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Meeting expectations: People are not expecting much at 64 points, particularly Kuwaitis and government
employees. National efforts fell below expectations for non-Arabs, those below 40, and the private sector.
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Overall satisfaction is considered Bland at 66 points. The rank of the 5 factors measured is:
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1. Mobilization measures frontline medical teams, logistics and support teams. People
are most satisfied with efforts at 70 points and is considered Ordinary.
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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 69.3 points and was in second place.
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3. Responsiveness refers to ratings for government, private and civil society efforts to
respond to the crisis. It also scored Bland at 68.7 and was third.
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4. Trust revolves around countrywide safety procedures to reduce risk, hope levels, detection and
tracing efforts and sense of helpfulness and support. It was fourth scoring a Bland 63.
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5. Services includes the services offered by the government and private sectors as
well as civil society. It scored lowest at 60.1 and is also Bland.
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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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Media sources - \While online news sites are the most used source at 29%, social media platforms such as Instagram are second
at 21%. This varies by demographic group with Kuwaitis also relying on traditional press and TV 23% as well as Twitter 21%.
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Lockdown end and Return to Normal - Most expect the lockdown to end by the end of the summer
- either at the end of September 39% or August 28%. To return to life as we knew it before the pandemic,
the expectation by most is the start of the new year 29% or the end of this year 24%.
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Pillars of society - Civil society scored 72.9 which is Ordinary and is more than 10 points higher
than the Private sector at 62.2. The Government sector scored 66 points.
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Comments - 24% of respondents left comments of which the majority are Criticisms 77%. Only 11% are Neutral and 12% are Positive.
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Comments topics - revolved around the government 24%, financial or economic related 18%,
praise 13%, healthcare 13%, the lockdown11%, and government decision making 9%.
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Government (24%) related to lack of compliance, discrimination against expats as well as corruption.
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Financial and economic (15%) mostly brought up rent issues, aid to the private sector, job security and salary cuts.
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Healthcare (13%) were related to fear of the pandemic, decisions regarding healthcare,
mental wellbeing, and compliance to health guidelines.
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Lockdown (11%) where related to decisions imposed on the lockdown, menta | wellbeing, and discrimination against expats.
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Sample and Methodology

Data was collected online during Phase 1 of the Lockdown (June 13-31, 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 2570 vetted Responsiveness
form the basis of the sample ensuring a 95% confidence level and a +/- 3% error margin. The sample is 40% Kuwaiti, 13%
Arab and 34% non-Arab. 47% are college graduates and 22% hold a higher degree. Responsiveness were converted from a
10-point scale and are reported on using 100 points. 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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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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Healthcare 29% & Finances 27% are top concerns. Mental
Wellbeing is more significant than Education & Food Basics
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Healthcare and Finances are the top concerns for the
public while Education is the least concern
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People’s concerns by nationality
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Healthcare and Finances are the top concerns across gender
and age, employment sectors and education levels
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Healthcare and Finances are the top concerns across gender and
age, employment sectors and education levels (continued)
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Concerns by gender & age
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Interpreting scores from 100 points
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Overall the average assessment is a Bland 66.2 points.
Kuwaitis satisfaction is marginally lower at 66.1 points

Lyl
Overall satisfaction
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Sample = 2,570, Kuwaitis =1,038 Arabs = 328, Non-Arabs = 886.
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Overall, Arabs, government employees, 40 + years, and lower educated are most
satisfied. Less satisfied are private sector, under 40, males, and college graduates
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Satisfaction by age, gender, education and nationality
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65.0 Below 40 ygs

69.7 Above 40 §g4
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Satisfaction by governorate and employment sector

<llog duilggall Likhalhe Claw laiw 71.0 lugio Jaeas Lal digall Cijsai
Ll Golall glhall e ogsall claall Ggai los .64.29 63.9 sl

Jahra has the highest satisfaction with an Ordinary 71.0 while Farwaniya and Mubarak Al Kabeer have Bland scores of
63.9 and 64.2. Government scores higher than private sector employees.

67.6 Hawally ;lga
68.5 Kuwait City desalall
639 Farwaniya dilgyall
64.8 Ahmadi $saaill
64.2 N Mubarak Al Kabeer pusil cljle
70.0 ] Jahra clygall

65.2 Private galall

66.9 Government ;0953
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Government employees’ satisfaction matches their expectations.
While expectations for non-Arabs are not met
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Expectation Gap Group The groups with the highest expectations are:
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The groups with the lowest expectations are:
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Not meeting expé&tations
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Highest satisfaction is for Mobilization which is Ordinary at 70.0 followed by Information
at a Bland 69.3 points. Lowest and Bland are Services at 60.1 and Trust at 63.0
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Mobilization Service Responsiveness Inform Index
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Highest satisfaction for Kuwaitis and non-Arabs is Mobilization for Arabs its Information.
Lowest satisfaction for Arabs and non-Arabs is Services, and for Kuwaitis it is Trust
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Highest satisfaction is Mobilization, with females, ages above 40. Less satisfied are

