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» 1 Overview of TSI
Project and Approach




>> An EU-TSI funded project aimed at better understanding user satisfaction with Life Events

v OECD Trust Survey finds that satisfaction with administrative services is Methodology to measure citizen “=

a key driver of trust in the civil service and in governments; satisfaction with public

v OECD Recommendation on human-centric public administrative il EE SOmEse

services | _
Implementation of survey in 10 .ﬂ

countries measuring user .&
satisfaction - and its drivers - with
administrative services linked to
life events

|dentifying good practices and G‘l
reforms to improve public service
delivery with participating
countries

» Further understanding and measuring drivers of satisfaction can
contribute to build trust in the future.

» Measuring satisfaction with services with a life event approach can help
identify opportunities for government to shift to more human-centric
services.

» Exchanges among countries can help better
understand enablers and good practices
for better services
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10 EU Member States: Austria, Croatia, Estonia, Finland, Greece, Ireland, Latvia, Lithuania, Slovenia, Spain. Timeline: September 2023- December 2025
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>> The Project developed a framework for Measuring Citizen Satisfaction with Public Services

When measuring satisfaction with performance, the questionnaire is structured around the user journey

Access

Navigation

Achievement

Satisfaction

Restricted Use - A usage restreint

1. ldentifying and Accessing Service:
a) Recognizing the need for a service
b) Initial steps to access information about the service

2. Navigating Service Delivery:
a) User's experience during the service process
b) Interaction with service delivery mechanisms

3. Achieving Desired Outcomes:
a) Attaining specific results from the service
b) User satisfaction with the end results
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>> A long-list of 28 ‘common’ Life Events were identified at the scoping stage of the Project

Life Event Life Event

| moved to a new house or to a new city 15 | required public housing
--------------------- | came to live in the country - | got or renewed an official ID
--------------------- | got married/entered into a registered partnership 17 | applied for debt assistance
..................... | got divorced/separated 18 | became incapacitated for work
--------------------- | had a baby/adopted a child 19 | registered for military service

| enrolled my child in public school 20 | became dependent on care

| became a student 21 | became a caregiver

| lost/am looking for a job 22 | declared bankruptcy

| started/closed a business ' | experienced a natural disaster

| retired 24 | enrolled to vote

| lost a loved one 25 | applied for a green/climate subsidy

| got or renewed my driving licence 26 | created a government digital identity

| registered a vehicle 27 | was released from prison

| filed income taxes 28 | submitted a small claims procedure
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» To select the Life Events to be surveyed, a feasibility assessment was undertaken

Frequency data on Pilot testing of Survey
Life Events based on and Life Events
data available at covered

national and EU level

Funded by
the European Union

&) OECD

Restricted Use - A usage restreint BETTER POLICIES FOR BETTER LIVES

6



>> The Measurement Framework was tested through the deployment of a Population Survey in the 10 beneficiary
EU Member States

Population Survey targeted a sample of
1500 public service users and 500 non-users per Member State

1500 public service users 500 non-users
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)

To measure Citizen Satisfaction with Public Services, it is necessary to be able to identify the users of public

services

Question 1: Have you experienced any of the following

NO

Life Events in the past 12 months?

2 Key Questions were included in the
questionnaire which aims to filter

respondents and identify ‘users’ of Life

Events
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l YES

Question 2: For this Life Event, did you take any of the
following actions: (i) request certificates or documents (ii)
request monetary benefits (iii) request non-monetary
benefits (iv) fulfil legal obligations
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YES l

Respondent is considered a ‘user’ of
the Life Event and will respond to the
survey
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\ 4

Respondent will

not move to next
question and will
end Survey

These will constitute the sample of
respondents considered users

(circa 1500 respondents per
country)




Funded by
the European Union

&) OECD

BETTER POLICIES FOR BETTER LIVES

» 9 Results of Satisfaction
Survey




Citizens have accessed multiple public services associated with one or more Life Events, over the previous 12

months

Filed income taxes

o 31%

Lost/looking for a job ﬂ c|\>/|ror¥:v(\j/ ::?t; new house \ |

-~

14% ) LA

Started/closed a

Retired )1 business
5% »/ 5%

Got
divorced/separated

e 3% B 2%

Experienced a natural
disaster
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@ Got or renewed an official

Bought or replaced a
vehicle licence

Got or renewed driving

o 20% 16%

Lost a loved one Became a student
N 0 [~
5%

Had a baby/adopted a
R child

00 4%

Came to live in
T.. country *
2%

Got married/entered
'5”“ into a partnership

2,

: 4%
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» More than 7 in 10 users, on average, are satisfied with public services they used in the last 12 months

