In as_sociation with

\
D

i.uJ = aladll
e laedl

it of the Supreme
incil for Planning and
Development

!# N -
dolell cbwluwll cygall g
Kuwait Public Policy Center

¥




ol

Info & media

ol

The Future

ladesl

Comments

Cilagill

Recommendations

Galall

Appendices

sl jglao

Report outline

/ dolc oplai 1
Overview
38 coglhall 2
Concerns
aadl 3
9 Trust
. | "L. . 4
10 Mobilization
Caloaall 5
Services
11
abiwldl 6

Responsiveness




siaall gélgll g0 caisill 6ausa Joc Gila Sl aalall

We need a different mindset to face the “new normal”

o sajoll Cuwisi JIji Log syxall gélgll 2o elalill Liehiml il 6 jglaii 8aal <bgll 2o iuleill Jula o
o ilae pe diibhgll &laiwdl sgga f; sulill el ondiy liod saa «alea ySoy o il sysailg 6 pall
Jalpeiall jAe, QpAgi 2o GUedl po auilll dapoall pyaill (jo L_,JLuLJI el UJQ_QJ SITERTITT1| KN
Living with the pandemic for more than six months, we have acclimatized with this new reality and are learning to adapt. To determine what

we can do better; we tracked peoples’ evaluation of national responsiveness efforts in two waves and in this Report 2 we cover the second
wave and point out to changes.

Jleall @gaiill le Ll J dpuall dileyll le Iads gand juS4ill 8916 pyaill JUls o g
Jalgill Jl aslal culosall digrog dcpung 6 juoioll dwbuagll culosallg
What is clear is that it’s not just about healthcare, but about agile regulation, efficient logistics, fast and flexible services as well as
communication.

Jaljuall digrog saei Ll adbal Jeellg pSaill (1o 63usa Gpa slae] pe Jdiuadl slaeluwdll lude ungiy 13
We must view the future with a new mindset that involves multifaceted tools.
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We need a different mindset to face the “new normal” (continued)

slall 8aleiwl danll eng Guledll aylgi
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Restoring End full lockdown and
normal life start partial curfew
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Executive Summary 1 of 6

Ja2oy duall &l guli 28% Jsear dyllall jgoilly Gleii cuygsll La il Ciloloinl - dxudiyll calolaimll
déleiall Ciloloinlll el 3al 17% auleil of o1 12% agilaal slgall Glaii Lill Lo cilolainll Jal cilSg .25%
14% &y duuall qmug 23% iy duflasll slgall Jga cilolaimlll dulii ciAasil laiy 63% duuiy ouleill

Top Concerns — The top two concerns in Kuwait are Finances at 28% followed by Healthcare at 25%. While the
lowest concerns are for Food Basics at 12% followed by Education at 17%. However, concern about education
increased by 63% while Food Basics and Healthcare both dropped considerably by 23% and 14%.

ool Jolgall Cuiyi (Giludll pyaill go dijlaall -6% i yAail Cus dadi 62 Jazar sgiwall ugs izt plell Layll

Overall satisfaction is considered Bland at 62 points and has dropped -6% since
the previous report. The rank of the 5 factors measured is:

aslalwdd DJA.oﬂ 8,0_1.3.0J|9 ualg_” &Llon.”g dogSall sgga clatai | puiig dalaiwd] .1
-3% dww alaadl &o 66.4 Jseou k5(_;\_1.1u.1.oJ| UJga ;ung CLOJ_LU

1. Responsiveness which refers to ratings for government, private and civil society efforts to
respond to the crisis scored highest but at Bland at 66.4. This factor fell -3%.

Sbaie Lle cililledlly scloindll Jialgill Jiug pe dosdall slgall Josiu Cilogleall pagi .2
5% dwis (AR go il Sjell Jislg dadi 65.8 Jaw cus sdusalaill pdledl Jilwg

2. Inform includes the usefulness of public agency information on social media, and the value of announcements
on traditional media platforms. It scored a Bland 65.8 points and is in second place but fell -5%.
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Executive Summary 2 of 6

Jaw Cun acall @pg Cu_umgg_lﬂg aubnll Gpall pouniy sggall duei .3
1% awudy yalaiil go alllll ayipall Jiny anai 65.5

3. Mobilization measures frontline medical teams, logistics and support teams
and scored a Bland 65.5, was third highest and fell -7%.

cawsSd] sggall pjeig «ligieall 8.6)9 blhall Jlail agsll  sgiluo (Sle deiiall dotuull Q|c|pl Jo jgaelig aaill .4

10% Jaeoy yalaril go @ndid6.6 Jseoy gilyll jSpoll adill culial . acallg 6aclutall jgeuull clisg euiillg

4. Trust measures countrywide safety procedures to reduce risk, hope levels, detection and tracing efforts and
a sense of helpfulness and support. It ranked fourth scoring an Unheroic 56.6 and dropping -10%.

8_o.n,oJ| clisSg alall (EUQ_Q_Hg aogSall lgosai L_,.d| Cilosall i Jauig calesall .5
1% duuuy yalaail g0 55.9 ' Jaeay (sgiuo L_,J_u| g L isell

5. Services includes services offered by the government, private sector and civil society.
It scored lowest at 55.9 which is considered Unheroic and dropped -7%.

UJLO.” ro_c_\J| Souo «dnai 40.2 Jseos awalngal jalall &Uo.o.” oacluiog ocs ,__,.u.l" ij.oH
anai 531 Jseod dojlll &o Joleill uaus e clbay aulniwlg dadi i‘_)OéO-C

The lowest statements are: Private sector support and assistance to its employees’ needs at 40.2, the Level of FlnanC|aI
support people are eligible to receive at 50.6, and responsiveness crisis management satisfaction at 53.1 points.
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@nai 731 Jsear peallg dsiwaglll Bpallg 74.1 Jseay dsigleill ileoall lgily 82.8 Jszoy duhll Gjall iledll jSpall

The highest scoring statements are Frontline: medical teams at 82.8, Coops at
741, and Logistics and support teams for supplies at 73.1 points.

cralhgallg uiugSll aals cdhai 57.9 jglail roJ | Jun dedijo ol caleagi oS el = diledgill auli
ol clndll ellisg aiw 40 ugs capell pé Ll Caleagill ygs auilngll sggall Cuils xaq u.u.ogﬁ:dl

Meeting expectations — People are not expecting much at 57.9 points, particularly Kuwaitis and government
employees. National efforts fell below expectations for non-Arabs, those below 40, and the private sector.

8.1 duuiy el ail ag) sgimoll Ugs gag 69.7 izall gainall Jaw - gaiaall glS)i
anai 61.3 sogsall El_laa_ll Jawg 616 Jaw L“g'AJI Jalall clns | (o blai

Pillars of society — Civil society scored 69.7 which is Bland and is 8.1 points higher than the
Private sector at 61.6. The Government sector scored lowest at 61.3 points.

HrogSall u,l_cnbg,oﬂg ‘uh_l“g Lolc 40 9ga . uuszob_” HE éLcuﬂ badl pld dxilSudl Cl.l.lSj.lJl
Caleolall XA 1955l po i 40 ygs uab_ﬁ%oLb_oﬂ g_oJog_o o Lo L_J_o_IJ|9

Demographics satisfaction varied with the most satisfied being lower educated, over 40, females, and government
employees. The least satisfied work in the private sector, are under 40, males and college graduates.
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Executive Summary 4 of 6

wgulal 13%g Ugailhe 7%g «lséi lgio 80% UlS Ciua cus)litell (o 21% — caladlei iyl caldleill

Comments from the public — 21% of respondents left comments of which the majority
are Criticisms 80%. Only 7% are Neutral and 13% are Positive.

gl @ullall jgolll :32% Jseou drogSall caljljall Jgo jgui - ciladeill gualgo
7% digyallg «11% duuall dilegll (12% liillg 17% Jaeos dusliaiall

Comments topics — revolved around the government decision making 32%, financial or
economic related 17%, praise 12%, healthcare 11%, and compliance 7%.

