Field Surveys

	Name of Institution
	
	Visit/Contact Date
	

	Management/Division Name
	
	Visit/Contact Time
	

	
	
	Visit/Contact Duration
	2:00


	#
	Mystery  Shopper Questions
	Response
	Mystery  Shopper Notes

	1
	Is there an automated call center?
	No
	

	2
	Is the CRM system applied?
	No
	

	3
	Is there a customer service phone line?
	No
	

	4
	Is there a website for the institution?
	Partially
	The telephone operator said that there is only a fax, and that it’s sufficient and more than enough for them, although there is a website!

	5
	Are there specific procedures to be implemented through the website?
	No
	The website does not address any electronic procedures


	#
	Mystery  Shopper Questions
	Response
	Mystery  Shopper Notes

	6
	Is the information on the website sufficient?
	Partially
	The website is excellent and comprehensive but for the fact that it does not address electronic procedures

	7
	Is there an information counter?
	Yes
	There is an information office at the entrance of the building

	8
	Is the receptionist knowledgeable about the institution’s procedures and work requirements?
	Yes
	The receptionist knew all the procedures and the subsequent steps for work outside the concerned institution

	9
	Are there specific documents that describe steps for the required procedures to be followed by the client and the documents that need to be available?
	No
	The information employee/receptionist gives the information orally

	10
	Are all the institution’s forms available with the receptionist and categorized appropriately?
	Yes
	The receptionist at the entrance distributes the necessary forms to clients in an orderly fashion

	11
	What is the status of these forms?
	Good
	

	12
	Are there specific instructions of procedures displayed in clear locations?
	Yes
	Displayed documents of that effect were found

	13
	Are there guiding plaques for departments and divisions and links to required procedures?
	Partially
	There are plaques indicating the name of the department or administration but they are not connected to documented procedures or steps


	#
	Mystery  Shopper Questions
	Response
	Mystery  Shopper Notes

	14
	Is there a public waiting hall?
	Yes
	There are rows of chairs in the hall where the counters are

	15
	What is the status of these halls?
	Adequate
	The halls in the building are in very good condition

	16
	Is there a queuing system for implementing public services and transactions
	No
	There is no organization in the process of receiving clients and their paperwork

	17
	Is there a photocopying and stamps center inside the institution that is controlled by the institution?
	No
	The public deals with an independent clerk outside the building

	18
	Is there a complaints/suggestions box?
	Yes
	A box was found at the entrance

	19
	Are counters employees available at their desks?
	Yes
	Some windows are vacant

	20
	Is there a backlog of clients?
	Yes
	The number of clients is large but there is no delay

	21
	Is the number of counters serving the public adequately distributed according to clients and procedures?
	Yes
	There were quite a few clients but the organization was good


	#
	Mystery  Shopper Questions
	Response
	Mystery  Shopper Notes

	22
	Is the appearance of employees appropriate?
	Yes
	The appearance was very good

	23
	Is the conduct of employees appropriate in terms of dealing with the public?
	Yes
	The dealing and help were very good


	24
	Is the conduct of employees appropriate in terms of eating or reading newspapers?
	Yes
	No unhealthy appearances were noticed

	25
	Is it easy to see the official?
	Yes
	The office of an official was entered with ease

	26
	Does higher management adopt the open door policy?
	Yes
	We faced no difficulty in entering directly the office of one of the officials

	27
	Is there a backlog of clients at the officials offices, and particularly the higher management?
	Yes
	

	28
	Is there a specific director general day announced in the public halls?
	No
	No document specifying a specific day for the director was found and we were not told about that by the employees

	29
	What is the general appearance of the institution in terms of tidiness, cleanliness and organization?
	Good
	The interior and exterior appearance was good and the hall had air conditioning


	#
	Mystery  Shopper Questions
	Response
	Mystery  Shopper Notes

	30
	Is there parking space for clients’ cars?
	No
	There is no parking lot for cars

	31
	Is there a plaque that indicates the institution’s vision?
	No
	No document or plaque to that effect was found

	32
	Is there a plaque that indicates the institution’s message?
	No
	No document or plaque to that effect was found

	33
	Is there an ISO certificate displayed in the institution?
	No
	No document or plaque to that effect was found

	34
	Are questionnaires distributed to clients to assess their satisfaction about services provided?
	No
	No document or plaque to that effect was found

	35
	Are quarterly publications indicating latest developments in the institutions distributed to clients?
	No
	No document or plaque to that effect was found

	36
	Are quarterly meetings or contacts being held between the institution and major clients to inform them of the institution’s activities?
	No
	No document or plaque to that effect was found

	37
	Are computers available on counters and according to the number of employees?
	Yes
	There were new computers next to old computers


	#
	Mystery  Shopper Questions
	Response
	Mystery  Shopper Notes

	38
	Do employees use these computers to carry out the procedures?
	Partially
	Employees use the old ones instead of the new ones

	39
	Are there computers available to the public to find out about services or information or transactions?
	No computers for public use was noticed
	

	40
	Is there a monitoring system for employees (cameras)?
	No such surveillance was seen
	


Report Form
	Name of Institution
	
	Visit/Contact Date
	

	Management/Division Name
	
	Visit/Contact Time
	

	
	Visit/Contact Duration
	Two hours per visit


	Positive Notes

	1
	Public service employees are appropriately knowledgeable about the work’s procedures and requirements


	2
	The institution’s forms are good and include a clear guide on how to fill out the forms


	3
	The public service halls are organized and adequate


	4
	There is an adequate queuing system for transactions


	5
	There is a center for copying and photocopying


	6
	There is a complaints and suggestions box in an appropriate and clear location with clear instructions


	7
	The employees are appropriately available at their desks and counters


	8
	There is no backlog of clients during visiting hours


	9
	The employees deal with the public in an excellent manner and also respond to their queries in an excellent manner.  Level of dealing with the public is excellent

	10
	Employees take care of their general appearance and most dress formally


	Name of Institution
	
	Visit/Contact Date
	

	Management/Division Name
	
	Visit/Contact Time
	

	
	Visit/Contact Duration
	Two hours per visit


	Positive Notes

	11
	None of the employees were noticed to be eating or reading the newspaper (except the security personnel at the entrance)


	12

	It is easy to access the office of the manager and the manager himself

	13

	The manager welcomes and receives clients

	14
	There is a clear announcement in which the manager welcomes clients at any time and this is actually done by the manager


	15
	The institution’s cleanliness and organization is appropriate


	16
	There is a publication issued by the institution available to the public, related particularly to job awareness


	17
	There are computers at the counters and are used by the employees to carry out the institution’s procedures



	Notes To Be Addressed

	18
	Announcements for meetings with clients to present developments at the institutions were not seen


	19
	Computers were not available for public service employees


	20
	The approving employee was noticed to move from one computer to another to carry out transactions, to fill forms and do the tasks of other employees who were not available at their desks

	21
	There were no computers available in the institution’s halls which the public can use to find out about services, information or transactions


	22
	There were no surveillance systems for employees or public halls through which the official can follow up on the work progress in these halls




