (10%) are ages 31-40. The ages of

21-30 accounted for 3% of participants. There were no respondents below the age of 20.
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Figure 34 shows age of respondents

Two types of customers participated in the survey for PQPI: the respondents were

predominantly individual customers with (78%) stating they were individual customers and

(22%) representing organizational customers.

Organization, 22%

Individual, 78%

M Individual

M Organization

Figure 35 shows type of customer
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The most popular method of accessing the Division’s products and services is Walk In with
(65%) of respondents identifying this method. (25%) utilized telephone while (8%)

online/website and (2%) had field agents visit.
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Figure 36 shows main method of access

Customers were asked to identify the preferred ways of accessing the Division’s products
and services, the vast majority (59%) identified walk-in as their preferred option, and
online/website (22%) ranked second followed by telephone with (19%).

70% -
59%
60% -
50% -
40% -

30% -

22%
19%

20% -

10% -

0% -

Walk In Telephone Online/Website
Methods of Access

Figure 37 shows preferred method of access
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A total of 62 respondents were surveyed to ascertain their areas of satisfaction while
interacting with PQPI. (82%) stated they were satisfied with the Overall Customer Service
received, (11%) were satisfied with the Knowledge, Informative and helpful staff and
Efficient business processes scored (6%).

Overall customer service 82%

Knowledgeable, informative and helpful staff 11%

Efficient business processes 6%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

% of respondents

Figure 38 shows areas of satisfaction: products/services

(53%) of respondents identified the length of business process as their main area of
dissatisfaction, (32%) expressed limitation of services/products offered as a source of
dissatisfaction and (11%) stated not easily accessible.
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Figure 39 shows areas of dissatisfaction: products/services
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Respondents were asked to rate their experience in the area of staff responsiveness, with

values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 63 respondents were asked to rate their level of satisfaction in the area of staff

responsiveness: (89%) rated their level of satisfaction greater than 7 and (11%) rated their

level of satisfaction below 8.

Low, 11%

M Low
H High
High, 89%
Pie Chart 11 shows level of satisfaction: Staff Responsiveness
% of Respondents 2% 0% 0% 0% 2% 0% 8% 29% | 19% | 40%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH
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Amongst the (89%) of respondents who rated Staff Responsiveness as high: (63%)
attributed Very knowledgeable, responsive and helpful as the primary reasons, (30%)

attributed overall excellent customer service and (7%) attributed Queries resolved promptly.

Very knowledgeable, responsive and helpful _ 63%

Queries resolved promptly i 7%

Overall excellent customer service 30%

0% 10% 20% 30% 40% 50% 60% 70%

% of respondents

Figure 40 shows factors contributing to a rating of 8-10

Amongst the (11%) of respondents who rated Staff Responsiveness as low: client support
(33%) and efficiency of business process (33%) were identified as the main areas where
improvement should be focused. Number of staff (17%) and frequency of communication
(17%) were also areas where respondents identified as needing improvement.

:
Number of staff | 17%

Frequency of communication 17%
Efficiency of business process | 33%
Client support | 33%
0:% 5I% 1(I)% 15I% 2(;% 25I% 3OI% 35;%

% of respondents

Figure 41 shows areas where improvements are needed
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Level of Satisfaction: Access & Facility

Respondents were asked to rate their experience in the area of access and facility, with
values 1 to 7 categorized as low which represent standards not being met and values 8 to10

categorized as high representing standards being met.

A total of 61 respondents were asked to rate their level of satisfaction in the area of access
and facility: (74%) rated their level of satisfaction greater than 7 and (26%) rated their level

of satisfaction below 8.

Low, 26%

H Low
H High
High, 74%
Pie Chart 12 shows level of satisfaction: Access & Facility
% of Respondents 0% 0% 0% 0% 7% 5% 15% | 26% | 13% | 33%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (74%) of respondents who rated access and facility as high: (58%) attributed
comfort of facility as the primary reason and (35%) attributed easily accessible while (5%)

attributed overall service delivery and comprehensive business process (3%).
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Figure 42 shows factors contributing to a rating of 8-10

Amongst the (26%) of respondents who rated access and facility as low: upgrade facilities
(43%) and location not easily accessible (29%) were identified as the main areas where
improvement should be focused. Interactive visual information resources (14%) and
centralize business processes (14%) were also areas where respondents identified as

needing improvement.