Slwallg cpsalgll sua jueillg digprell (alowde il JUio Ul duwlao 31 (35%) dogsall
Government (35%) related to lack of compliance, discrimination against expats as well as corruption.

gyl Gadsg Ladagll yolllg salall cladll sscluog wljlasll Gleii LAadl osa wulél (25%) sbaiddlg Jagoill

Financial and economic (25%) mostly brought up rent issues, aid to the private sector, job security and salary cuts.

aleyll daloiall ciljlallg cbigll o Cagall dnio lgio (11%) dxnuall daleyll
aall Cilgingill Jliolllg «éulaell qg.taﬂg gl

Healthcare (11%) were related to fear of the pandemic, decisions regarding
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healthcare, mental wellbeing, and compliance to health guidelines.
AsogSall culdnillg elaindll sebilly Julill oljill - (7%) digyall
Compliance (7%) — people abiding by social distancing & government regulations.

ula «27% apuuis lsaiwl JSill jsaell (o cudpiilll e juadll &élgo ol 2 50 — plledl Jilwg jsbao
dcgoaoll cuun el calingg .23% awui auildl adipell so il ro|}su.m.u_|| Jio selaindl Juolgill uha.x.o
21% Js2o1 ygujalillg apsdaill aaluall (Jleg 22% | Jseod jlugi (e wguiugSdl soles Cun dualpcgounll

Media sources — While online news sites are the most used source at 27%, social media platforms such as Instagram are
second at 23%. This varies by demographic group with Kuwaitis also relying on Twitter 22% and traditional press and TV 21%.

anall dilgh Gl gil of uamm %mgﬂ dgeuhll sLall Ll 5sgallg Gl q..LeJ
quaay Lol 31

J1é lmliaje oS olall 63gc 9_15| Cl_ng_l e Lo|9 36% u.ub.uxd CuLg_l
31% rols7_|| |_\_m CuLg_l 9| 20% A.I.\AJ' elell alsy gon pslll gagill yla gl (suuai

Lockdown end and Return to normal — Most expect the lockdown to end by the end of the summer
- either at the end of August 36% or October 31%. To return to life as we knew it before the pandemic,
the expectation by most is the end of this year 20% or the start of the new year 31%.

_\|}_0_IJ| lghaday u‘J|9 il pe caladeill ’]9:0.3 angios laleie ylulwdl 3 Jga J.” haaill ol
il e cilddeill ausdi Jgs &l of cals émd gl gunl sl _Lugl o Jisl ugaleiall

The key reservation about this survey mostly involve the methodology of collecting feedback online

which favors more educated urban individuals over those unfamiliar with giving feedback online.
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(Glodll dlajall) Jodll pyaill pivi o .cuipiitll pe iagll oluiwdll (o ailill dapall o oim - daagiallg ggS)Livall

CLULL”Clb}o.”LJJ.bI_LI}.UJJI}.LCu Ll g -lgieal 9Lg_o.LoeroJQSJLLu,0257OUlLd,om|L§_\J|9gJJ9J}gJJJUQ

g Sl “g ey ™ sap pe il | 6acld olsaiwl JU5 o (2020 udnuucl 31 — gulgy 1) Gledll 1o aillidlg

&l . elaindl Jualgll Jilug Cibaio }.LC rag_||J| e pueillg (E_l.l.lo_uu_lll o aS)linall UJA,OJI lg jggoall 6gcng
Js2a1 Uaall u.ou.u.ong 95% I bt adl sgio (pouas loo adsy lgiealie Cual adg 054 S )Ll cgono £9020

S el dwud Cdeduulg caapell e o 27%g capell o 20%g 39% paingSdl S lined! duud Cuely A/~ 3%

@9 . 4824 iyl so cals il £9020 e_l_lg Lde calslgin ygloay (oo 17%q Caleolndl A o 48% (Sl

.andi 100 (o ugSe yulis Jreo Gag lapiui ol blai 10 o ugSe yulis Jseo (o CilSjliall Jigad

Sample and Methodology - This is the second wave of the national online survey. The first wave

report was published in July and included 2570 validated responses. Data was collected online during

Phase 2 & 3 of the Lockdown (July 1- August 31, 2020) using Service Hero’s email database, paid online
promotion on social media sites, and engaging civil society and the public to give feedback.

A total of 2254 vetted responses form the basis of the sample ensuring a 95% confidence level and a +/- 3% error margin. The
sample is 39% Kuwaiti, 20% Arab and 27% non-Arab. 48% are college graduates and 17% hold a higher degree. The total
sample for both phases is 4824. Responses were converted from a 10-point scale and are reported on using 100 points.

Sledll julaall dolell dilodll 2o vgleilly Ylsiml lsa <lja] o - ggleill
al gilil Giolall ilvalsul cugSll jSpog draitlly bayhaill

Collaboration — This survey was conducted in collaboration and help of the General Secretariat of
the Supreme Council for Planning and Development and its Kuwait Public Policy Center.
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A new mindset to build trust, hope and resiliency 1 of 5

Liluog]

Our Recommendations

calalisdll o dloli deganal sxclall pyaill lam Jioy cdagasll digellg ouilpiwlll Silapo Sle leliy

&jlsll LJ_u.qug LJJLngn Jaal aiadig dhgll et JUs (uesdally uiblgall Loy jijei ledlgall 6xcluwal

daali lglas JU3 o Ciluagill A< lungiwl sdg . Jadiuwell Lo Juasi 38 il dgiliiell Cilojdl

|_\459 LLJl}.Lqug IJg.QLSLLU..Ig augiall bygSq Iaiijguig Liilodi Jio L_gpl Jos o idai clgll agalgal

Based on two surveys waves and the robust sample this report forms the basis of a comprehensive set of suggestions
to aid the nation to improve citizen and resident satisfaction with this pandemic and position it to best manage potential

future crises. Some recommendations are inspired by practices adopted in countries noted for their successful
handling of the pandemic such as Germany, New Zealand, South Korea, Singapore, Australia, and Canada.

(-10% galji go) aseid Jsooy 56.6 daill cliy
Build trust 56.6 Unheroic (fell by -10%)

Wgeou boy ulldl g Sin (Guulilog sago Cuguas ljljoll pe Jalgill sgga  Guoudi — eg.;agﬂ i
a. Clarity - Coordinate communication efforts across ministries as one consistent voice so people trust what they hear.

Aailaillg dsadgll Jalgill ilgid Calite Lo paiue JSuiy Julgill - plawilll .o

b. Be consistent — Communicate constantly on multiple traditional and digital channels and in multiple ways.

ibud] Jibwdl aangdl 6310 Caluasu &0 Calgaddl sac JUa oo — cahleidll jlghl .
8o.qu| L_3_0 8040 JLig 820 cahleill jlgladl cpsalgll cllisq

c. Demonstrate empathy— Have key leaders hold sessions just for youth, or migrant
workers to show compassion and demonstrate their value to the community.

5-1 ayjloiwlllg @aaillg « Jodll cliud susa pSai haj
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A new mindset to build trust, hope and resiliency 2 of 5

Liluog]

Our Recommendations

JU5 (o asulall Isallly lgllssiulg dyulul saillg Augilly polll dala] L,chpu ciad Gle Jooll - Jolll jpjei .

Al ol 91 cdiiunglll cildeell dua ‘clJ.IQ_Ul (slgdll laglhall JUadl) 8_,013.0.” Jlaadl okl yaad s
d. Build hope — Avoid the singular focus on a culture of blame, criticism and negativity and instead create a positive
mindset using storytelling focusing on the heroes in society (front liners, doctors, logistics experts, security teams etc.).

Lo.;uuu|u_1_cduL1J|_\m9_|L:Dq_1mqu4mop_ogJ Caleiludl agy
Caleibidl }_ILLU @A e lgigSy g duoun) jsbao (o JLDE"

e. Fight rumors — Build a unified official narrative and campaign so that the nation
can rely on official sources and not fall on unfounded rumors.

(-7% duania Caoalyi) Careua 55.9 Calosall
Services 55.9 Unher0|c (fell by -7%)

aylpoinilll jrjeil sbaisll huiig panil Glleadl el ailill o e gauadi - jalgall oysai |
Jdiwell o psailly Jesll Gpatly o W}Jl d.o|9_9J| ol 13mg . el o Jolllg

a. Stimulus package Allocate a portion of the GDP to revitalize the economy is imperative to maintain
survival and hope for the future. This will be one key factor in building a positive mindset for the future.

Spusdl yalall elasll GlS pis 8aclural adlglllg ljljall 3uaid ey pud - yalall cladll acs @apuui .
aillagll Ulsaa (o isdll sallg Lg_\ha.m_lll Jaiwdll glawag dojlll i e 2ill 3 usinllg

b. Expedite financial aid for the private sector — Expedite execution of regulation to help private sector
businesses — large and small — to survive ensures economic stability and minimal job cuts.

5-2 &jlpaiwdlg aaillg « Jodl clul susn psai had

@KN
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A new mindset to build trust, hope and resiliency 3 of 5

Liluog]

Our Recommendations

Geii dilallho UgSip il ellssg cpudgilall pe uJ.O.L0.0Jl go uyalaill Jle Joell - jrosdnll pjei .o
uabaiadl ulma|9 gl cpaalgll Jle W jig) oy cpasalgll aalsd jajeil (o Usy pauudl jlaidl

c. Residency support — Stamp out illegal residents and human trafficking violators instead of

demonizing all expats resulting in a flight of professionals and trained employees.

Wiljad pjeid aull cwaya Al Gujlsall @ﬂc| JJg.an il pe pudoill auloc ocs —rOJJ.S?_J.” ol
L_LIJ.OJI Jraiuall 6 cugSdl iy wglgipw (Al Ciluidl gaaiiig Jdiwell auslgal

d. Education — Decisively address continued learning online despite school closures will build positive
momentum in our ability to face the future and instill hope in the young generation who will build Kuwait.