males, below 40 with Services scoring the lowest
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Government employees & lower education are most satisfied with Mobilization.
Least satisfied are in the private sector, college graduates for Services
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3 top and bottom scores
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Criticism was highest for how the Private ) The heroes of this crisis at Good are frontline
sector supported its staff, the level of medical teams, Ordinary for Coops followed
financial support and how the authorities closely by Logistics and supply support teams.
responded to questions from the public.
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Responsiveness to Level of ‘financial Private sector Logistics & support Front-line medical
your questions from support eligible to support & assistance teams for supplies teams 22
authorities receive to its employees’

needs
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Trust is the second lowest factor at 63 poiﬁts
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Lowest rated is detection and tracing efforts while highest is safety procedure countrywide
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Mobilization scored highest at 70.0 points

sgpall duel

Mobilization

70.0
69.2
71.6
71.9
72.5
69.0
69.5
3.7
70.1
69.6
4.4
69.4

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

:J_\szo
Highest scoring:

kol pe
Lower educated
aw 40 (po psl
Above 40 years
Calill

Females

el pe

Non-Arabs

' Jaeo sl

Lowest scoring:

J933

Males
Ugsisgsdl
Kuwaitis
dauw 40 ygs
Below 40
Ugreolall

Graduates

ualall cladll galhgo

Private sector employees

25




dndi 70 Jaoos Slelll LA 9o sggall disei

Mobilization scored highest at 70 points
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Services scored the lowest with a Bland 60.1 points
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Services scored the lowest with a Bland 60.1 points
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Responsiveness scored 68.7"points and falls in the middle of all factors
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Government entities responsiveness

Jolgall dalS caniio o lguijig 68.7 Jaeas dilaiwdl

Responsiveness at 68.7 poihts and falls in the middle of all factors

B Alggoaall @ Kuwaitis gguigs! Arabs cijell @ Non-Arab cijc pué
o
()]
Q N~
O
2 o &
™
o o T o« N
~ I~ ~ — - ~
(@)) (@))
© © ©
- 8 ~
™~
P ©
) P— To) o
o
© 3

L
S 56.2
S 557

[ | N N | [ | N N ||

daall 6)ljg dalaiuul legﬂ! o)ljg dulaiaml adalall 6)ljg dilaiwl agéﬂ'gl 6)ljg dulaiaml

Ministry of Health dclisallg Ministry of Interior Qcloiadl
Ministry of Ministry of Social

Commerce & Industry Affairs SO




Jolall gladllg Lisall gainoll dilaiu

Private sector and Civil society Responsiveness

Jolgall dalS caniio o lguijig 68.7 Jseos dulaiwll

Responsiveness at 68.7 poi'hts and falls in the middle of all factors
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Inform is the 2"9 highest factor at 69.3 points

Silogleall pagi
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Inform is the 2nd highest factor at 69.3 points
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%21 plpaiilllg %29 cuipill Ll dyjladl
The two top media sources relied on are online news sites, at 29%, and Instagram, at 21%
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Media sources
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2020 joiiow dulgi sl dgiil e 33871 %39 auleldll aig)

39% of the public agrees that the End of Lockdown will be at the end of September 2020

Siiallg Jolill jaall aylgi

Partial lockdown end
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The public expects to Return to Normal by the first quarter of 2021

panll Jué agle CuilS (sgimo capal Sl slall 63gc

Return to pre-lockdown
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sheahnai 729 lhungio Jseoy Sisall goinell §galy
anugioll ygs Cillse o 66 U,og_izsﬂg 02.2 yalall clrdll

Civil society with an Ordinary score of 72.9 outperformed both the
Private sector with a Bland 62.2 and 66 score for the Government
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gahgog (i 40990 (yog «ilillly cugueolall i Ay
095allg yalall claall o Uld vl goinollaogSall

Satisfaction is highest for Civil Society among females, those over 40, government employees
and non-graduates compared to their satisfaction with the Private & Government sectors
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Comment Distribution and Sentiment Analysis of 616 comments

jogoall cilaylei gijgi Jiladeill eualgo g4jgi

Comment sentiment Comment topic distribution

Al

Other

ealeill
Education
to.ll.cjllg wegll
Communication
agiluaidll
Humanitarian
dogSall calylyall
Gov. mandates
Haall
Lockdown

auall aleyll
Healthcare

clesllg ausoll
Prayer & praise

sbaiadl
Economic

dogsall

Government

39




j9goall Lildyei oijgi

Distribution of public comments

&joill %24 = dogSall cildsloi
Distribution Government comments = 24%
%22 Lack of compliance digpoll dld

%10 Expat discrimination gasalgll sua juaeill

%38 Compliance digjoll

%7 Corruption sbuall

%6 Travel paudl

%4 Expat distribution ¢asalgll g1jgi

&joill %13 = @vall daalell Joa culadeill
Distribution Healthcare comments = 13%
%17 Fear of Covid sxa9S (o vagall