Upgrade facilities

Location not easily accessible

Interactive visual information resources

e

29%

14%

Centralize business processes 14%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

% of respondents

Figure 43 shows areas where improvements are needed

Customer Satisfaction Assessment 2022/23
Customer Service Branch
Ministry of Agriculture, Fisheries & Mining



60

Level of Satisfaction: Communication

Respondents were asked to rate their experience in the area of communication, with values
1 to 7 categorized as low which represent standards not being met and values 8 t010

categorized as high representing standards being met.

A total of 63 respondents were asked to rate their level of satisfaction in the area of
communication: (81%) rated their level of satisfaction greater than 7 and (19%) rated their

level of satisfaction below 8.

Low, 19%

H Low
M High
High, 81%
Pie Chart 13 shows level of satisfaction: Communication
% of Respondents 0% 0% 2% 0% 6% 2% 10% 11% | 21% | 48%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH
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Amongst the (81%) of respondents who rated communication as high: (86%) attributed
Comprehensive support as the primary reason. (12%) of respondents stated knowledgeable

and responsive staff and (2%) ease of service were also contributing factors.

Knowledgeable and Responsive staff 12%

Ease of service 2%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

% of respondents

Figure 44 shows factors contributing to a rating of 8-10

Amongst the (19%) of respondents who rated communication as low: (40%) identified staff
communication as a major area improvement that should be focused on. Three areas each
tallied (20%) — frequency of communication, follow-up mechanism, and communication

channels were all areas where respondents stated improvements were needed.

:
Staff communication | 40%

Frequency of communication 20%
Follow-up mechanism 20%
Communcation channels 20%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

% of respondents

Figure 45 shows areas where improvements are needed
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Level of Satisfaction: Reliability of Service

Respondents were asked to rate their experience in the area of reliability of service, with
values 1 to 7 categorized as low which represent standards not being met and values 8-10

categorized as high representing standards being met.

A total of 62 respondents were asked to rate their level of satisfaction in the area of
reliability of service: (82%) rated their level of satisfaction greater than 7 and (18%) rated

their level of satisfaction below 8.

Low, 18%

M Low
M High
High, 82%
Pie Chart 14 shows level of satisfaction: Reliability of Service
% of Respondents 0% 0% 0% 0% 3% 5% 10% | 21% | 18% | 44%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (82%) of respondents who rated the reliability of service as high: (64%)

attributed service delivery guarantee and (36%) attributed hours of operation as the primary

factors.
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Figure 46 shows factors contributing to a rating of 8-10
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Amongst the (18%) of respondents who rated the Reliability of services as low: there were

two prominent areas identified: (50%) service delivery and (50%) centralize business

location.

50%

50%

M Centralize business location

M Service delivery

Figure 47 shows areas where improvements are needed
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A total of 63 respondents were asked to rate their level of satisfaction with the customer
service they received while interacting with the Division.

H Extremely Dissatisfied  H Dissatisfied i Neutral Satisfied & Extremely Satisfied
B 30%
]
bl 3%
M 2%
Chart 13 shows customer satisfaction with customer service
% of
° 30% 65% 3% 2% 0%
respondents
Level of Extremely Extremely
. . . Satisfied Neutral Dissatisfied L
Satisfaction Satisfied Dissatisfied

A total of 63 respondents were asked to rate their level of satisfaction with the entire

customer experience (knowledge of staff, comfort of facility and ease of doing business)
received while interacting with the Division.
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Chart 14 shows customer satisfaction with entire customer experience

0,
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The Plant Quarantine Produce Inspection Branch saw an increase from their 2021/22 rating
of 80% to a record score of 86.6% in 2022/23. Based on respondents’ feedback, the

Division should focus on improving staff communication while interacting with clients and

also make greater efforts to upgrade existing facilities.
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Public Garden Division

) | X S VI ¥ o Y R
Wﬂmmmmnmw/{% B b

-7

Customer Satisfaction Assessment 2022/23
Customer Service Branch
Ministry of Agriculture, Fisheries & Mining



67

The Public Gardens Division is responsible for the continuous maintenance and
improvement of three botanical gardens and two scenic avenues. Additionally, the Division

promotes developments in plant conservation, research, education and passive recreation.
The Public Garden Division is responsible for:

- Bath Botanical Gardens

- Castleton Botanical Gardens
- Cinchona Botanical Gardens
- Fern Gully

- Holland Bamboo

Overview of Main Findings

The Division was evaluated within four main areas: Staff Responsiveness, Access and
Facility, Communication and Reliability of Service. In accordance with the Service
Excellence Policy, a rating of 80% or higher is categorized as meeting the level of

satisfaction while below 80% does not meet the required level of satisfaction.

