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Improving citizens satisfaction with
public services

1Y

W TRI*M-based Analytic Solutions for P&S
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How to measure and improve citizens satisfaction

> Citizens are living in a society with increasing pressure on quality, speed and
efficiency

> Citizens are used to services as provided by the commercial sector; they
expect that from governments as well. Don’t expect much goodwill if your
organization feels outdated

> Services from central and local governmental institutions are innovating
constantly, particularly the use of internet raises the bar on what people
expect to be possible in terms of transactions with you and available
information

> Insight in what people say and feel about your service helps to prioritise what
needs to be improved what can be lower on your agenda

> TNS analytical solutions give you insights in what people say and feel and
delivers actionable priorities
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An overview: Analytic Solutions for P&S

These solutions use slightly adapted scales to ensure TRI*M-benchmarks are still valid
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Policy Reputation Monitor (PRM)

Measures the reputation of
governmental policies (programs)

Party Performance Monitor (PPM)

Measures the reputation of
political parties with voters

Policy reputation are same as Public
Reputation questions but scales have been
adapted to low scores (symmetric instead of
skewed)
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TRI*M Analysis Tools

Basics Additional Tools
* * : (HYGIENICS MOTIVATORS
TRI*M Index TRI"M Grid TRI*M Delta Grid A
e ) B
Key Performance Identification and Identification of o

Indicator to
benchmark and

prioritisation of
performance

changes for key
drivers over time

o £a ©H

monitor the level of of improvement actions w °
b I . t POTENTLALS?/ HIDDEN
pu IC Suppor (HYGIENICS MOTIVATORS\
(HYGIENICS MOTIVATORS )
A PPM Bundles
o Y [ 90 | 0 A o [ ] . .
70 mabd oo Aggregation of Grid
50 A - results, supports
30 o N the Prioritisation of
Tota  UntA  UnitB ° = e U resource allocation “
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POTENTIALS?/ HIDDEN POTENTIALS?/ HIDDEN
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Public Service Quality Monitor questions
are adapted to a non competitive field

The index questions adress the objective of an organization and the
reputation of the way it is executing that role in practise

In g_ene_ral,. how would you rate the overall performance |\ Overall Performance
of [institution X]? /

How strongly do you have trust in [institution X]? / Trust

How well do you think [institution] is fulfilling its role as

a provider of [Y] services? Value to society

How do you rate the services of [institution X ]

. LT Comparison
compared to other public authorities/institutions? /
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Adapted TRI*M scales for a non-competitive
organization

Q1: In general, how would you rate the overall performance and services of [institution]?
* Excellent — Very good — Good - Fair — Poor

Q2. How strongly do you have trust [institution]?

« Extremely strongly — Very strongly — Fairly strongly — Not very strongly — Not
strongly at all

Q3: Overall; how well do you think [institution] is fulfilling its role as a provider of [Y]
services to the public?

« Excellent — Very well — Fairly well — Not very well — Not well at all

Q4. How do you rate the services of [institution] compared to other public authorities

such as <name>?
» Excellent — Very good — Good - Fair - Poor
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Breakdown for TRI*M Index questions

SEGMENT: total - WAVE: MFPRA 2015
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Performance Trust Value to society Comparison
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TRI*M Index
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Index scores

SEGMENT: Services - WAVE: MFPRA 2015

Customer Retention
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TRI*M INDEX

Index scores

SEGMENT: Services - WAVE: MFPRA 2015
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Index scores
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SEGMENT: Services - WAVE: MFPRA 2015

Customer Retention
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TRI*M INDEX

Index scores

SEGMENT: Services - WAVE: MFPRA 2015
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Index scores

SEGMENT: Age - WAVE: MFPRA 2015

Customer Retention
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TRI*M INDEX

Index scores

SEGMENT: Nationalité - WAVE: MFPRA 2015
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1.2

TRI*M GRID
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Grid shows drivers of service perception

The quadrants of the PSQM Grid

4 )

Don't fall below Hygienics Motivators:

a specific quality level Socially peoples top
which is a basic desirable priorities
gualities .

requirement for your
service orientation!

A A

Examine your priorities

Ao

Stated importance (what people say)

and concentrate on
_ Low _ .
those quality elements priorities: A Hidden motives:
’ Opportunities?
that could of sh(_)L_JId savers? pp
become opportunities
& J

Implicit impact on quality perception
(what people feel)

@xembourg

Improve your strengths,
eliminate dangerous
weaknesses

Communicate your
strengths!