%14 Decision making jljall dcliva

%11 Mental wellbeing ddasell d&uall

%9 Compliance digjoll

%8 Test, track, trace guiillg juisdll

%6 Expat discrimination ¢paslgll sua juuoill

&jedll %18 = wsbaiallg ddlall jgolll Jga culduleill
Distribution Financial / Economic comments = 18%
%21 Rent payment jladl gés

%9 Private sector aid galall glhdll 5scluwo

%8 Job security auagll ol

%6 Salary cut wiilgdl yarasi

%6 Aid calselusall

%6 Economic Future (ssbaiall Judiuall

%6 Private sector aid yalall glhdll 5acluwo

&joill %11 =gl culadei
Distribution Lockdown comments = 11%
%51 Decision making jljall deliva

%7 Mental wellbeing addell dauall

%7 Expat discrimination ¢uaslgll sua juusill

%6 Compliance digjall

%5 Financial aid dullal calscbuoll

%5 Normalcy axsushll sball
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dog35all anlall culadeill e aliol

Government comments examples

Mo ousalgll oliu caljljall sl
Loy i 13dg «lyatuwdll oxey pulusl
Silelhall g1oag uilalgally (usslgh Sle
o osaill psel @nlally duogsall
“ Ludiueog bauilpinl auladl lihail

“Kuwait started off well. | just saw a lack of execution. If people
are violating curfew some are let go because of wasta. | see that
as a fail of authority. No one took the curfew seriously. Even with

the full lockdown | saw some people going out not in the time

that was allowed. | just feel it could have been handled better.”

Sill tsjlghll dns o Sy ol digll”
aleili lgiog (iblgallg algsl lgl jgai
ouasll sggaall e dylalsllg dall S
Lygsl haill jaidlgStl eljg Cilwugallg
“apll cljc lg Gibagll gupall g ¢5ilgall

“With the unity of the nation, we can fight anything and
everything. Safety measures should be taken and | would
like to thank the government and responsible authorities
for everything they’ve done and are still doing.”
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dusbiaialllg adlall jgoll dnlall calaweill 4 diol

Financial and economic comments examples

o Ahiwdl caea iley yalill clagll”
U5l 3391 . ey galgal agsis dogsal
sagi U St osbaiadl aesl lgosai ilié (o 6 S
o Jolall 3505 1 yilbual go Juslgill dayh
Sl plheo ulill 6l_il_sw_| 4y ol Joguo
uab_ll clndllsliles @gay Al cljjgll cpo ljlyall

“OLsdhkidlg g sl il pudl g sbatadll play

“Very concerned with Kuwait’s financial future and the lack of
progress on reforms. Policymakers appear to be sleeping at the
wheel. Populist measures will not help Kuwait either in the short
or long term. Tough love is what is needed and the time is now.”

oo Sy ol ol gl gaill @iy Jo (spsl "
Zilosall dlgil of N \ngill o LJJ_\_ongl W

U9$u|&mﬂ|uouﬁ9qeadﬂ@39m9
bl Cuygsllang uSey )l JSuiy Joleill
plolell olai go (il Caghillg « ibwillg
Sl Cagaillg aadag st Sailus (uypaiall
“ banll 845 dayii dpnaill alilSeill o5 g

“The private sector will not recover. Financial assistance
has taken FAR to long and many companies will not benefit
anyway. The crisis has exposed many social failings such
as visa trading, overcrowding and poor social conditions for
third world workers. Of course endemic corruption has only
increased due to the chaotic conditions. Overall, the government
has been well meaning and done the best they could.”
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dunall &le b anlall culadeill Jga aliol

Healthcare comments examples

-|S| avuAn < anilll & N ? We Salute Kuwait H.H. Amir and Kuwait Health officials and all

‘ il Q.O_].Ul Cl_||_\_| . u|g|p 4l Related Ministries for their efforts to handle this pandemic.
Jiiall Il calwall ey cibay 3l o

'_cuu_LU Wl o adlile _\|}.o| Js aibal ro.u.o

“cugSll Gle ujall Gl (sséug bhuny i

“Initial MOH Responsiveness was admirable. Now health
services are overwhelmed and if citizens and expats don’t
strictly follow safety precautions, the situation cannot improve.”
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sl anlall caladeill e aliol

Lockdown comments examples

a-‘l'-llejl 39-83‘ . “o'.Sug |o || kil-d . ..T”
ualpog Culsbiudll &Lu| sic aaunllg

o 3dla U cduuall lagll upigiuell
“ dualall gl JUs olilei Lo lm « anll

Silunngall &nldg faall cdell Lo glpudl’
"5yl j9geall go Jolaii I Slisgll

“I believe Kuwait has tried very hard to keep a handle on
The virus however it’s not possible. But everywhere around
the world has opened up and telling people to be careful. |
think Kuwait needs to do the same. We need to learn how
to live with the virus. And Kuwait needs to open up all the

areas that’s are on full lockdown such as Mahboula.”