Public Garden Division recorded an overall customer satisfaction rate of 77.3%. See table

below for a performance breakdown in each service dimension:

Areas of Focus % Level of satisfaction
Staff Responsiveness 87.30%
Access & Facility 73.20%
Communication 75.70%
Reliability of Services 72.90%
Overall Level of Satisfaction -
77.3%
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A total of 31 customers participated in the survey, the majority (68%) were males and (32%)

were females.

Female, 32%

H Male

M Female

Male , 68%

Figure 48 shows gender of respondents

The age composition of the respondents indicates (41%) of respondents are ages 21-30,
(21%) are ages 41-50, (14%) are aged 31-40 or 51-60. Only (3%) are less than 20 and (75)

over 61.
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45% - 41%
40% -
35% -
30% -

25% -
21%

20% -

15% - 14% 14%

10% - i i 7%
5% - 3%

Less than 20 21-30 31-40 41-50 51-60 More than 61
Age of Respondents

Figure 49 shows age of respondents

‘ All the respondents who participated in the survey are individual customers of PGD.

However, the division also caters to institutional customers.

& Respondents overwhelmingly stated their main method of accessing the PGD’s

products/services was to walk in.

i Additionally, walk-in was also the overwhelming selection by respondents when

asked what is their preferred method of accessing the products/services.

Areas of Satisfaction: Products/Services

A total of 31 respondents were surveyed to ascertain their areas of satisfaction while
interacting with the Public Garden Division. (81%) stated they were satisfied with Ambiance,
comfort and aesthetics, (13%) were satisfied with the Staff (responsive and professional)

and (6%) were satisfied with Ease of access.
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Staff (Responsive and Professional) 13%

Ease of access 6%

Ambiance, Comfort and Aesthetics 81%
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Figure 50 shows areas of satisfaction: products/services

(52%) of respondents identified accessibility to amenities as the main area of

dissatisfaction, (43%) expressed facility maintenance as a source of dissatisfaction and

(5%) stated the cost to access facility.

Facility maintenance 3%
Cost to access facility 5%
Accessibility to amenities 52%
0% 0% 20% 0%  40%  SO%  60%
% of respondents

Figure 51 shows areas of dissatisfaction: products/services
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Respondents were asked to rate their experience in the area of staff responsiveness, with
values 1 to 7 categorized as low which represent standards not being met and values 8 to10

categorized as high representing standards being met.

A total of 30 respondents were asked to rate their level of satisfaction in the area of staff
responsiveness: (83%) rated their level of satisfaction greater than 7 and (17%) rated their

level of satisfaction below 8.

H Low
M High
High, 83%
Pie Chart 15 shows level of satisfaction: Staff Responsiveness
% of Respondents 0% 0% 0% 0% 0% 7% 10% | 27% | 17% | 40%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (83%) of respondents who rated access and facility as high: (96%) attributed
Staff (Well trained, responsive and professional) as the overwhelming reason while (4%)

indicated concise communication.
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M Concise Communication

M Staff (Well Trained, Responsive
and Professional)

Figure 52 shows factors contributing to a rating of 8-10

Amongst the (17%) of respondents who rated Staff Responsiveness as low: (50%) identified
Increase staffing capacity as a major area where improvement should be focused. Staff
customer service and facility maintenance each total (25%) as areas where improvements

are needed.

Staff Customer Service -I_ 25%
Increase staffing capacity | 50%
Facility maintenance | 25%
O:%) 1(;% 2(;% 3(;% 4(I)% 5(;% 60I%

% of respondents

Figure 53 shows areas where improvements are needed
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Respondents were asked to rate their experience in the area of access and facility, with
values 1 to 7 categorized as low which represent standards not being met and values 8 to10
categorized as high representing standards being met.

A total of 31 respondents were asked to rate their level of satisfaction in the area of access
& facility: (52%) rated their level of satisfaction greater than 7 and (48%) rated their level of
satisfaction below 8.