(-7% Ja2o1 CuAbAil) 65.5 sggall diueli

Mobilization 65.5 Bland (fell by -7%)

Clavgyy ol |9.u.|_|J 2 slaeiwdl sl sa aalinell dileyll jSlpo jgs 8.13.&.u_| )l poduudl c:.Io; i
caSolu uls oS yalaidl saliy s pgualll JUa o @mjgs Guigig

a. Resilience plan — Promote the various care centers across the nation to accommodate
worst case scenarios and film them so people see how stocked they are.

liwell casal Sl ¢ Slodll e Calogleall pitig dudlguisell Calisell janar jlpaiwdll - siall Joell .
g1 auisinall cutllall dojilll caliagaall djadl janall jSlio 8_0|9..o ac pllelll cll3sg lgio

b. Act proactively — Continue to test random samples and communicate where it was

done and where testing is available for those suspecting contamination.

5-3 @yl oiwlllg adillg « Jodll bl ausa psai had

%oo
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A new mindset to build trust, hope and resiliency 4 of 5

Liluog]

Our Recommendations

(-5% dwusia Aaail) 65.8 Cilogleall pagi

Inform 65.8 Bland (fell by 5%)

AoSay Ugapaly cays bmluuuﬂm|9dhujg|J&udanbhquo3@lLb|—19_\mgs_\.uaq_l.oaﬂ|
Aolell ySlolll La ciljlaglly caloloSll Jio lagh caldnis clxijlg (s Il ksl Julai JUa (o elighl cginll
a. The campaign against covid — Launch a multifaceted campaign with a clear slogan and

message about how to be smart against the spread of the disease by minimizing social
interactions and wearing PPE (personal protective equipment) in public places.

lgomluug cljaw lgigSul eainall o cupigall slialll jgs jpjei - lesao (fS .
e _IJ| el aclgay ro|‘;.d_IJ| l3Sg ducgill pjei L_3_0

b. Be creative - Make community influencers ambassadors who communicate and
build awareness on the need to comply with social distancing rules.
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Liluog]

Our Recommendations

(-3% Js2as galyi) 66.4 dlaiull

Responsiveness 66.4 Bland (fell by -3%)

isall ?a.'i;oﬂg dogSall (Sl Guls] Jus yo ddgduuallg 8sngll us cliy - Joli yglei
ayiliell slgall 8_IJ9JJ ceghioll siua gl aucgill Callon U3 pog El..ojj“ ke wleill jalall 6Ua6J|g
a. Multifaceted collaboration — Build a sense of unity and community by launching partnerships

between government, civil and private sectors on programs to combat the crisis such
as awareness campaigns, or volunteers for distributing supplies or food.

scliill janlly panllg Guledl Jga dowls Culjlys 31 - digpall Glowd .
<bgll jLaudil clginl 90 ocluwall _\|}_éjJ| alon aclgag U_CLQ.Q_I“

b. Ensure compliance — Be decisive with lockdowns, curfews, quarantines, social distancing,
and personal protection rules to help minimize the spread of the disease.

Leillg dayliall CiliaT elaaiwl La 1l - U glgiSill plyatul .
JHbao yalbuul go bl anydi sxgsa Cillls (sl caluis

c. Use technology — Continue to use tracing technology to proactively find new cases due to mixing with others.

5-5 @yl ol aaillg « Jodll bl ausa psai had
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dyleyllg 28% aullall jgolll pa e lll :iloloin il

il rpa caluw

L dllg

cldoll bodwy 25% aual

Concerns: Finances 28% & Healthcare 25% are top while Food Basics lowest

12% caluubuwdllg <lsell
(-283% auuis i)
Food Basics 12%

-23% growth

logacg 17% wapall psl daglgl
.aeeall Gisill om
Top concern for non-Arabs,
17%, but generally lowest
for all.

17% oaleill
(+63% s lcl)

Education 17%
+63% growth

osiagSll 22% Jaeay dsglol
hia cpell ég capell 18%g
8%
Top concern for 22% of
Kuwaitis & 18% of Arabs but
only 8% of Non- Arabs.

18% dulaell dnall
(+4% iy o)

Mental Wellbeing 18%
+4% growth

wisl ill g 20% wapall pal

A4% s2my wayall duuilly jSpo

For Non-Arabs, 20% and it
was the 2nd lowest concern
for Arabs at 14%

25% ayunll dleyll
(-14% auuuiy (Sisl)
Healthcare 25%

-14% growth

pu B9b o ol psi dyglg
Calslgudl dloa o Gaeydll
Udell

Top concerﬁ for above 40
with a higher education.

28% cullall jgolll
(+2% épuiy lel)

Finances 28%
+2% growth

09s el juég wipell psl dyglgl
gladll t"_.,n]ng,«.) vllasg L:!..J..q.u.lll g
oleiall pég releiall yalall
Top concern for Arabs &
Non-Arabs, under 40, private
sector employees, and with
both high and low education.
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17%

2l
Education

o padl u Caloloda Ul pod

Changes in concerns between the two phases

opei duaySq Sledll olaimdll

Top Concerns and how they changed
@ Phase 1dawll @ Phase 243 (pilayall

o7% 28%

+2%

17% 18%
16%
-23% | 12%

Gilbunbudllg cliall daldoll dolludl dullell jgoill
Food basics Mental wellbeing Finances

29%

auall dleyll
Healthcare
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o) i padl s Calolodm Ul ol

Changes in concerns between the two phases (continued)

Sl syl e Calolasamdl

Concerns across phases 1-3

® Algganall @ Phaseldlbell @ Phase 2+3 cuilspal
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ingStl duuilly denl sl ayleil
me iSpall Lo lwbudllg sl

Healthcare is top for Kquaitis, while Finances for non-Kuwaitis
Education significant for Kuwaitis. Food Basics is lowest

duuudall Cuus slpadll caloloinl
People’s concerns by nationality
Kuwaitis ¢guiagsdl

Arabs ijell @ Non-Arab cijc e
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Cabiglodll adlall jgolllg dunuall dle dl jsuadi

odleill sgiiallg Jasll cilelhdg Guliadlg jlacl

Healthcare and Finances are top concerns across gender
and age, employment sectors and education levels

esleilly (aadagll Cuus Cilolaim Ll

Concerns by employer & education

Government 09sa @ Private yalbll @ Lowed ool p¢ @ Grad + eoby
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30%
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Healthcare and Finances the top concerns across gender and
age, employment sectors and education levels (continued)

poelly Guiall cuus Cilsloimdl

Concerns by gender & age

Female il @ Male g5 @ Below 40 ygs @ Above 40 Gga
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Zun -6% byl 488 audi se1 cilpsiall Cisly
8% ¢ s wpellg piagSdl o Lalaail o,

Changes in the average assessment is at -6% with
Kuwaitis and Arabs dropping -8%

i o lgunba Log LAyl

Overall satisfaction and changes

@ Phase 1 dapall T Phase 243 pilaall

68.7

66.8

£902all Ug4iagsll el el
All Kuwaitis Arabs Non Arabs
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Jalll lodws .calidllg cupell o LAy as il
1953lg «aiw 40 ugs (yo om

Overall, Arabs and Females are most satisfied.
Under 40 and Males are least satisfied

duuinlly puleilly yuially poell s LAyl

Satisfaction by age, gender, education and nationality

62.0 | All ggaaall

61.0 Kuwaitis (gaiagsll

63.5
63.2 |

Arabs wasll

Non Arabs wjell s

65.7

Female il

60.0 | Male jg$3

61.6 Below 40 ygs

65.3 Above 40 Gga

64.6 | Low ed oola pié

61.4 Grad + 20la
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Jauwg 634 Lagll Jaeo Ll <lpgall cupuai
61.5 Jaoo Ll Ugrogsall ygakhgall

Jahra has the highest satisfaction 63.4. Government employees score higher 61.5

Ladagl eladlly adhiall i Layl

" Satisfaction by governorate and job sector

62.9

J/

61.9

J/

62.7
60.1

62.2

I/

63.4

60.3

61.5
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Hawally ;Iga
Kuwait City deualell
Farwaniya duilgall
Ahmadi (saeaill

Mubarak Al Kabeer pusll vljbo

Jahra clygall

Private galall

Government ,095a
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Jgs o (Jo

Jg_g.cmﬂ uLQ_og_l

Jolall cldll uﬂb9~°9 L_|J.SZJ|9 40

Expectations were not met for people below 40, Arabs, and Private Sector

gagill 6gaall diall
Expectation Gap Group
57.9 -4.9 All ggo20ll
53.0 -4.7 Kuwaitis ggasiagsdl
59.5 -5.6 Arabs wiell
64.1 -5.1 Non-Arabs wipell s
61.5 -4.2 Females Zilil
55.6 -5.6 Males jgS3
571 -5.7 Below 40 yga
63.6 -4.3 Above 40 §94
54.5 -4.7 Government ;095a cilago
58.2 -5.4 Private gald glhd calhgo
60.0 -4.1 Low ed y2ola jud
57.2 -5.3 Grad + 20la