Share of users who indicate different levels of overall satisfaction with their experience with public services (on a 1-5 scale)

B Satisfied ! Neutral Dissatisfied Don't know

100%

90% -
80% 1
70%
60% -
50% 1
40%
30%
20% 1
10% A

& Q >
2 ® & & < &

Note: A 1-2 response corresponds to ‘dissatisfied’, a 3 to ‘neutral’ and a 4-5 to ‘satisfied’

Ocyo - Q A

N D \s \>
X & S S 2
Q27: Overall, how satisfied would you say you are with your

Funded by experience with public services when experiencing a Life Event
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>> Nine key drivers of overall satisfaction with services, covering the user journey

Proactive
Services

Ease of finding

4 the service Accessible Y
Fair Services Services

Service treats Access service
everyone equally through preferred
channel

User at the Clear Services

Fast services

Speed of
obtaining service

centre Clarity of
‘Service met my language and
needs’ information

Seamless
Services

. Services worked
service Integrated together

Ez. services

Provide same
information only
once

Simple Services
Ease of obtaining
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>> When user’s needs are resolved with only one interaction, user satisfaction is 20 percentage

points higher
Share of users who indicate different levels of satisfaction based on number of interactions with public services on a scale of 1-5 Seamless
Services
B Satisfied I Neutral Dissatisfied Don't know
100%
90% -
80% -
70%
60%
50% -
40% -
30% A
20% A
10% -
0% -
Among those who Among those who Among those who
contacted public services contacted public services contacted public services
0-1 times 2-4 times 5+ times
@” OECD ::huengﬁ?o?;an Union Q25: How many times did you contact (using all communication channels) the public

BETTER POLICIES FOR BETTER LIVES service(s) to complete the application? 3
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>> User satisfaction is almost 30 percentage points higher when the user does not have to provide the

same information more than once

Share of users who indicate different levels of satisfaction based on frequency of providing the same information on a scale of 1-5 Integrated
Services

B Satisfied | Neutral Dissatisfied Don't know

100%
90% -
80% 1
70% 1
60%
50%
40% -
30% A
20% -
10% 1

0% -

Among those who did not have to  Among those who had to provide
provide the same information the same information
more than once more than once

Funded by Q23: During your interaction with the public service(s), did you have to provide the same
the European Union information more than once?
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PP %

OB o 3

The overall level of satisfaction varies in countries depending on the Life Event the user experienced

Life Event

Moved to a new house or city

Had a baby/adopted a child

Lost a loved one

Lost/are looking for a job

Retired

Bought or replaced a vehicle

Got or renewed driving licence

Filed income taxes

Got or renewed an official ID document

Became a student

Austria

68%

64%

74%

76%
78%
70%

59%

Spain

59%

60%

66%

73%

64%

73%

71%

Estonia

90%

68%

74%

82%

85%

89%

85%

Satisfaction Level - satisfied (score 4,5)

Finland

81%

7%

71%

84%

82%

80%

79%

Greece

53%

62%

63%

51%

Croatia Ireland

58% 63%
60% 70%
54% 70%

2% 73%

66% 2%

60%
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Lithuania

70%

79%

84%

70%

80%

80%

*
*

Latvia Slovenia

73% 66%
72% 68%
63%
71%
73% 62%
7%

7% 76%
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>> In Ireland service users for “having a baby” are much more satisfied than users for “becoming a student”

% who are satisfied @Had a baby or adopted a child ~ @Became astudent ~ @AIl users
100%
90%
80% 0
70% @ ® ® O 6 -
0 . © ®
60% ") ®
0 o (o ] o
50% o )
40% o ) o
° o
30%
20%
10%
0%
Service met  Ease of finding  Access through Clarity of Services worked  Provide same Ease of obtaining ~ Speed of Services treated
needs service preferred channel language and together information only service obtaining service everyone equally
information once*
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» 3 Impact of TSI Project




» The Project is providing countries with robust data to answer key questions

Why? What? | :
P : How can the public administration

: Why are citizens What key drivers should be reform public service delivery? :

. satisfied/dissatisfied with public : : focussed on in each countryto : : How are other countries doing in :

' services in the country? :  enhance citizen satisfaction i i design and delivery of Life :
P P Events?
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Thank you!

Emilie Balbirnie
Policy Analyst
Governance Indicators and Performance
Division, Public Governance Directorate
Funded by - .
the European Union Emilie.balbirnie@oecd.orq
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