Look for possible
motivators.

These items offer the
potential to increase service
orientation. Be aware of
hidden feelings that people
don’t tell you explicitely
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TRI*M Grid helps to prioritise actions

Top . 9 High 3 Medium
Priorit * Priority * Priority
Black triangles White triangles Triangles in the To be observed:
in the Motivator in the Motivator Hidden Black triangles
quadrant guadrant Opportunities and  in the Must
circlesinthe Haves quadrant
Motivator
guadrants

! I ... and never forget to N

maintain your strengths
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TRI*M Grid : All users

Prioritise aspects of relationships intended to maintain and increase
numbers of users of services

Aspects

O AO01.
O A02.
O AO03.
¥ A04.
O AO05.
~ A06.
“ A07.
“ A08.

O A09.

TRI*M Index

Friendliness — helpfulness

Reactivity

Provide a comprehensible and reasoned response to inquiries
Business hours (Counter / Telephone)

Ease in finding / determining persons able to deal with my case
/ application

Time spent waiting to speak with the person in charge of my
case / application (Counter / Telephone)

Discretion - confidentiality

Ability of staff to speak in the country’s three official languages

Case monitoring (traceability)

High

SN
7

Stated importance

&
A3

Low
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Hygienics Motivators
AQ7
o AO1A03
O O
AO5  AO9
2060
A4 O
A02
A04
v
A08
Ao
Potentials?/Savers? Hidden Opportunities
Low ¢ > High

Impact on customer retention

W Performance - Far below average . Below average () Average 2\ Above average <4 Far above average [l Strength

B Weakness

SOURCE:
BASE: 4930 // WEIGHTED: 5018
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Summary of strengths and weaknesses: Total

High level strengths

None

Medium level strengths

None

Low level strengths

AQ7. Discretion - confidentiality
A08. Ability of staff to speak in the country’s three official languages

High level weaknesses

None

Medium level weaknesses

None

Low level weaknesses

AO03. Provide a comprehensible and reasoned response to inquiries

AO01. Friendliness - helpfulness

A09. Case monitoring (traceability)

AO05. Ease in finding / determining persons able to deal with my case / application
A04. Business hours (Counter / Telephone)
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1.3

TRI*M Typology

w
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TRI*M Public Service Quality
The TRI*M typology reflects the relationship towards the
public institution along two dimensions

.S Uninvolved
©
Jo
2
I
()]
c
Performance %
- } .
C .
o
e
O
©
o
et
©
0]
=zl _ Value to Society
S Disillusioned Skeptics
Low endorsement High endorsement i
Comparison
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TRI*M Public Service Quality
The TRI*M typology reflects the relationship towards the
public institution along two dimensions

C .
Satisfied with your 2 Uninvolved Highly satisfied with your
performance but not £ performance and loyal in that
particularly loyal; their level = they will give your
of support is weak 2 organisation full support
(@)
S
Dissatisfied with your IS . Critical of your performance
performance and disloyal; S at present, but still willing to
will resist initiatives and E give you support possibly
challenge your efforts; major | 3 because of a lack of
source of negative word-of- 2 _ alternatives
mouth S Disillusioned Skeptics
Low endorsement High endorsement
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TRI*M Typology - Total

C .
S| Uninvolved
)
O
©
Y
)]
2
©
)]
c
A=)
T
36%
C
(@]
2
(@]
©
(Vi
()]
2
©
0]
; - - - -
S Disillusioned Skeptics
Low endorsement High endorsement
M Disillusioned M Skeptics M Uninvolved Ambassadors

SOURCE:

GRAND DUCHY OF

xembourg

TRI*M Index BASE: 4930 // WEIGHTED: 5018
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TRI*M Typology - Overall
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Overall
TRI*M Index 48
oa Satisfaction
Uninvolved -
16% Skeptics Loyalty
9%
Disillusioned
47%
Base 4818
Base 4764 (weighted)
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Luxembourg’s administration
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Perception of a professional career in Luxembourg’s

administrative apparatus

Personal Support of children

B Certainly M Probably W Perhaps
H Probably not H Certainly not = No response I
1
TNS Ilres
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Perception of changes in the quality
the administration’s services to citizens
over the last five years

7% in 2008

8% in 2008

Improved 42% in 2008
39%

Roughly the same
43%

43% in 2008
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Administrative services contacted by citizens