:ledgill

Cysaal Sl dalegonall
The groups with the highest expectations are:
pell pé
Non-Arabs
auw 40 Gga
Above 40

aleagdl  Sisb cudls Sl calegonall
The groups with the lowest expectations are:
Ugsiagsdl

) Kuyvgitis
dogSall galhgo

Government employees

aledagl audi Cun (po pSill 6gaall
The largest gaps in meeting expectations are:
auw 40 ugs

Below 40

el

Arabs

ualall clhdll salhgo

Private sector staff
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Not meeting expé&tations

Lelaindl ggilly auleill aagagll duminll «pasll Cuws Ciledgil

Age, nationality, employment, education, & gender expectations

Private galall

54—

Government 0952

A7 ——

Low ed yo0la pé

-41

Grad + 20l

53—

Male jgs3

56—

Female il

42—
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All gg0a0ll
49—

Below 40 ygs

57—

Above 40 §ga

43 0

Kuwaitis ¢yguiagsll
47—

Arabs wipell

56—

Non Arabs wjell pé

51—
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Services satisfaction and Trust both fell significantly

@ Phase 1 dapall T Phase 243 ;pilaall

68.7

66.4 69.3

70.0

65.8

65.5

66.2

63.0 60.1

service sggall diei dilosall ajlaibudll Cilogleall pagi piagall
Hero Trust Mobilization Services Responsiveness Inform Index
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aaill uusagSdl o kol Jseo sl
Calosall uutugSdl pelg

Lowest satisfaction for Kuwaitis is Trust, for non-Kuwaitis is Services

® Algganall B Arabs el @ Kuwaitis oguiigs @ Non-Arab e e
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Trust Mobilization Services Responsiveness Inform Index
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556.9

| 63.2
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Males, below 40 are least satisfied with Services

@ Female &l @ Male g5 @ Below40ugs @ Above 40 Gga
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Least satisfied are the private sector, college graduates with Services
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Trust Mobilization Services Responsiveness Inform Index

@ Government ,09S> @ Private yalull @ Lowed ool u¢ @ Grad + ool
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3 top and bottom scores

&Uo_éﬂ €3 UALS ke calslatdl capsys ul:u.a| audll @}d| CLOJ_IJ| ol Uil
rcm_\“ ool cllxsSq caualhgal alall gl acsll G1ag ‘Cu,oLo_IJ| gl
Aojlll &o Joleill uays ye Lafly Sllell uigledl culbieoallg (alslsodlg
Criticism was highest for how the Private sector The heroes of this crisis are frontline
supported its staff, level of financial support medical teams, Coops followed closely by
and crisis management satisfaction. Logistics and supply support teams.
82.8
741
731
531
50.6
40.2
glhill 8acluog o llall peall (sgiuo Joleill &aauss e Lagll [:jzljl Q) Jgs Cibeoall dilaiiwl oo auhll §)all g5
clbalial alall * audaiusol dojill go olasal axiuagll aigleill "asoloill Lagauall
alhgo Level of financial Crisis management bslaodl pragig Coops Front-line medical

Private sector Private support eligible to satisfaction Logistics & support teams
® sector support & receive teams for supplies
Sendes assistance to its
employees’ needs
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andi 56.6 Carea Jaeoy Jole sl ili aasll

61.3 |

Trust is the second lowest at an Unheroic 56.6

Trust
566 S

66.0 T
58.0
500

60.0 ~—
549 .

SORE

548 TS
56.0

505 T ——
656.0 .

All Egn;o.ll

Kuwaitis ¢guiagsil
Arabs wipell

Non Arabs wjall pé

Female Zilil

Male jgS3

Below 40 ygs

Above 40 gga

Government 0952

Private galall

Low ed yo0la puc

Grad + y20la

Highest scoring:

daw 40 Gga
Above 40
keolall e
Lower educated
pell pé
Non-Arabs
bl

Females

'Jaeo Lol
Lowest scoring:
daduw 40 ygs

Below 40

Ugsagsd|

Kuwaitis

Government employees

+ 20la
‘Grad +
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How authorities responded is lowest for Trust dimension

Trust

0 Al cganall 0 Arabs cpell @ Kuwaitis yguiugsll @  Non-Arab e pe
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$9uo Sle jhlaoll o aball gy asiinoll rc.;.\llg GHall Jaasl dojlll
algall Detection efforts & Overall sense of Authorities were Level of hope during
3® Countrywide safety tracing infected helpfulness & support responding in the the crisis

R procedures to reduce best way
service risk
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5.5 jAahio Jaeos Jole el sgpall duei

Mobilization scored highest at a Bland 65.5

65.5
671

68.5
68.6

©656.3

69.5
©65.2
67.6

65.0

sgpall duel

Mobilization

63.0 !

63.7

63.3 | i -

All ggoaall

Kuwaitis ggaiagsll
Arabs wipell

Non Arabs wjall pé

Female Zilil

Male jgS3

Below 40 ygs

Above 40 gga

Government 0952

Private galall

Low ed yo0la puc

Grad + y20la

'Jaeo
Highest scoring:

daw 40 Gga

Above 40

Calill

Females

pell pé

Non-Arabs

ualall clhall galhgo
Private sector employees
ool pe

Lower education

' Jaeo sl

Lowest scoring:

Jg35

Males
Ugsigsll
Kuwaitis
dduw 40 wgs
Below 40

Government employees
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sogalldduei Sy 5o Sisdllanjlll Joleill auays cpe Lall
Satisfaction with how crisis was handled is lowest for Mobilization dimension

sggall duel

Mobilization
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55.9 Cateia | Jaeos (sgiwo (il o caloaall

60.3

Services scored the lowest at an Unheroic 55.9

Calosall

Services
55.9

501 T ——
636
538 .

~—
533

545
68.6

68.9
514 .

58.8°
551

All Egn;o.ll

Kuwaitis gguiagsll
Arabs wipell

Non Arabs wjall pé

Female Zilil

Male jgS3

Below 40 ygs

Above 40 gga

Government 0952

Private galall

Low ed yo0la puc

Grad + y20la

Highest scoring:

ool pe

) Lower educated
aogSall galhgo
Government employees
Ugigsd

) Kuwaitis

duw 40 Gga

Abo_ve 40

Sabidl

Females

' Jaeo sl

Lowest scoring:

el

Arabs

ualall clhall galhgo
Private sector employees
daduw 40 wgs

Below 40

Jg35

Males

+ s2ola

‘Grad +
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Private sector support of staff is the lowest Services dimension

Caloasall

Services
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70.1

66.4 jAdrio Jseos Jole el oo @&lniwdl

Responsiveness is the highest score at a Bland 66.4

ala o

Responsiveness

63.9

64.5

66.4
656.3
©8.8
66.3
65.7
69.0
66.2 !
679
65.8

All ggoaall

Kuwaitis ¢yguiagsll
Arabs wipell

Non Arabs wjall pé

Female &ilil

Male jgS3

Below 40 ygs

Above 40 gga

Government 0952

Private galall

Low ed y20la jud

Grad + y20la

'Jaeo

Highest scoring:

el

Arabs
ol pe
Lower educated
aw 40 Gga
Above 40

Calill

Females

aogSall galhgo

Government employees

' Jaeo sl

Lowest scoring:

Jg33

) Males
duw 40 Ugs
Below 40

ualall clhall galhgo

Private sector employees

Ug4iigsd
Kuwaitis
+ L:;Q-‘Ob
‘Grad +
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The Ministry of Social Affairs is lowest at Responsiveness dimension

drog35all Caluuwgoll o dilaiwl

Government entity responsiveness

0 Al cganall @ Arabs el @ Kuwaitis yguiugSdl @  Non-Arab cije pc
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Commerce & Industry Affairs and Labor
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Delivery apps is lowest at Responsiveness dimension

salall cladllg isall gainall dlaiuwl

Private sector and Civil society Responsiveness

All cgozall Arabs cipell @ Kuwaitis yguiugSdl @  Non-Arab cijc pc
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Volunteers & civil Private hospitals &
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65.8 Careir Jaeau Jole el Lili culogleall

Inform is the 2" highest at a Bland 65.8

Silogleall pagi

Inform
65.8
62.9 -
70.0
68.3
69.5 ]
64.2 -
66.4
68.3
64.4 | -
64.6 B
69.0
65.3

All ggoaall

Kuwaitis ggaiagsll
Arabs wipell

Non Arabs wjall pé

Female Zilil

Male jgS3

Below 40 ygs

Above 40 gga

Government 0952

Private galall

Low ed yo0la puc

Grad + y20la

'Jaeo
Highest scoring:

ceolall pe

Lower educated

el

Arabs

il

Females

duw 40 Gga

Above 40

ualall clhall galhgo

Private sector employees

' Jaeo sl

Lowest scoring:

Jg33

Males

Ugsigsll

Kuwaitis

dduw 40 wgs

Below 40

doglall galhgo
Government employees
+ 2ol

‘Grad +
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Value of public website data & announcements is the lowest dimension

Silogleall pag

Inform

All cgozall @ Arabs el @ Kuwaitis yguiugSdl @  Non-Arab cije pc
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daill
Score

65.8

67.0

64.9

65.1

L X ] o0 00
View of all rating questions asked
il il il il
Score Score Score Score
pledll wiglaill Calosall sggall direi aaill
66.4 , 55.9 . 65.5 e
Inform Responsiveness Services Mobilization Trust
Jilwg e drogSall cilogleo . [ - s . - ..
oeloiadll Jualgill dauall 5ljg phall Ll gl pe Cilosall ehuall o4 duhll 54l daioll dotlull cilelyal
Government social media 66.2 Ministry of Health 64.7  Online access to critical 828 e Safety & risk procedures
posts services Front-line medical teams
xigiilll e doall Cilitle] dclisallg 8)Laill 5ljg cilgall o il dslaiwll Jagig yloual aiumaglll §pall dsuliolle Casisll s
- s - Ministry of Commerce & draupll 734 Jlbslswedl Ha 9 982
Government websites posts | I ) ) - . Detection & tracing efforts
ndustry Authorities answering questions Logistics & supplies teams
ﬁ;egiffﬁ B B 5 lslallslig Gahumall Jlall acsll o1a  doilll dallaal anil pcallg saclusally plall jgadall
’ Ministry of Interior Eligible financial support . Time to Mobilization efforts Helpfulness & support
o)lsdl &alaaudll e cliledgi .
ascloindl ygguill 8)ljg wabhgal yalall glhill pcs dojill daduph Jradl alaiwdl cliah
Ministry of Social Affairs Private sector support of staff Crisis management expec- Authorities responding well
tations
Leill &auS e clla
. ) . s Lisall gaiaall olaill 44aus e Il o
704 el geinelly ogeghiall as0 Fogen goinall 93 dojdll dojill JUa Joill (sginse
: Volunteers & civil society : . Crisis management satisfac- Level of hope
Community volunteers tion
1.5 walall &jSpall Glgudll
: Private Supermarkets
744 ayigleill ciliesall
" Coops
walall cibasdiiuell
dblsuallg
68.4 Private hospitals & pharma-
cies
g6 ool Cilhiyki doss
" Delivery apps
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Score
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Inform
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View of all rating questions asked / Changes

Jilug Lle dogSall culogleo
welaiadll Jualgill
Government social media
posts

il il il il
Score Score Score Score
wiglaill Caloasall sggall del aaill
Responsiveness Services Mobilization Trust
dauall 5ljg shall il Cugiigl pe Glosall Jsdall 8 Gubll Gl daioll dotlull cilelyal
Ministry of Health Online access to critical g Safety & risk procedures

services Front-line medical teams

il Gle dsannyll cilitlegl]

acliallg 8jlaill 3)ljg cilgall o cliliadl dslaiul pigig glosal aximaglll §pall darlially adisll soga

Press & TV news

ini arosupll “ilslsodl
Government websites posts Ministry of Commerce & " ‘u . . ) = "M . Detection & tracing efforts
Industry Authorities answering questions Logistics & supplies teams
PRy I.." oo " uﬁ‘." " £ &
9, 9 i adalall 6)ljg Gaiaall Sllall pesll dojlll dalleol wumlill pcallg 6aclually plall jgeuull

Ministry of Interior Eligible financial support Time to Mobilization efforts Helpfulness & support

o)lsdl &alaaudll e cliledgi
dojill

Crisis management expec-
tations

dagyb Juasly ylaiully wlisd
Authorities responding well

dsclaiall ogduill §)ljg
Ministry of Social Affairs

adlrgal yalill glhdll pcs
Private sector support of staff

Jolaill @348 o by
aojlll

Crisis management satisfac-
tion

dojill JUa Jolll (sgiure
Level of hope

b isall goinell jgs
oacluall

Community volunteers

isall gaiaollg ygcghioll

Volunteers & civil society

walall &jSpall Glgudll
Private Supermarkets

Private hospitals & pharma-
cies

Juagill cilduhi doad
Delivery apps
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23% polpaiilly 27% cuiyiilll e
Top two media sources are online news 27% and 23% Instagram

olledl Jilug

Media sources

® Algganall B Arabs el @ Kuwaitis oguiigs B Non-Arab e pe

21%
20%

L 11%

. 14%

D 1%

I 22%
23%

24%

L 27%

| 27%

B 22%

I 1 33%

L 16%

19%
I 21%
T 7%
| 14%
| 12%
I 22%
E 6%

10%

s 8%
10%
11%

1

oo clouuua olyiuail e Gyl adlga dyslaill dlauall Juagi il uilg
Hero Facebook August end i i jlakillg Twitter WhatsApp
Online News Sites Traditional Press TV
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Sl ppaill g0 dijlanll duolle ll Cilpsil

Media changes from the previous report

@ Phase 1 dajell @ Phase 243 pilaall

27%
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28%  [aw

21%
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14%
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clguuua ol il e &y ,_Lp_:_llﬁﬁlgn dsuliill dalauall fagi il uilg
i i

jlakillg Twitter WhatsApp
Online News Sites Traditional Press TV

Facebook Instagram
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clgiil Sle 36% apuiy audedll a4§) juudi
2020 uub.ui.d Algi go panll

Public agrees at 36% that the End of Lockdown will be end of August 2020

fasll Jalpo dlgi

End of lockdown phases

@ Al ggonall @ Arabs wpell @ Kuwaitis yguiugsll @  Non-Arab wije e
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July end August end September end October end
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The public expects Return to Normal in the first quarter of 2021 or end of year
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Return to normal changes from previous report

@ Phase 1 dajell @ Phase 243 pilaall
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aijlanll Sisall goinell Ggaiy anllill jglhell aijlas,
SGuall ygs Cillseas soglally yaldll clndll 2o

Civil society outperformed both the Private sector and the Government
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Society pillars changes from Report 1

@ Phase 1 dapall T Phase 243 ;pilaall

72.9

69.7

isall goinall elall glhill ualall glnall Jiagaoll
Civil Society Government Sector Private Sector Index
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Government staff and Females scored highest for civil society

pogllg Guinll s ailill jglell gl odleilly clhall Cuuns &Ll jglholl opai

Society pillars (gender & age) Society pillars (Job & education)
Females <l @ Males jgss Gov. 0952 @ Private jolb
@ Below 40 ygs @ Above 40 Gga B Llowed ook pc @ Grad+ ool
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Comment Distribution and Sentiment Analysis of 484 comments

jogoall cilaylei gijgi Jiladeill eualgo g4jgi

Comment sentiment Comment topic distribution
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Al
Other

P.I].c.i]lg weoll
Communication

Ul
Education
il

Humanitarian

digyall

Compliance

auall dleyll
Healthcare

clesllg e._!.\oll
Prayer & praise

sbaiadl
Economic

duogsall culjlyall

Gov. mandates
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jogonll dilade’ eijgi

Distribution of public comments

ajeill 25% = @sbaislllg ddlall jgoill Jga calaileill
Distribution Financial / Economic comments = 25%
12% Financial Aid daudladl culacbuoll
4% Corruption sbuall
3% Staff Salaries yualhgall ilg)
2% Job loss waillagll glsda
2% Rent waiver jlaslll pguuy arddi
1% Price increases jlawdll 83Uj
1% Online services duigisil calosall
0.2% wuall pall/Guedl ciai aidlisll dlslaedl
Food Supply under Lockdown/Quarantine

0.2% Stimulus package daeaamill jalgall

&gl 35% =_0gSall jljill dcliva
Distribution Government decision making = 35%
16% all /@uedl /aall cilelpadl jSuoll carasill
Early easing of curfew / lockdown / quarantine

6% wogsall jljsll deliva
Governmént Decision Making

6% Compliance digpall
3% Travel restriction paull sgud
1% Crisis Management culojill 8jls]
1% Expat reliance / return pg.u.oml [paalgll 6sgc
1% Transportation Jail Jilug
1% Jaudl sgudl jSuoll carasill
Early easing of travel plans

0.2% Food Aid distribution ailagll slgell g1jgi
0.2% Visa transfer doladl Jagai
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Distribution of public comments (continued)

&gl 11% =duuall dleyll
Distribution Healthcare = 11%
3% Healthcare duauall daleyll

3% Testing yaaall

2% Mental Health duldell dasall

1% Vaccine alall

1% 2nd wave Corona ligjgS o axilill dagall

0.4% PPE availability axilagll ciblhiell jagi
0.2% Medical team support uhall Gajall pcs
&ijgdll 10% =ai
Distribution Other = 10%
6% ilaill go dumpllg diluigll Godail
Humanitarian & Xenophobia