Sl (San Cudg yuuh SIS Al sapi”
UJ_\Q|9J| slacl 0 ogj_\J| (Lag _\lJ_\JLl

gl slael o lghai plg <hag

“Kuwait government is doing their best. | thank God for that. But
lockdown isn’t working. Heavy fines should be started for those
who break the law. Then everyone will behave. | thank the police,
military, medical personal s including the cleaners in this hospital.”

44




Lidllg Sl e dliol

Prayer and Praise comments examples

duall S - opiblgallg &gl lgl jgaii Lill tsjlghll das o oSy o) dligl”
jg Ciluuwdall clIxSg lagio JS ailay’ sl axhaell sggaall e &ulalslg
il ljc g« ibgll upllg ¢sgall clpgSIl il juligs]

Guololll cagauall lgosdi il 6)lall s9gall padi aasdiallg uiblgall o lail
“.ro.cl_b.oﬂg ayjlaill culesnall Qo sey r03|j.IJ| ©3€Q L uwall .

“Kuwait has done one of the best jobs in the world of keeping its citizens and noncitizens safe healthy and well provided for.”

“Thank you to the Kuwait Government who is very responsive and put a lot of effort to fight
covid19. To all frontlines in Kuwait stay healthy and more power. | love Kuwait.”

“l am not Kuwaiti citizen, but | am a resident here and | felt safe fully supported whole the time as an employee
at governmental sector, thanks to everyone made our life safe and happy in this country.” 4 5




jogoall (e dpaball ciluagill eal

Top recommendations by the public

Jaudlly Josll daleiall  sglsuidl dalles
alall &Lbnjl 8 (abgallg

Addressing labor, rent and employee
grievances in the private sector.

ordollg cpadugSdl }JO..L” L_|Lg:|9 Al
Hegall prigell Jaii 3 Ay JSuw
Fairly address Kuwaiti vs. resident mentality
without alienating qualified professionals.

9l Cusalllg (el JJQD' d4a|94 i
ro.LLc.IJl Cibaio pe logy dalsaiuall
wsclaindll LJ;alg.x]l d.lLuJ99 \S_u.ln_x_ll

Better b|||ngual communication with updates
daily on online and traditional platforms.

Jalgill cllisg pAaadl JJD.Q' 8yls]
aydlell ul_\|_\o_IJ|9

Better management of lockdown,
communication and food supply.

aalall plsill spailly Jaal ol
Joadll g Cilolash el g dalbil

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

ugguull Gleiy loaa L_ll_JlJ.OJl ATl ac
iglhall Cilsclunoll 3diig dsbaiadll

Faster decision making in terms of
the economy and effective aid.

Ciladallg caljluad il aals e auladll

QJ.0953J| Juailll jSlpo Ll dgagall
jSpe dum JUA o dsigpisiIll galgallg
Responsiveness to inquiries, calls, and

information to government call centers
and websites through a centralized hub.
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daill
Score

69.3

70.3

69.0

68.3

9

Overview of all rating questions asked

pholl carunill diwl gron Ay

il il il il
Score Score Score Score
il waglaill Calosall sogall disei daill
68.7 . 60.1 70.0 s 63.0
Inform Responsiveness Serve Mobilization Trust
Jilwg e drogSall cilogleo . [ - -l .. .. .
coclaiadll Jalgill dauall 5ljg phall Ll gl pe Cilosall chgduall 4 duhll §sall dayioll dolludl Sileljal
Government social media 7.0 Ministry of Health 66.1  Oniine access to critical 851 &uololl 65.8 Safety & risk rocedtlr‘es
posts i services Front-line medical teams Y P
Sigiitll e ol ilisle ﬂ.:ll.i.lna.llg ojlaill 5)ljg :_ll.ga." go cliliudl dlaiwdl 1511939 ulaual dxisuaglll §pall dauliollg asiisll sgga
oM : 60.8  Ministry of Commerce & droull 74.5 dilslsodll 60.0 oct] ing ef
Government websites posts Iy . . o . Detection & tracing efforts
Industry Authorities answering questions Logistics & supplies teams
;-’:::S’“;’JT'\? :‘“"“Jéws ! paytal 73 Sslllslig Gaiuall Sllall acsll o6y Geillldllaal wnlill 639 reillg daclmall plall jgaiil
™ Ministry of Interior Eligible financial support " Time to Mobilization efforts " Helpfulness & support
S)lsl @ilaiudll e cliledigi .
60.5 ascloindl ygguill 8)ljg wahgal galall glhdll pcs 63.9 dojill 61.6 daduph Jradl alaiwdl cliah
. Ministry of Social Affairs Private sector support of staff : Crisis management expec- : Authorities responding well
tations
.. N Joleill @ais e clbay
. . . . Lt isall gainall jos X o P Lok .
73.8 il ealally Ggeghiall 69.9 Saclisall 0.9 il . gaq ol JIA Jolll sgisuo
Volunteers & civil society . Crisis management satisfac- Level of hope
Community volunteers tion
71.6 walall &jSpall Glgudll
: Private Supermarkets
754 arigleill cibieaall
Coops
walall cibasdiiuell
pa.2 walls
Private hospitals & pharma-
cies
gog Juasill iliyhi doss

