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3.1 Establishin g a customer orientation 

The contex t fo r chang e 

The Government believe s that everyone is entitled to good public services . I n the 
present economi c climat e taxpayer s ar e als o demandin g valu e fo r money . Wit h 
limited resources available to fund services,  there must be greater awareness of and 
provision fo r wha t the custome r requires . 

The vision o f a public service which is client-oriented an d sensitive to the needs of 
its variou s customer s i s on e o f th e fundamenta l tenet s o f th e refor m effor t i n 
Trinidad an d Tobago . I n particular , th e ne w focu s o n th e Publi c Servic e a s a 
facilitator o f privat e enterpris e rathe r tha n a  provider  o f services , require s tha t 
public servant s develop  a  customer orientatio n i n their work . 

The principle s whic h th e Governmen t believe s shoul d underli e al l servic e t o th e 
public are : 

• Courtesy  and helpfulness 
Convenient openin g hours , an d courteou s an d helpfu l servic e from 
frontline staf f wh o will  wea r name badge s fo r eas y identification . 

• Information  and  openness 
Full, accurate, an d easily availabl e information o n qualifying criteri a and 
specifications fo r service . 

Consultation and  feedback 
Regular an d systemati c consultatio n wit h an d feedbac k from  user s o f 
services. 

• Standards 
Setting, monitoring and eventually publishing standards for the service that 
individual user s can reasonably expect . 

Implementing chang e 

As a first step towards achieving this orientation, steps have been taken to introduce 
across the public service : 

Customer servic e trainin g fo r frontline  staff-thos e wh o interact dail y 
with member s o f th e publi c -  t o provid e the m wit h th e awarenes s an d 
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skills to deliver quality customer service . Simila r training is also given to 
secretarial staf f an d receptionists. 

Customer Contac t Officer s -  senio r officer s wh o can , i f necessary , 
challenge the system to respond, an d who offer a n appeal mechanism fo r 
the dissatisfied customer . 

Questionnaires, whic h provid e feedbac k o n the performance o f frontlin e 
officers, a s well a s on the service provided . 

In the Police Service, a Police Complaints Authority has recently been established . 
Its main function i s to receive and investigate complaints against the Police Service, 
with a  view to improving th e public imag e of the Service . 

The successfu l establishmen t o f a  custome r orientatio n i s dependen t o n th e 
commitment an d enthusiasm of public servants at all levels, but especially frontlin e 
staff. Suc h a n orientation doe s not necessarily mea n mor e costs . I t does cal l for 
an examinatio n o f what i s done, ho w it i s done, an d how it could be done mor e 
efficiently an d effectively . 

Key stakeholder s ar e all governmen t ministers , Permanen t Secretarie s an d othe r 
public servants , citizens accessin g the various services . 

A vital first ste p is the introduction of the concepts of customer and quality service 
to all members o f staff includin g the senior managers, and the training of frontlin e 
staff. 

Although no overall standards have been specifically se t by the Government, except 
through th e visio n identifie d fo r th e publi c servic e refor m effort , individua l 
ministries have been encouraged to set their own. Th e general timeframe fo r a total 
transformation i s abou t two to three years , but immediate improvement s ma y be 
seen i n individual agencies . 
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3.2 Improvin g standard setting 

It is recognised that improvements i n the overall performance o f the public service 
will onl y b e sustaine d i f measurable standard s ar e introduced . Standard s plac e a 
direct responsibility o n both the individual and the organisation to perform. The y 
help i n the identificatio n o f strengths  a s well a s weaknesses. 

The ide a of measurabl e standard s o f performance ha s been introduce d b y variou s 
means int o the public servic e a s part o f the recent reform initiatives . I t i s one o f 
the main point s of focus i n the customer servic e programme. I t i s the foundatio n 
of the new performance appraisa l syste m which i s currently being introduced int o 
the public service. Ministrie s and departments have also been requested to include 
performance target s i n their strategi c plans . 

However, standard setting remains a  voluntary activity of individual ministries and 
departments. Althoug h the movement seems to be slowly heading in that direction, 
no attemp t ha s bee n mad e t o desig n a  "Citizens ' Charter " fo r th e Trinida d an d 
Tobago Publi c Service . 

The Government ha s not reached the point of developing detailed standards for al l 
its agencies. However , the process has begun through discussions among the senior 
managers about the need for such standards and the introduction of the rank and file 
employees t o th e concept , throug h custome r servic e orientatio n an d th e ne w 
performance appraisa l system . 

A particular initiativ e i n improvin g standar d setting : annua l servic e 
contracts betwee n th e Ministr y o f Health an d th e Regiona l Healt h 
Authorities 

As indicate d previousl y i n Sectio n 2.5 , the operationa l aspect s o f healt h service s 
will no w b e provided b y Regiona l Healt h Authoritie s (RHAs) . Th e performanc e 
of these Authorities will  be evaluated i n terms of outcomes, such as the number o f 
patients seen etc., and eventually in terms of the health status of the population, fo r 
example disease-specifi c mortalit y an d morbidity rates . 
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3.3 Custome r servic e trainin g 

Customer servic e trainin g i s a  programm e t o equi p senio r leve l an d custome r 
service representative s wit h skill s i n processin g an d dealin g effectivel y wit h 
members o f the publi c an d interna l customers . 

This ongoin g serie s o f programmes i s intende d t o develop  th e skill s o f effectiv e 
customer contac t i n public servants who deal directly with members o f the public. 
Two level s o f customer relation s personne l hav e been trained : 

(i) Person s identifie d a s Custome r Contac t Officers , i.e . person s t o who m 
members o f the public may turn i n respect o f resolving som e issu e or fo r 
information. Thes e wer e generall y person s o f a  sufficiently senio r leve l 
to be able to challeng e the syste m t o respond;  an d 

(ii) Person s wh o i n th e norma l cours e o f dut y dea l wit h th e genera l public , 
such a s over-the-counter officers . 

In addition , fou r ministrie s an d department s wit h whic h th e publi c deal s mos t 
frequently an d whic h wer e perceived , mor e s o tha n othe r departments , t o b e 
inefficient, wer e singled out for special attention . I n these departments, training is 
planned o n site . 

Areas addresse d include d understandin g sel f an d choosing appropriat e behaviour , 
and skil l developmen t i n dealin g wit h a  rang e o f customer s i n a  variet y o f 
situations. 

It i s anticipate d tha t thi s trainin g will  lea d t o improve d custome r relation s an d 
concomitant improve d publi c perceptions o f servic e which ma y b e measured by : 

feedback fro m customer s throug h questionnaires ; 

reduction o f processing time b y a t leas t fift y pe r cent . 

It is fully recognise d tha t other systemic changes need to take place to consolidat e 
the benefits o f this initiative. Othe r initiatives , such as systems analysis , have also 
been introduced . 
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