3% Other (gpal

1% Laborers Jlosll

ajeill 3% = Jualgillg ducgill culdalei
Distribution Awareness & communication comments = 3%
2% Awareness & Communication Jualgillg ducgill

1% Bilingual translation dslll dilii dea )i

0.2% Questions and Queries @il
e.ug:f." 4% =‘o.|J.n.|.|| U I_Il.ﬂ..!.h.l
Distribution Education comments = 4%
4% Continuing education yeluell euleill

0.2% Medical schooling thall ealeill
0.2% Payment cilegasoll
0.2% Special needs aalall calabiadl
&gl 12% =Lidll
Distribution Prayer & Praise = 12%
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dog35all anlall culadeill e aliol

Government comments examples

o els gl oSy @l Sugsdl gisail Sl Gl dll alheo”
Ul ol ul:ualg cpudl LS clag] g ulS haa . Gubwdll
Cugay Sllg seuln JSuiy sl Jl},o.uu|9 Jiell 6 diojoll
bl il sa deplall Jac ugl.bgj I3lal aaa s alll
U.ll}_lHuSgSJl l3m e [OJ_LL” go 1Sl amsac aual pull
all Aer dilea ] L}.u_LLcn|9 _\ha_x_o_lll JoA]
“.aoli adlon ga pavjac S| dilgiw gay aslialg

“Kuwait is allowing way too many people back into the public for no reason
whatsoever, even though there is still the pandemic around us. They must cut
down by at least 1/2 the number of people on the streets and put another

lockdown so that they understand, and we have less number of infected patients.”

Ljgs wlllg Lmjg_\. sl aogSall”
wall o 1)Sug LJ.t.tJo|9.<36
;og_maﬂg gAaulll sl

".pglhany alllg olodll

“Have no concerns, since | feel safe and
country and authorities at their best for the
safety and welfare of human being living in

Kuwait. Great effort by Kuwait Govt.”

o7




dusbiaialllg adlall jgoll dnlall calaweill 4 diol

Financial and economic comments examples

Ag gl o e (pog Sisie (Ssbaialll guagll” e Ul 8 S o Sedl”
agilo wullwl I Uggaluwg jaall ha cuaiddda glay o JS auulhog cugSll o sbuuall
JSlallg culd pudl i sieos Jlodl Sle Jguanll CugSdl aeoun e hlaallg yglgd
ao lpcg Dlllailll il piy Shall Cileld pasjig s e s Jodl ol s
blual yagys S alaidill o .aglle Cilloleiy ulS B S L_,_Lc J15gll pig alll
Ay S gl Sin salgll hludl el oig L}.L.tlolg,oJl Uilig ladls augé ;1,[95_”9 9)jluwg
g iludl dleell 6415 aé) dllaell l.u:im “ughalll amg audly Cugsdl alll

“ dolalg Ugguh duieall Calgall (o roJ.b_u_” cqu _us

“l think the economic response has been catastrophic. Instead of “Salary that was deducted by private employers
recognizing the need to take care of a 4.5mm population, the gov’t only will be returned to the employees that continued
focused on those working in the public sector. Seeing laborers in long working during the lockdown period.”

lines for food has permanently changed my view of Kuwait. The gov’t has
failed to provide economic assistance to those in the private sector.”
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dunall &le b anlall culadeill Jga aliol

Healthcare comments examples

d 1 Sauud 1alnio T ” “The Council of Ministers and in particular the

| o u_}_oJ LI U i o MAQJ' Minister of Health is unsurpassed. As | returned
LQ_LSJ quaﬂ o} J| ]9 rag_uhaLl Ciole a4 9 L}a },OJLI ug_lha_o on one of the evacuation flights from abroad there
was a palpable feeling of relief as my feet touched

LG-LOSL' il pl-c Gla il g (O-QJJLwJ O-‘S)-Sdl-I fO-GJ Kuwaiti soil. The doctors, nurses, and young

-dUo Lao (B |3 W volunteers were all welcoming and working as a
“}o Uﬂl}nl" U9 J € U9 J | E) team to ease our concerns. They worked in unison

(u.u_l.l.x_” Jpud 5o - L_HJ.UJS?J' P (50 V- LJL(J_|Q| I welcoming us and directing us where to go and

what to do with clear and concise information. The
PCR test was gently explained and administered

lB LA | avunl Uo] In that moment | was proud of the team and their
U'Q | o_||_|9 LQU‘LC' fo'\'C” 8 |9 (?LO'L” pl" level of readiness and preparedness and | was
k_J:\|J.oJ| L9_1_1Jc|_| LJ_LQ o:|9_13|9 ua}oﬂ Cl.sup.uﬂ Cl_|lg_1.1.1_|_IJ| proud and am proud to be a Kuwaiti. Thank you to
all our front-line heroes. Your hard work dedication
&Lmﬂ”cq,og__le bl caliue sac (o daall 6ljg cac ||

and sacrifice is very much appreciated.”

“8jSpoll aliell clliol osc a¢j ydpall ilagll citlls

“Kuwait is one of countries with the longest lockdown. However
it has never successfully reduced the cases. MOH doesn’t test
enough. The more MOH testing, the more cases identified. MOH
tries to cover the serious of virus spread by not doing enough!”
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Lockdown comments examples

0 03¢ S of Tl o i gl
u.ngg.uJ.oJ olainl oxc .qyjlpsdll ul;lp.l]l_l L}J}_LQ_L.UJ.O“
Qua ady skl pac 9ro.gJ.0Jog.omd,o.9_||u5[olJ
rog_ma_l Joell agisgel Jilsy pagi osc gl ogl auulio
saill pac J.oﬁ cllojg jggon yo greall pghllinl o
Jljljgll aealpo sic jggoall J18 o avall Gileuleill
“lgsle pgiubio pacg lapcg Glgullly drogsall culisgllg

“Enough is enough... Stop the curfew and open the damn airport.”
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“We appreciate the presence of the field hospital in
Mahboula during lockdown. This has facilitated the
access to my monthly maintenance medicines.”

o0
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Lidllg Sl e dliol

Prayer and Praise comments examples

“Kuwait is the only country that takes so much care of all
residence and citizens. The future in Kuwait being an expat is the
best. Love the country and its people. Most importantly our all
heart goes out to the Amir of Kuwait who has done so much for
each and everybody and has taken all the right measures. God
bless Kuwait and keep the Amir of Kuwait healthy always.”

“Special Thanks to Kuwait Police staff and Red Crescent for
distributing food to needy people during crises and my prayers to
those of lost their life. | LOVE STATE OF KUWAIT FOREVER.”

“Thank you, Kuwait, for all the time and effort in helping
us during this pandemic crisis. | myself became positive in
covid19 because of the nature of work | have (Physiotherapist).
| salute to all the team of Kuwait. May God blessed you!.”

gl aeei Sle alllsaallg caglho sagy I
Kanl fo.g_l_l|9||u[o_1.l_9_1_|l_| oljildllg clgllg Jaellg
‘. esd S| lgaesig ogySo JS (o (Sal

S Gtlylglagi ol psiluas go lgad
U939 195 JS J o plhu qpololll agaual

09 CugSdl (ssly eliesgiuul il ol
diyilanll dal Gjjlg Lol sldl 3a  Jeal lgua
ailauy ligye paa lsth pol clicsgiulg
“aeilsg guai d ol ¢ lallw W acga)g
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jogoall (e dpaball ciluagill eal

Top recommendations by the public

o adhll lagaall (g oslyj
c@w Jhall deliva el @ypui Juls
ddell dnall pcs Uchu:haI gl

Improve testing with faster decision-making
procedures to tackle the pandemic. Address
and offer support for mental wellbeing.

SqlSuug JbJ.IJlg Joell Lbad aalles
ualall clhall a cpahgall

Addressing labor, rent and employee
grievances in the private sector

A = L}J_\43|9J|9 u.u.ugS_U cauniall d_oLQ_d|
Angall 5ralgll dllosll jilii

Fairly address Kuwaiti vs. residents without
alienating qualified professionals.

Wi
N

Joa awogSall cauljlyall 6)ls] wamuy
u|9b3 JU5 o faallg Sdle il
.aaas Calo 9 Auun dalhilg

Government decision making for lockdown
and curfew should be managed through
proper protocols and verified information.

olsainly oljilll Jiaal Gubk
Eilolosdl <lsi)lg dadeall sigall
sl 12l eljilllg

Better enforcement of compliance to
hygiene, mask wearing, and curfew.

Glot losa @uals caljljall 3lail Lo dcpull
Lol &Uo_é_” 6acluog sbaiall
Faster decision making in terms

of the economy and effective
aid for the private sector.
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7 77
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Aoudll Cilogleall 0im }.uu.l 0 o398 he aullill ilgall

This survey would not be possible without the support and help of the communlty SpeC|aI thanks to the following for helping spread the word.