Delivery apps
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o Jlailly Joll e aaill dis Joa ilpagi jgnai

We recommend to build trust and hope moving forward using
positive stories and continually announcing them

o0 n.’." ‘l_i_!
Building trust
causSdl sgga dalag dgall sgiuo e dodluull Culeljn] (o 1S Guldl g Al e
Qalany Jnlgillg 39_8;” causy Ll aadl <l aLD_I llisg caeiliollg

* People don’t have too much faith in the country-wide safety procedures particularly detection and tracing
efforts. To build faith efforts need to be intensified and the communication about them transparent.

deioll Caleljalllg @aanall culjlaill e jlpaiwl glled! caay :Jliall Jouw Sl -
- For example: Constantly reminding people about he availability of drive-through testing centers.
isall gainall lgadny Lill sl yaund gaey Lle psyll i bl Juw Sle -
- For example: Focus on some success stories such as what civil society does.

(Aeiliallg cawsdl Jga poiluall Jalgill gloung LJ.,o_mg aail <Ly o L_,_c9J| clu Callon scbuud ui PSoy @
Jolgillg sjSpo jlga rolwh dlgall soimo Ll 8paimall cutlolll Ta duuiyll dotlll culelja] grong
Tgic e I Juail cilgias lgheal sl Sill Leloinl J_LaTg_x“ Jiluigg wuipiill e
¢ Awareness building campaigns can help build trust and hope. Ensure constant communication about

tracing, detection, and key safety procedures with constant campaigns country-wide using a centralized
online hub and social media which has proven its importance as a channel of communication.

Sss2iall elaindll Jolgill cilgis Ll Julgilly poull 8 dclus 24 Jlao Lo Josi Lill @jSyall @islul bhghall pagi o

e Ensure centralized hotlines that work 24 hours a day also respond on multiple social media channels.
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oo Jolailly Jolll jijeig aaill cliy Jga lilungi jgaoli
ey poduuo JSaiw L pliig anlaudll jaunéll gubidal | JuA

We recommend to build trust and hope moving forward using
positive stories and continually announcing them (continued)

Cilosall pysdig saclusoll dala clirg dlleall &ylaiul
Effectively responding and building a service culture
uiwaglll Ciloaallg d@isbull hghallg lisdl Jie duudiyl Jolgell diglgill cliac] soy @
aiSonll dcpullig lgl dojlll alillniall dals jagi s wiay caullall ilscluallg

e After prioritizing key factors to manage such as testing, hotlines, logistics, financial aid, its of paramount importance to quickly allocate resources towards them.

Jliog dplaiall Jolall gaiii groall lmaaiy Sill Culllaell 0lé 6)lslllg desall on o Jraal JSuiy druall dleyl jradi gun o @
8on.oJ| LJ_o Ll.u.l.LIJ LiSwolius |}.xa_1_c Jad U_x“g aaldl ulSp.uﬂg O.b.u.ug.:.o“g opsuaﬂ ulSp.u“g u.ab.” el_b_o_” 6acluo s
¢ \While the healthcare area is better served and managed, the areas that everyone is criticizing and waiting for solutions on
is the economy such as aid to the private sector, SMEs and startups which is a key dynamic component of society.

Cilaudni jjei dwalall ciliaiiiiuall Jio LS e sgudll carani o 6acluwoll @
OBl cabsliind JiAadl alaiul §adai 8 eobuiu il Jusgil

e Easing restrictions on entities such as private hospitals and delivery apps will also enable them to respond better to the needs of the population.

lg 8amn 6 Lallg daill iyl il danyh isoll goinallg cucghiall 694 pisi @
3guitioll ol dl Guanil alled ady s o0 dppuall ol 8 @Sl
¢ The power of volunteers and civil society is another way to build trust and satisfaction in the
community. Making them partners in the journey is an effective way to achieve this.

adluwyl laag laisaiig 6xnieall puleollg 63gall sclyi ol Liay slpaill dogSall (o dosxdall Cilosall dals o
Agyliollg cyjsddl puleo Sle pSpll JUa cro Calosall pysdig 6aclutall aalal cly ] casgi aaualg

¢ All government services to the public should ensure the need for excellent service standards is in place — with a
clear mission to build a culture oriented around public service and the use of metrics, training and tracking.
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This survey would not be possible without the support and help of the community. Special thanks to the following for helping spread the word.
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Methodology

ualallg plell gainell et Sill) auilnagll _\g.ggﬂﬁu.c Jogeall Lay juds auell ieasgll
sogall clli il Glwlpw @iag Jal (o dojll (isall goizallg
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 augfi dlon (2)g «cuniue 60.000 (4o }.15| [mmk,dl Cililul] gpay ua s 6acla (1) ﬁn:
goinoll go pulbiall Jeladl JUa o (3)g «seloinlll Jualgidl Jilug culgis (Sle 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.

il o sa0io Qo e (Soinng ipiilll pe (sl - (1pe) aelll SiliT ulS auall iyubidell
.aalyegous ilily qu aabadl Qgiao J|9_u.|g hlai 10 (o Silowaig cayjlial

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.

u—'-‘l 2as 1100 (0 diye go (prosbolly (pellll ibalgell o alyiod diye J_o_o_” 393) Wnilll eony :@uagiell
Lgidsg libudl aaua uLo,ma_l CilgSgigpll (o 135c 1. %5 9| %3 -/+ an Jolgs SO (1o %95 1agul

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.

