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Executive summary.

During the second half of May 2002 the Center for Strategic Studies conducted a 2000 person survey sample of the service users at four Public Institutions: the Ministry of Industry and Trade, the Department of General Customs, the Income Tax Department, the General Corporation for Housing and Urban Development.  The field study aimed at soliciting the perceptions of the service users and their assessment of the standard of the services rendered by those institutions at their central offices or operating branches in the governorate of Amman. 

In its wider context the research aimed at studying and analyzing the citizens' ideas and impressions of the quality of such services; with a view to using the results of the poll for introducing the positive aspects and reducing or eliminating the negative elements in the performance of these public institutions.

More specifically the survey of the service delivery standards aimed at exploring the views of the citizens on service delivery, on-site and inside those institutions, as expressed by individuals who frequent the organizations.  The field data were therefore solicited at the exit point of the offices concerned.

The survey data, gathered from 500 individual respondents in each of the four sites, centered on a series of items relating to efficiency, effectiveness, administrative and organizational features of the institutions, as well as the behavioral patterns with which the users were received during their dealing with the staff of such institutions.

The items in the questionnaire based interviews are thus divided into two large categories.  The first represents the characteristics of services in all the institutions under study, notably: 

First Category.

A. The poor levels of information, awareness raising and promotion of two essential instruments of communication and guidance, i.e. 'The Services Guide' and the 'Website' of the particular institution on the Internet (especially the former).  The sweeping majority of those served had no knowledge, what so ever of such facilities, let alone using them to have access to the required documents and to      ease the receipt of services at the said institutions.

B. The other common feature is manifested in the fact that large proportions of those served spend long periods of time, often exceeding half an hour to obtain the service they require and solve the problems they may experience at the Ministry of Industry and Trade.  Such a delay is also evident in the process of obtaining, amending or endorsing registration certificates and other financial, legal and administrative procedures, as well as export/import documentation at the Customs Department; and settlement of tax dues and certificates at the Tax Department; similarly administrative and financial transactions, including paying or extending loans at the Corporation for Housing and Urban Development.

C. One of the problematic areas for large percentages of the service users, in all the institutions (to varying degrees), is the difficulty of reaching the offices and finding parking lots for their cars at all four institutions.  

The Second Category.

The second category of issues, highlighted in the survey data by considerable proportions of the service users, covers the efficiency of staff performance and modes of organizing work activities within the institution.  These include a large number of items that have been placed on a 'gray area' or 'negative list' in the  individual reports on each one of the four institutions.  Notable among these: poor follow up on complaints and grievances of the service users; the spread of bribery and favoritism in handling the service requests of the applicants; poor standard of efficiency in some of the staff; absence of those in charge and poor attendance during working hours; indifference to applicants and to those who visit to follow up on previous applications.

Concluding Comments on Survey Results from the four institutions.

The service users, under study, tended in varying degrees, to compliment about many aspects of the various services extended to them by the institutions.  They also expressed satisfaction, to varying degrees, with specific components of the services within each institution.  The overall conclusions drawn from this field survey do not point out any major problems in the standard of essential services.  However the data suggests a few areas that are worth consideration and study in each of the four institutions.

Ministry of Industry and Trade.

In addition to the multitude of positive aspects highlighted by the respondents, a number of problematic points call for consideration, these relate basically to two interrelated issues: organizational control of the work flow and improving the 'image' of the Ministry; since a significant proportion of the users complained of the loss of their files or of difficulty in retrieving them.  Some of the staff members were accused of being uncooperative and often ignorant of the requirements of their job, or lacking the necessary qualities for their job.  These shortcomings call for attention to staff performance and qualifications, as well as training for some of   the Ministry's staff.

On the other hand  the negative impressions of the respondents' centered on the difficulties of reaching the main entrance of the Ministry and having their cars parked in a suitable parking area.  Large numbers of the respondents complained about favoritism among the Ministry's staff; as well as the high fees paid for the services.  The Ministry is then called upon to stand against such practices.  It is also expected to raise the awareness of the public to 'the Services Guide' and to make it more available to those who visit the offices.

The General Tax Department.

Here again the respondents compliment a wide range of services offered by the department.  However negative assessments were given to the lengthy periods the users had to stay in order to complete their business.  Especially with indifferent staff who are often involved in corrupt practices and show manifest ignorance of the nature of their work; especially in areas relating to evaluating the commodities or imposing charges.  Car parking is also recognized as a problem and like all the other institutions the respondents were largely unaware of 'the Services Guide' and the 'Website'.

The Income Tax Department.

An overview of the respondents' responses shows a positive assessment of a wide range of services provided by the Income Tax Department.  Nevertheless a significant number of the users complained about the lack of response to their grievances; especially in areas relating to surveyors' estimates and the involvement of some of them in corrupt practices when dealing with the applicants.  Like the other government institutions the Department people are not aware of 'the Services Guide' or the Internet. This then calls for an immediate intervention, on the part of the department, to increase awareness among the public and encourage the use of such facilities.  

The General Corporation for Housing and Urban Development.

Like all other institutions, the Corporation received high marks for a series of its offered services.   The same comments however highlight a number of flaws in its work: staff absence; inefficiency and poor time keeping were highlighted; as was the delay in processing the service users' requests and the physical difficulty in reaching the Corporation's offices.  Furthermore the Corporation is expected to exert some programmed effort to raise the citizens' awareness and use of its special 'Services Guide' as well as its Internet 'Website'.