Government support ogSall ocall




Appendices




2
v
service
Hero

aglal

Methodology

ualrllg plell clrall Jouui ilg auibagll sggall e joganll Lay Jseo Jule I gluiwdll Casgy teasgll
cligllelginlg sggallelli jpjeil cillun giag Jal (o dojlll JUa Lisell gainell cllisg
Survey objective: the survey measures public satisfaction about national efforts (covering the public, private and
public sector and civil society) during the crisis in order to develop policies to improve these efforts.

He 2495 dlon (2)g niuwe 60.000 o pisl auad il Sl g ua o clé (1) ﬁ‘n
goinall go pilliall Jelaill JUla oo (g «seloistll Jalgill Jilug calgia e iyl
Data collection: (1) Service Hero database of over 60,000 respondents, (2) promotions
online on social media channels, and (3) word of mouth in the community.

Aasalycgars Ailily Gl aabadl agiae JIgug blai 10 o Cilopdig «ljuall 63s2io0

Rating scale: the survey was bilingual (Arabic and English) online and contained a mix of multiple choice
questions, 10-point assessments and an open question as well as demographic data.

LJJA|_\.3511OOL}.OCLLLC L}mJ.QJoJ|9L}19JLd|L}uJo|9.oJ|L}.QQLLLwJCLucL}od&_QJ|393J Wnindl gony
Lgiasg culibdl aan uLmo_l CillgSgigpll (po 135c 24ii 5% 9| +- 3% Uha jiolg aail ?

Methodology: the survey combines feedback from a representative sample of adult citizens and expatriates
with a sample of 1,100 as a minimum to provide 95% of the confidence level with a margin error of +/- 3%
or 5%. We follow a number of protocols to ensure the correctness and accuracy of the data.

Ju 85 liouaio . adl 323 §ilés 5 auoll §jeiny iamalgall
Survey topics: the survey will take a maximum of 5 minutes to be completed with a total of 35 questions.

S0 (yo 95% }0941
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Olulwdl agio Sle hanill

Reservations about the survey methodology

s o ciligeua aalgi Loy dlolell pe culiall Ao laiy cuipiill aSudb e calibuiwdll e aladl e cupstall slpall gai angill @
¢ Bias towards individuals comfortable answering online surveys with nonlabor segments at a disadvantage.

il o3a Jio go Jelaii lold Lill calbalaall Gacy Sl Jguogll JUs o (ssaill @

¢ Challenge reaching some governorates who are traditionally less likely to respond to surveys.

Vbl Gle yguas egleng aogsall salhgo calsgiwl ugen @

e Difficulty targeting government employees and getting them to answer survey.

il us)liell ey 1 gl dll ull 610 (jo JJ.S| asjlinall e slpadll juai jaa o
¢ Ability of same individuals to submit multiple times as the survey did not force registration upon respondents.
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Source of votes

pe aalive jsbao o Yluiwdl o dosiiuell Ll g0 @i
Jsbaall oda jul Ulsg cseloiadll Jalgdl Jilwg

Assessments were collected from a number of sources. Paid promotlons on social media was the most prominent source.

. %-_! ! Cllo.;...l“.iiill p.:ao]l 1% 9.\,|Jgi
Distribution  Assessments Source Ooredoo
59% 1339 clguuua y
Facebook 1% Pl
Other
8% 188 palo
Direct |y
1% 19 g.\,ugi 2% rr:stagrém
Ooredoo
19% 424 Jodl gpum b pus 8% pilso
SH Emails Direct
2% 54 tol JEYTIE| »
Instagram 9% Lz’:m
9% 213 Hj
Zain 19% ﬁlwmw
1% 17 Otﬁ#bl ° SH Emails
er
ul .
100% 2254 T6ta: 59% Fagcz-z.'t::ok

o/
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2,254 1o digSo aiuell

Sample of 2,254

Age joall Governorate dhalaoll Nationality duudiall Education _eulaill  sgiuuall Employment Jooll dga
dusyill ausyill aus)ill dusyill dusyill
% digell  digell ilsaull % digell  digell EPHE % digall  digell il % digell  digell ilsall % digell  digell ilsall
Sample% Sample Demographic Sample% Sample Demographic Sample% Sample Demographic Sample% Sample Demographic Sample% Sample Demographic
16 ugs o wigS Ugseolall ogsall
0, 0, = 0, - - 0, o g 0, =
1% 16 Under 16 35% 798 Hawally 39% 875 Kuwaiti 48% 1082 Graduates 24% 536 Government
0, - . .. . H . . .
o)
14% 311 29-18 el 17% 376 Master or Ny
19% 426 39-30 14% 318 &ilgjal 20% 459 e PHD 2% 48 plall gadl
Farwaniya Arabs N Non-profit
14% 325 49-40 " K y Jél gl ilail sgall oz
0 532 0 s 0.3% 7 Elementary or o abagaoll pé
7% 166 59-50 12% 270 Ahmadi 14.4% 315 Other below 8% 7 Not employed
2% 54 60+ . . H ¢
° i 6% 109 wsllelbe Gender guiall 10% 215 _ buagio 12% 280 20 RE
Sl Mubarak . . High school Not specified
42% 942 Other | | disell  duel q-lsl"s.}u..ll (K73
o) = e
4% 82 chga! % digall - digall dyilsaudl 13% 295 polss 4% 90 -
£90aall Jahra Sample% Sample Demographic Diploma Retired
100% 2,254 T(;tal ol i Ll
. ) . alil g SR 9 ;
13% 303 Other 34% 759 Fomales 12% 279 Other 8% 176 Student
9 Jos3 49 il
54% 1212 = 0.4% 8 Other
o sl
13% 283 Other
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Detailed breakdown of Concerns

@ Lowest Lisdll Highest Ll
T waillhgll CLE Ugs Jrrd
geolbll  Galall  wailagll 401 401 wyell ol Jolall
togreelall  Low  Private  @egSall  Apbove  Below ygsall bl Non oy wgdesll Al Factor
Graduate +  Ed. sector  Gov. Job 40 40 Males Females Arabs Arabs Kuwaitis Sample
16%  18%  12%  19%  17%  16%  16%  18% 8%  19%  22%  17% aadl
29% 26% 35% 24% 30% 29% 30% 26% 31% 34% 23% 28% "9'931-. .I “J.-'""“
Mobilization
Caloaall
11% 14% 13% 10% 11% 14% 13% 10% 17% 10% 10% 12% Servi
ervices
alaiuwdl
25% 25% 22% 30% 27% 23% 25% 25% 23% 22% 28% 25% R s
esponsiveness
18% 17% 18% 17% 16% 19% 16% 21% 20% 13% 19% 18% ngj"”ﬂ'ﬂ’%‘.’r?s
100% 100% 100% 100% 100% 100% 100% 100% 100% 100%  100% 100% "I': 3‘;:

69




2
v
service
Hero

O b W apuud ldl culigSall
al e gounl e_ﬂu“ U

Key components of the survey by demographic score

@ Lowest Lisdll Highest Ll
T waillhgll Y9 ugs Jrrd

geolbll  Galall  wailagll 401 401 wyell ol Jolall
togreelall  Low  Private  @egSall  Apbove  Below ygsall bl Non oy wgdesll Al Factor

Graduate +  Ed. sector  Gov. Job 40 40 Males Females Arabs Arabs Kuwaitis Sample
56.0 59.5 56.0 54.8 61.3 55.9 54.9 60.0 59.0 58.0 55.0 56.6 ;-r‘:;’:
65.0 67.6 65.2 63.3 69.5 65.3 63.7 68.6 68.5 67.1 63.0 65.5 "9'93]-. .I “J.-'""“
Mobilization
55.1 58.8 51.4 58.9 58.6 54.5 53.3 60.3 53.8 53.6 59.1 55.9 Sc"“’.'n"
ervices
65.8 67.9 64.5 66.2 69.0 65.7 63.9 7041 66.3 68.8 65.3 66.4 R q'.!lm- o
esponsiveness
65.3 69.0 64.6 64.4 68.3 66.4 64.2 69.5 68.3 70.0 62.9 65.8 ng"‘"‘"’ﬂ'ﬂ’};‘-;r?ni
61.4 64.6 60.3 61.5 65.3 61.6 60.0 65.7 63.2 63.5 61.0 62.0 "I‘: 3‘;:
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Sl dpuuddl CiligSel

al e gounl e_ﬂu“ U

Key components of the survey by demographic score

@ Lowest Lisdll Highest Ll
HE  Lafliagll LY. Ugs é
omeolall  Galall  ailiagll 40 40| wpell asoall Jolall
togreelall  Low  Private  @egSall  Apbove  Below ygsall bl Non oy wgdesll Al Factor
Graduate +  Ed. sector  Gov. Job 40 40 Males Females Arabs Arabs Kuwaitis Sample
0% -12%  -11%  -12%  -10%  -9%  -12%  -8%  -9%  -12%  -11%  -10% ;r‘:;:
-6% -9% 7% -10% -6% 6%  -T% -5% 5% 7% -9% 7% s9g2ll duai
Mobilization
) 0 Ciloaall
7% 7% 1% 7% 7% 7% 9%  -4% 6%  -12% 7% 7% Soru
ervices
4% T% 5% 5% 4% 8% 5% 4% 4% 5% 4% 3% Glatwdll
€esponsiveness
5% T% 7% T% 5% 3% 5%  -4%  -4% 3% 7%  -5% ':'“91"’":”?‘-0‘:3;
6% 8%  -1%  -8%  -6%  -5% -8%  -5%  -5%  -8%  -8%  -6% ’;:3‘;’):
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dyjgpall cilosall aals Il Liguisll Jgaall e
Online access to most critical services

il Lle callabudl dylaiul ©
Responsiveness to your questions from authorities
Galuall Sllall pesdl (ggiue @