1§ 35 aua aph a8l 303 §ilas 5 auall Gpeiuy jpualgall
Survey topics: the survey will take a maximum of 5 minutes to be completed with a total of 35 questions.
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Reservations about the survey methodology

3adllg el dSwi pe bl e &bl Lle cpalall shadll gai angill @
lagsloi Lill ibgmiallg alolell e uliall juicl e,

¢ Bias towards individuals comfortable answering online surveys with nonlabor segments at a disadvantage.

il o3 Jio &0 Jelali lald il callaslhall gaes Sl Jeogll Jds o (saaill @
¢ Challenge reaching some governorates who are traditionally less likely to respond to surveys.

bl Sle ugun [o.glg_f\g AogSall L_j_cJJog.o calsgiwl dugoun ®
e Difficulty targeting government employees and getting them to answer survey.

ol S bl rO}l_I 1 ol dl dl Clpo 8ac ro_l_\..o_l ke _\|}.de| Qi ojsa @
¢ Ability of same individuals to submit multiple times as the survey did not force registration upon respondents.
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Source of votes

Cilloall 3aaid s (a6 loy jsbaell (o sac (o Calowadll
Gl jaaell Culs Sillg eladindll Jalgill Jilwg

Assessments were collected from a number of sources of which paid pro-
motions on social media was the most prominent source.

1joill Cilogudill J3aoll
Distribution ~ Assessments Source
%45 1161 clouuua
Facebook
%729 738 palo
Direct
%12 308 gasgl
Ooredoo
%9 244 Jioal gpm udjum
SH Emails
%3 74 pl JEYTIE|
Instagram
%2 42 uiluilg
Whatsapp
%29

%0.12 3 Jagi
Twitter

%100 2570 £9020ll %45
Total

%9

%12

%0.12

%2

%3
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Sample of 2,570

Aigell

Age | Governorate dlhalaoll Nationality duuwiall Education il gqi | Employment la
e € S aga
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 ¢ © .
%1 16 6 g %36 936 wloa %40 1038 9 %47 1199 ugsaolal %20 523 pogsall
Under 16 Hawally Kuwaiti University Government
0/1 - . ... N H . . .
° 22 17-16 %18 469 “29“'.”;;‘“ %34 886 N'*'*;’-‘-; 9l ’*”‘:Sl‘: %46 1190 ;‘."‘" gloall
%13 342 29-18 uwait City on Ara 9400 560 ) rivate sector
" Master or tell gaill
%19 500 39-30 %13 338 &ilgjal %13 328 e PHD %2 56 plall gadl
Farwaniya Arabs N Non-profit
%14 347 49-40 " K Jil gl ilsial sgall oz
$a0a ) %0 9  Elementary or crabigall pud
%11 282 N 9 9
%8 209 59-50 % Ahmadi %12 318 Other below 76 160 Not employed
0, . . w .
AN oo % 156 wsllchbe Gender yuiall %9 224 buugle %11 292 2320 BE
djii Mubarak . High school Not specified
%40 1033 Other el ausyill e
o) = e
%3 76 <heal Yo digall - digall gilsaull %11 290 ol %6 147 -
£90aall Jahra Sample% Sample Demographic Diploma Retired
%100 2,570 T(;tal i i Ll
S dilil SP -
%12 313 9 : 9 9
% Other %40 1028 Females %11 288 Other %8 194 Student
[ Jos3 o Lg_pi
%49 1255 - %0 8 Other
%11 287 o‘fr:;:

Note: After data authentication efforts, 73 Responsivenesss have been removed from the final sample.
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Detailed breakdown of Concerns

® Lowest il Highest il
Be ailiagll oo Jsl ogs pé

omeolall  dalall  aillhgll 40 40 I Cipell azeall 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
%10 %12 %6 %14 %10 %9 %10 %10 %5 %12 %15 %10 - elaill
ducation
0 ) 1) 0 0 0 ) ) ) ) ) ) q-*""°-" J9‘°j"
%27 %27 %33 %18 %26  30% %28 %26 %31 %32 %22 %27 o Joe
%15 %19 %16 %15 %15 %18 %16 %15 %21 %13 %13 9p1e wbullg clisll
Food Basics
%30 %26 %26 %37 %32 %26 %28 %30 %25 %20 %33  %og  wvalldll
Healthcare
%17 %16 %18 %16 %17 %18 %16 %18 %18 %14 %17 %17 . kel dedull
Mental Wellbeing
%100 %100 %100 %100 %100 %100 %100 %100 %100 %100 %100 %100 ’;:3‘;:
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Key components of the survey by demographic score