Low, 48% u Low
High, 52% H High
Pie Chart 16 shows level of satisfaction: Access & Facility
% of Respondents 0% 3% 10% 0% 10% | 13% | 13% | 10% | 16% | 26%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH
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Amongst the (52%) of respondents who rated access and facility as high: (67%) attributed
Ease of access as the primary reason. Amenities on-site and simple payment process both
tallied (17%) each.

Simple payment process _ 17%

Ease of access 67%

Amenities on site 17%

0% 10% 20% 30% 40% 50% 60% 70%

% of respondents

Figure 54 shows factors contributing to a rating of 8-10

Amongst the (48%) of respondents who rated access and facility as low: upgrade
infrastructure and overall facility maintenance both tallied (33%) each as main areas where
improvement should be focused. Add informational resources (20%) and accessible for

disabled people (13%) were also identified.

Upgrade infrastructure (stairways, changing and -I
D 5%
restroom facilities)
Overall facility maintenance 33%
Add informational resources 20%
Accessible for disabled people 13%

0% 5% 10% 15% 20% 25% 30% 35%

% of respondents

Figure 55 shows areas where improvements are needed
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Level of Satisfaction: Communication

Respondents were asked to rate their experience in the area of communication, with values
1 to 7 categorized as low which represent standards not being met and values 8to 10

categorized as high representing standards being met.

A total of 30 respondents were asked to rate their level of satisfaction in the area of
communication: (60%) rated their level of satisfaction greater than 7 and (40%) rated their

level of satisfaction below 8.

Low, 40%
H Low
M High
High, 60%
Pie Chart 17 shows level of satisfaction: Communication
% of Respondents 0% 3% 3% 0% 13% 10% 10% 23% 10% 27%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH

Amongst the (60%) of respondents who rated communication as high: (80%) attributed easy
to understand as the primary reason. Interactive visuals and Interactive staff both tallied

(10%) each.
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Interactive visuals 10%

Interactive staff i 10%

Easy to understand 80%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

% of respondents

Figure 56 shows factors contributing to a rating of 8-10

Amongst the (40%) of respondents who rated communication as low: (73%) identified more
advertisements as a major area improvement should be focused and (18%) stated
interactive resources of products/services as another area where improvement is needed.

(9%) identified increase staff as another area where improvements can be made.

More advertisements 73%

Interactive resources of product/service ﬁ 18%

Increase staff i 9%

0% 10% 20% 30% 40% 50% 60% 70%  80%

% of respondents

Figure 57 shows areas where improvements are needed
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Respondents were asked to rate their experience in the area of staff responsiveness, with
values 1 to 7 categorized as low which represent standards not being met and values 8 t0o10
categorized as high representing standards being met.

A total of 17 respondents were asked to rate their level of satisfaction in the area of

reliability of service: (59%) rated their level of satisfaction greater than 7 and (41%) rated
their level of satisfaction below 8.

Low, 41%
H Low
H High
High, 59%
Pie Chart 18 shows level of satisfaction: Reliability of Service
% of Respondents 0% 0% 0% 12% 12% 12% 6% 29% 18% 12%
Rating Scale 1 2 3 4 5 6 7 8 9 10
LOW HIGH
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Amongst the (59%) of respondents who rated reliability of service as high: (88%) attributed

Operating hours and (13%) attributed ambiance of location as the primary factors.

il?:%

88%

M Ambiance of location

M Operating Hours

Figure 58 shows factors contributing to a rating of 8-10

Amongst the (41%) of respondents who rated Reliability of services as low: (83%) identified

adjust opening and closing hours as the major area where improvement should be focused

and (17%) stated increase staff as another area where improved is needed.

M Adjust opening and closing hours

H Increase staff

Figure 59 shows areas where improvements are needed
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A total of 31 respondents were asked to rate their level of satisfaction on the customer
service they received while interacting with the Division.

H Extremely Dissatisfied  H Dissatisfied i Neutral HSatified & Extremely Satisfied

I—

Chart 15 shows customer satisfaction with customer service

[+)

% of 26% 55% 19% 0% 0%
respondents

Level of Extremely e e Extremely
Satisfaction Satisfied Satisfied Neutral Dissatisfied Dissatisfied

A total of 31 respondents were asked to rate their level of satisfaction with the entire

customer experience (knowledge of staff, comfort of facility and ease of doing business)
received while interacting with the Division.
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Chart 16 shows customer satisfaction with entire customer experience

% of respondents 23% 55% 19% 3% 0%
Level of Extremely . e Extremely
D
Satisfaction Satisfied Satisfied Neutral Issatisfied Dissatisfied
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The Public Gardens Division recorded an overall rating of below 80% In an effort to increase

customer satisfaction: The Public Gardens Division should focus on improving accessibility

to amenities at each location and increase the frequency of maintenance of existing

facilities. Additionally, respondents identified staffing numbers as a concern that the Division

should rectify.
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The Research and Development Division is responsible for the generation of cost-effective
agricultural technology with the aim of stimulating growth and improvement within the

sector.