Healthcare fund / CNS / Gesondheetskeess
Municipal Admin: Residency certificate
Tax Administation

Applications for Identity Cards

Municipal Admin: extracts/copies of civil status records
Municipal Admin: Civil status registration

Municipal Admin: change of address

Police: statements, forms to be filled out

National Family Benefits Fund

Mobility Center public transport interface

Police: payment of fines

Municipal Admin: Building permits

Public libraries

Housing support services

Child registration at public secondary education institution
Employment services

STATEC

Registering children in day care facilities

Ministry of Foreign Affairs

Nursing insurance services

Admissions to nursing or retirement homes
Applications for Minimum Guaranteed Income

N

==

(oo}l ool I' )

HINEN

Y
I
18]
18]

w

NwWw
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N
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N
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75 100
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Citizen expectations: levels of importance given to...

0% 25% 50% 75% 100%

Discretion - confidentiality

Friendliness - helpfulness

Provide a comprehensible and reasoned response to inquiries

Ease in finding/determining persons able to deal with my
case/application

Case monitoring (traceability)

Time spent waiting to speak with the person in charge of my case /
application (Counter/telephone)

Ability of staff to speak in the country's three official languages

Reactivity

Business hours (Counter/telephone)

B Extremely important B Very important B Important B Less important m Not important at all
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Perception of the quality of services provided by
Luxembourg’s administration

Positive views: change since 2002

50 100
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N
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Overall quality of administrative
services

|
N
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(Counter/telephone)
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N

(o)}
(o)}

Geographic and physical
accessibility

Access to information and
forms: paper
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Friendliness - helpfulness

\‘
N
N
0

82
6
Communication by e-mail 38
2 m 2015
forms: web sites 25 2002
Competence of State agents aa

N
O]
W

Reputation with the public
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N
N
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Accessibility by telephone
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Perception of the quality of services provided by

Luxembourg’s administration

Negative views: change since 2002

0 25 50 75 100
Overall quality of administrative m 52
services 13
endi ——
Friendliness - helpfulness i 28
Geographic and physical [EG— LS, o
accessibility
Accessibili O
ccessibility par telephone o 44 22015
Communication by electronic m 52 ®2008
mail (e-mail)
2002

Access to information and
forms: web sites

[y
Iw
=
m@

Ay
AN

N
|\!l
N
o

Competence of State agents
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Access to information and
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Reputation with the public
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Notoriety and use of the “guichet.lu” internet site

75 H

25 -

() |

4 people out of 5 know about the “guichet.lu” site

6 people out of 10 have already visited the “guichet.lu” site

GRAND DUCHY OF

= [[@xembourg

26 28
22
19

Yes, have visited Yes, have visited Yes, have visited Yes, I know about No, I don't know
the site AND it the site BUT it did the site butI

the site AND it
fully met my
expectations

partially met my
expectations

not meet my haven't visited it
expectations

about the site

TNS Ilres

Citizen’s satisfaction survey exploring public services quality / spring 2015

© TNS 2015

04-15-140

%)

LE GOUVERMNEMENT

DU GRAND-DUCHE DE LUXEMBOURG 34
Ministére de |a Fonction publigue et de la

Réforme administrative



@x%mbourg
Preferred languages for
texts of administrative services

100 -
m Most preferred language ® Second preferred language ®Third preferred language ™ Preference 1+2 mTotal

75 -

67
64
52

French Luxembourgish German English Portuguese
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Relationships with administrations

“
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Need to improve certain aspects of the quality

of public services

0% 25% 50% 75% 100%

Services
charter -
promotion of
values
Mystery
users
Certification
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Willingness to participate in a campaign to improve the

quality of public services

[ .
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Modes of contacting the ’
administration: current and preferred
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Notoriety of the Government’s toll-free contact number

93% of persons questioned state
that they have not used this

number
Are aware that a toll-free number exists, but do not know it B Know the toll-free number exactly
W Are unaware that a toll-free number exists
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pre

Contact methods: National Family Benefits Fund

Basis: 164 users of the service having made contact in less than two years
B Current = Preferred
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Contact methods: Municipality Administration:
Application for a building permit

Basis: 91 users of the service having made contact in less than two years

B Current ®=Preferred
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Contact methods: Housing Support Services

Basis: 119 users of the service having made contact in less than two years
B Current = Preferred
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THANK YOU
FOR YOUR ATTENTION

LE GOUVERMEMENT

DU GRAND-DUCHE DE LUXEMBOURG
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