® Lowest il Highest il
Be ailiagll oo Jsl ogs pé
ool Galall  Gaillhgll 40 401 el 10 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

62.4 67.7 62.7 62.2 68.0 61.3 62.2 65.4 65.0 66.2 61.8 63.0 ;r‘:;’:
69.4 74.4 69.6 70.1 73.7 69.5 69.0 72.5 71.9 71.6 69.2 70.0 "9'93]-. .I “J.-""“
Mobilization
Caloasall

59.6 64.2 57.6 63.9 63.3 58.5 58.7 63.0 57.4 60.9 63.4 60.1 Servi
ervices
68.2 72.0 67.7 69.6 71.8 67.7 67.2 71.4 69.2 72.1 68.2 68.7 q':'lm- o
Responsiveness
68.6 73.1 68.3 69.0 71.8 68.5 67.4 72.5 70.9 72.5 67.7 69.3 ISflc?rJrjnl
pugall
65.6 70.2 65.2 66.9 69.7 65.0 64.9 69.0 66.8 68.7 66.1 66.2 Index
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Society pillars: government, private and civil society

Gl Gudjiidll pe Jauagll e

ajgpall dilosall plheo

Online access to most critical services
callaludl 1 o clilful e syll o
Responsiveness to your questions from authorities
Gaiwall Lllell pesll sgiuo ©

Level of financial support eligible to receive
auall gjljg ©

Ministry of Health

acluallg 6jlaill 8)ljg @

Ministry of Commerce & Industry

aulalsll gjljg

Ministry of Interior

Joellg duclaizill ygguull 6)ljg

Ministry of Public Affairs

dolell c1llSgll Cilogles 83ila (gx0 ®
elaindl Jualgill Jilwg Lle

Usefulness of pi}blic agencies info on social media
plell Ligyslill gagall cilillelg Culily days ©
‘Value of public website data & announcements
Junlllg dyigyjalilly danuall plaill doys @

Value of newspaper & TV reports & news

o9Sall glhill

Government sector

thlaadl po sallagadl  sgiuwo e dotludl Culelyn| @

Countrywide safety procedures to reduce risk
CJ."L-! ” .....9 . 3 S 3 . .

Detection efforts & tracing infected

ecallg 6sclually plell jgouull @

Overall sense of helpfulness & support

Qg sl Cillalull élaiul o
Authorities were responding in the best way
dojlll Jua Jodll sqiuuwo ®

Level of hope during the crisis

auolodll hghall La auhll §jall ®
Front-line medical teams

aygedl slgall pusdig Shwaglll pesdl Gpa @
Logistics & support teams for supplies
sl dbeil Cuuliall cuggll @

aojdll dalles Jal o

Time to Mobilization efforts to address crisis
auibngll Culojlll 3jls] caledgi @
Expectations from national crisis management
dojlll go Joleill &4auS e Liayll o

Satisfaction with how the crisis is being handled

ualall glhall

Private sector

ualall cladll 6sclwog pcs
aabhgoe Gblisd

Private sector support & assistance
to its employees’ needs

anlall asjlo pguull Cilao @
Private Supermarkets
aalall caldsuallg Calddiuall ®

Private hospitals & pharmacies

Joogill Dilayhai e

Delivery apps

wisall goixall
“ civil society

goiaollg (ucghiall - goinell @acs Ciloss

Community support services - volunteers & civil society

Lisall gainally ucghioll dlaiuwl isall ®

Volunteers & civil society responsiveness

iglesll Ciboall dilaiwl @

Coops responsiveness
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An alternative method for reporting the date

seigig . Jedll sall o dnai 100 ol Cius daai 100 Gubul e dailudl aflpill @als slac] o @
dsleall denn plsaiuwl dhai 100 | dosiiw 3l blai 10 (o ugsajl Jubidall Jigai e
2ijoill adyyhh o agolell aalill (o ads psl agyhll odmg aladl 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.

iyl i 130 of Wl of Wilw pies Lo pe culapall oyjgi Lyl Lyjal Ll gog @
agiall 3o plaaiuil lgulia e Sl dwenll paliell e allill
¢ 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 safﬁple 52% rated management of the crisis positively

s 4-1 o blailll Mo 7-5 (o bladll il 10-8 (o bladll hladl Glua

Score of 1-4 is Negative Score of 5-7 Neutral Score of 8-10 is Positive Legend

s %19 lay] %52 = co_.u.o;ﬂ

All sample = 52% positive, 19% negative

%52 %19

il b

Positive N'égative
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Mobilization had the highest praise with 59% rating it positively

Al oudi 46% Jseos Ladrio <l culli Loy @aill . alall clhdllg sogsall clndll 46 o aosdnll Calesall lgaaiil 26% (s liall 21y Luyai

Nearly a quarter of the sample 26% criticized Services offered by public and private sectors. Trust also had the lowest praise with 46% rating it positively.

il %619 Llal %52 = geal

All sample = 52% positive, 19% negative
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Trust Mobilization Service Responsiveness Inform All