Overview of Main Findings

The Division was evaluated within four main areas: Staff Responsiveness, Access and
Facility, Communication and Reliability of Service. In accordance with the Service
Excellence Policy a rating of 80% or higher is categorized as meeting the level of

satisfaction while below 80% does not meet the required level of satisfaction.

Research & Development Division recorded an overall customer satisfaction rate of 77% for
2022/23, this is similar to the 2021/22 rating of 77%. See table below for a performance

breakdown in each service dimension:

Areas of Focus % Level of satisfaction
Staff Responsiveness 80.90%
Access & Facility 77.40%
Communication 74.10%
Reliability of Services 75.50%
Overall Level of Satisfaction - 77%
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A total of 105 customers participated in the survey, the majority (70%) were males and

(30%) were females.

Female, 30%

M Male

H Female

Male, 70%

Figure 60 shows gender of respondents

The age composition of the respondents indicates (32%) of respondents are ages 41-50,
(25%) are ages 31-40, (16%) are ages 51-60. Respondents ages over 61 and 21-30 both
tallied (13%) each.

35%

30%

25%

20%

15%

10%

5%

0%

32%

25%
16%
13% 13%

Less than 20 21-30 31-40 41-50
Age of Respondents

51-60 More than 61

Figure 61 shows age of respondents
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Two types of customers participated in the survey for R&D: the respondents were
predominantly individual customers with (80%) stating they were individual customers and

(20%) representing organizational customers.

Organization, 20%

Individual

H Organization

Individual, 80%

Figure 62 shows type of customer

The most popular method of accessing the Division’s products and services is Walk In with
(67%) of respondents identifying this method. (27%) utilized telephone while (5%)

online/website. (2%) of respondents indicated field officer visits.
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Figure 63 shows main method of access

Customers were asked to identify the preferred ways of accessing the Division’s products
and services, the vast majority (49%) identified Walk In as their primary preferred option,
followed by Telephone (29%), Online/Website (19%) and Field Officer Visits (4%).

60% -
49%
50% -
40%
30%
20%

10%

0%

Walk In Telephone Online/Website Other (Field Officer
Visits)

Preferred Methods of Access

Figure 64 shows preferred method of access
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A total of 102 respondents were surveyed to ascertain their areas of satisfaction while
interacting with R&D. (37%) stated they were satisfied with the Quality of product, (35%)
were satisfied with the overall experience, (12%) were satisfied with informative &

accessible resources, (9) were satisfied with the helpful and responsive staff.

Quality of product 37%
Product (Cost/Variety/Availability)
Overall experience 35%

Informative & accessible resources

Helpful and responsive staff

Efficiency of business process 4%

0% 5% 10% 15% 20% 25% 30% 35%  40%

% of respondents

Figure 65 shows areas of satisfaction: products/services

(34%) of respondents identified lengthy business process as an area of dissatisfaction,
(34%) expressed product availability & quality as a source of dissatisfaction and (21%)

stated staff limitation/lack of communication as another source of dissatisfaction.
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Staff limitation/Lack of communication | 1%

Product availability & quality 34%
Overall experience 8%
Lengthy business process 34%
Accessibilty of location 3%

0% 5% 10% 15% 20% 25% 30% 35%

% of respondents

40%

Figure 66 shows areas of dissatisfaction: products/services

Respondents were asked to rate their experience in the area of staff responsiveness, with

values 1 to 7 categorized as low which represent standards not being met and values 8 t010

categorized as high representing standards being met.

A total of 105 respondents were asked to rate their level of satisfaction in the area of staff

responsiveness: (73%) rated their level of satisfaction greater than 7 and (27%) rated their

level of satisfaction below 8

Low, 27%

M Low

H High

High, 73%

Pie Chart 19 shows level of satisfaction: Staff Responsiveness
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