Level of financial Support e||g|ble to receive
auall ojljg @

Ministry of Health

acluallg 6jlaill 6ljg @

Ministry of Commerce & Industry

adalsll ojljg @

Ministry of Interior

aclaindl ygguudl 6jljg ®

Ministry of Public Affairs

dolell illSgll cilogleo Adlgs @
cleindll Jalgill gélgo (e

Usefulness of ptiblic agencies info on soolal media

dolell duig sl %dgd clitlelg cilily daya @
Value of public website data & announcements
juslllg dsigyjalill pylailly Lanall days o

Value of newspaper & TV reports & news

Uaall ;] jglaell
RAVi| E.am.oﬂg Jalallg

Somety plllars government, private and civil society

wo9sall glhall

Government sector

oo skl dolludl Culeln]

adgall sqluo Sl phlaell
Countrywide safety procedures to reduce risk
il guiig diliell sggn @

aballly gy aidiall

Detection efforts & tracing infected

gu:_\ﬂg 6acluolly plell jgeuull @

verall sense of helpfulness & support
Gl Jaal calladud! &laiwl @
Authorities were responding in the best way
dojlll Jua Jodll sqiuuwo ®

Level of hope during the crisis

auolodll dulnll Cagainll @

Front-line medical teams

iluaglll pesll Gpa

Logistics & support teams for supplies

dojlll e oill sggall divei ldgl @
Time to mobilize efforts to address crisis
auilngll @ojill 6)ls] caledgi @
Expectations from national crisis management
aojlll dalles e Liayll @

Satisfaction with how the crisis is being handled

ualall glhall

Private sector

awalh Ng.0 bl ual'a_” éUQ_O_l | rx:; °
Private sector support & assistance to its employees
needs

wnlall &Sl Glgulll e

Private Supermarkets

anlall ildsuallg Glbadiuall
Private hospitals & pharmacies

Juagill cilaylni e

Delivery apps

wisell gainall

“ civil society

ugcghiall - 8_0_110“ cs Cilosa @

il 80.[3.0“9

Community support services - volunteers & civil society
ugcghiallg isall | dulailwl ®
Volunteers & civil society responsiveness

épiglaill ilanall &lail o

Coops responsiveness
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An alternative method for reporting the date

soieig . Jedll aall Lo @hdi 100 Ul Cus dnai 100 ubul e daibudl Ailpidl dals slac] oi @
dsleall doun plaaiuwl dhai 100 Ll dosaiuwi 3l blai 10 (o wgSell julidall Jigai e
ajoill ddys Jus o dalell aalill (o ads jisl adypall odmg . balaidl Jigail

¢ All previous slides have reported on the basis of a 100-point score with 100 points being the maximum. They are based on converting
the 10-point scale we use into 100 using a normalization formula. This method is scientifically more accurate than a distribution approach.

gl piyaig Il of b of Lk iy Lo e ulsysll Layjgi Lyl Lyl «ells gog @
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¢ However, we also conducted a distribution of scores across what is considered negative, positive or neutral
and the following slides report on the 5 elements that have been measured using this approach.
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Over half the sample 47% rated management of the crisis positively

Legend blaill ilbuws
0 Score of 1-4 is Negative St 4-1 o bladl - @ Score of 5-7 Neutral sylao 7-5 (o blaill
@ Score of 8-10 is Positive kol 10-8 (o bolalll

st 22% alau] 47% = groall

All sample = 47% positive, 22% negative

47% 22%

Positive N.égative

31%
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Neutral
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Mobilization had the highest praise with 56% rating it positively

plellg yalall clndll o dosdall calesdll (30%) aiyell g4) o }.15| il w catiaig 16% Jseas yaaiio Ll e sg-gall é duei s

Mobilization also has the lowest praise distribution with 16% rating it negatively. Over a quarter of the sample (30%) criticized Services offered by public and private

L_’_.LLU.I 22% L_3J[3_|| A47% = 8_1.03J|

All sample = 47% positive, 22% negative
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Kuwaiti view - Mobilization had the highest praise with 55% rating it positively
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Over a quarter of the sample 30% criticized Trust offered by public and private sectors. Mobilization also had low praise with 17% rating it negatively.
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Kuwaiti sample 46% positive, 23% negative
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39%
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Trust - level of
hope in crisis

Trust - negatlve, neutral and positive

ot 28% ol 36% (S lisell gras

All sample = 36% positive, 28% negative
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Trust — negative, ‘neutral and positive (continued)

b 30% (Al 34% uguigSdl ugS)linall

Kuwaiti sample 34% positive, 30% negative
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Mobilization - negative, neutral and positive
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All sample = 56% positive, 16% negative
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Mobilization - negatlve, neutral and positive (continued)
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Kuwaiti sample 55% positive, 17% negative
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All sample = 38% positive, 30% negative
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2 Services - Services - private Services - level Services - level of Services - online
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® community sector support of eligible responsiveness access to critical
Senacs support volunteers & aid to its financial support to questions from services
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Services - negatlve, neutral and positive (continued)
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Kuwaiti sample 42% positive, 28% negative
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Responsweness negative, neutral and positive
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All sample 52% positive, 18% negative
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Responsiveness — negatlve, neutral and positive (continued)

u.ll.u.l 20% ‘L_:Jlﬂ_ll 51% = yguiugSdl ugS;luall

Kuwaiti sample 51% positive, 20% negative
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Inform - negative, neutral and positive

b 22% Al 45% GguingSdl ugS bl

Kuwaiti sample 45% positive, 22% negative

st 19% « alay] 51% = S )Lell gr0n

All sample 51% positive, 19% negative
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Credibility. Zntegrity. Kelevance.
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Service Hero runs an independent national customer satisfaction index

Cljlolllg CuagSll 6 abblini gpm yudpn gujloy
Operating in Kuwait and the UAE
jules pghi Ll Casgig «100% duuis cllgimall J1é o dogess @laiue caljliviwlg Caladl &Sph o
dollell aslle julis o Wy &olall cuygaill duaiel adlell 8pxall Jils o (Soli daliall o Cilosall
caeall hlai allesg Lagll jpjeig duogSall cilumgall ol clloell 2o (uagll jgpay «dujlall
We are a 100% consumer powered independent research and consulting company which aims to advance service

standards in the region. Our voting platform’s ability to measure a brand’s relationship over time with customers or
a government organization’s allows satisfaction to be strengthened and weaknesses to be addressed.

clloell Jindo anai 300,000 (o sl oIl Sis lieos sdl
To date we have collected over 300,000 detailed customer assessments.

losll aliall
International affiliation
silgn «@udiguuill Cagadl &nlall puleall cuyl o 8aflll dujglll dalhiall
European Society for Opinion and Market Research, Netherlands
Lbaall Ll cguall clall Jia o slillg Goull Calal dosd jijei Lle jlogi dunngo casgi
.algs 130 ;o p8I 5o lguac 4,900 po sl &o Jleall jljall 31Adl €39 aguall
With more than 4,900 members from over 130 countries, ESOMAR’s aim is to promote the value of market
and opinion research in illuminating real issues and bringing about effective decision-making.
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Service Hero offers a complete toolkit for a focus on service

padl Jga Joc g .3

3. Team workshops
on excellence

walhgall Loy pugoe 4
4. Employee Satisfaction Index

Y[RV RS
5. Training

ugualsll ygalkigoll
Internal employees

CEl joill aalar plugo .1

1. Culture of Excellence
Index CEl

Joo caljladwl .2

adll culalal

2. Consulting on Cultures
of Excellence

Jilwg e éln.hu.lﬂ 4

elaindl Juolgill
4. Social Media listening

Ciljguaillg Caslgall .5

5. Attitudes and perceptions

auhlaill clalall e
® Focus groups
ihnoio calllio @
¢ In-depth interviews

w5 Jroc

External customer

CSl cllosll Ly phgo .1

1. Customer Satisfaction
Index CSI

. o ee L;ILC II . | .2
2. Customized surveys
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3. Mystery Shopping

to audit check
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