U_l_c| sggall aduei s — yguugSdl aug)

il caualig %57 | Jaeon aldjo

L] ..-C

Kuwaiti view - Mobilization had the highest praise with 57% rating it positively

Al cauallg dnda %43 ClilSg paai ol e daill s s . alallg pelell clhalllgosdy Sill calesdll lgaaiil %23 (s liall g1y (o wapéy Lo

Nearly a quarter of the sample 23% criticized Services offered by public and private sectors. Trust also had the lowest praise was only 43% rating it positively.

ot %19 alal %51 = WguiugSIl UgS)Lisall

Kuwaiti sample 51% positive, 19% negative
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Trust - negatlve, neutral and positive

L,.LlJL.u %21 ‘UJb_ﬂ %46 S )luall Lo

All sample = 46% positive, 21% negative

[ ] Negativek_?;liu @ Neutral sulho @ Positive L._?_!l;,l_l

48%
48%
48%

X
©
<

(SgiuLo &nﬂl aylajuul :aaill gl :daill 9g :daill Calelyal @aill
daojll Jus Joill Juadl calalull pcallg 8aclurall q.a.ll.l.a."g aunsll uadail dolbuwll
Trust level of dih Trust sense of Trust detection polaall
hope in crisis Trust authorities helpfulness & efforts & tracing Trust safety
responding in support infected procedures to
best way

reduce risk
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Trust — negative, ‘neutral and positive (continued)

u.d.x.u %22 ‘DJb_ﬂ %43 gringSdl ugS Ll

Kuwaiti sample 43% positive, 22% negative

[ ] Negativek_?;liu @ Neutral sulho @ Positive L._?_!l;,l_l

47%
47%

X
9)
<

(SgiuLo &nﬂl aylajuul :aaill gl :daill 9g :daill Calelyal @aill
daojll Jus Joill Juadl calalull pcallg 8aclurall q.a.ll.l.a."g aunsll uadail dolbuwll
Trust level of dih Trust sense of Trust detection polaall
hope in crisis Trust authorities helpfulness & efforts & tracing Trust safety
responding in support infected procedures to
best way

reduce risk
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Mobilization - negative, neutral and positive

b %15 (ko] %59 S )Liell gr0n

All sample = 59% positive, 15% negative

[ ] Negativng.Jw Neutral sulbo @ Positive k._?_!l;,l_l
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32%
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35%
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Mobilization - negatlve, neutral and positive (continued)

u.ll.u.l %15 ‘DJb_ﬂ %57 UguligSdl ygS)liuall

Kuwaiti sample 57% positive, 15% negative

[ ] Negativng.Jw Neutral sulbo @ Positive k._?_!l;,l_l

S 25%

33%
E 42%

S 22%
39%
T 39%
H 18%
31%
. I 51%
B 10%

26%
EET 63%
B 5%

1%
I 85%

duei ge bagll Joa daledgill - sggall duei - sggall el -3 | duei
sggall sggall diued Gauliall Cudgll il pcall dololll Lagasall
Mobilization Mobilization s9gall diyeil dololll Lagauall audall
satisfaction expectation Mobilization Mobilization Mobilization
- time to front-line front-line medical
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Services — negative, neutral and positive

Lr?_Ll.u.l %26 ‘UJle %44 Sl Lo

All sample = 44% positive, 26% negative

[ ] Negativek_?;liu @ Neutral sulho @ Positive L._?_!l;,l_l
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Services - negatlve, neutral and positive (continued)

u.ll.u.l %23 . DJ[A_H %47 = yguiugSdl ygSluwall

Kuwaiti sample 47% positive, 23% negative
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Responsweness negative, neutral and positive

b %16« alay] %56 = S )Ll groa

All sample 56% positive, 16% negative
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Responsiveness — negatlve, neutral and positive (continued)

b 9017 lau] %55 = yguiugsll UgS Ll

Kuwaiti sample 55% positive, 17% negative
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Inform - negative, neutral and positive
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All sample = 56% positive, 15% negative Kuwaiti sample 52% positive, 18% negative
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Credibility. Zntegrity. Kelevance.

clloollba Jaiwo ilng pugo é)lsl gpa Judpun Slgi

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 Jié oo dogess @laiue caljliviwlg Caladl &Sph o
dollell aslle julis oo Wy &olall cuygaill duaioel adlell 8pxall Jils o (Seli daliall o Cilosall
caeall hlai allesg Lagll jyjeig duogSall ciluwgall ol clloell 2o (uagll jgpay dujlaill
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 liess 2dl
To date we have collected over 300,000 detailed customer assessments.

losll aliall
International affiliation
silgn «@udiguuill Cagadl &nlall puleall cbuyl o 8aflll dujodll 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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Crec//lél'//'z‘y. Inz‘egr/fy. Kelevance.
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Service Hero offers a complete toolkit for a focus on service

padl Jga Joac g .3

3. Team workshops
on excellence

walhgall Laj 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 pe éln.hu.lﬂ 4

elaindl Jualgill
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

oo eudillg dailiall 3
gélgoll cljlj Jula

3. Mystery Shopping

to audit check
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