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INTRODUCTION 

The Customer Serv~ce Plan (CSP) is prepared within the general framework of the re- 
engtneenng process which USAIDISenegal adopted a year ago The objective of the Plan IS to 
~mprove the quality of services provtded by the agency in order to meet the satisfaction of final 
customers The re-engineenng process is a departure from past approaches and a search for 
efficacy and efficiency in the implementatton of activities while focusing on results impacts A 
such , a couple of key values and concepts were developed 

Worlung towards acheving results , 
H Team work (between USAID and its partners) 
H ctResponsibiltzation)) of teams , and 
H Cltents participation for the sustainabiltty of results 

A certain number of management tools such as the ((results fiameworb) and the ((results 
package)) were adopted by vartous USAIDISenegal strategc teams The CSP is therefore, one 
of the tools used to supervise USAID activities Its main objectives are to monitor and to 
evaluate final customers' satisfactton It allows the identtfication and the analysis of the 
vanous links among customers and to ensure that only programs which are conducive to the 
achevement of strategic objecttves wll be provided to  customers effectively, efficiently, 
sustainably and with a maxlmum of customers' participation 

For a greater partictpation, clients' and partners' pos~tions must be spectfied and each must be 
gtven the possibility to choose and to negotiate the type and quality of products and servtces 
which will be provided to them In order to be understood and accepted by all actors, the CSP 
also takes into account both the Senegalese people's vtsion and USAID financial management 
requirements 

The CSP is conceived In such a way that it can allow, at each implementation phase (plamng, 
executton, momtonng/e~aluation), to  reach customer and to assess their satisfactton level as 
well as to  get the necessary feed-back whch then wlll be integrated tnto the set of activtttes 
planned It is paramount to USAIDISenegal to have an tnformation basis on whch to assess 
the quality of services provided as well as the potential soluttons which could be undertaken 
for a continuous improvement of the quality of those services 

The CSP, as conceived by USAIDISenegal, is both a participatory and iterattve document It 
provtdes a framework to seek and ensure full customers' parttcipation in the plamng, 
execution, momtonng and evaluatton of servlces or programs not only on technical grounds, 
but also, with respect to administrative and financtal methods and procedures For ths, 
performance norms for a quality semce delivery are defined w t h  USAIDISenegal partners 
and customers These norms are based on the idea that, being the one who pays for the 
semce, the customer is therefore the lung and the service provider has a responsibility 
towards hrnlher (accountabtlity) The price to pay may be financtal, in kind or simply linked to 
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a change m behaviour The CSP takes into account and draws lessons from past experlences 
whlle allowng to analyze customers satisfactton 

The preparation modalities of the Plan were therefore centred around the participatory 
approach The vanous meettngs held wtth customers and partners, as well as the reglonal 
workshops whtch were held after those meetings, have offered opportunittes to discuss issues 
related to stakeholder satisfaction wlth respect to current activittes and program results, as 
well as the means of improvtng the quallty of services D~scusstons and focus groups have 
taken into account the vartous types of customers and partners USAID is deallng with 
According to the decislon maklng level, gender and age, customers have made tt clear how 
their sattsfaction could be met wlthln the framework of USAID/Senegal servtce delivery For 
each semce provlded, concerned customers are ldentlfied and thetr sattsfactlon norms 
tnternalized according to gender and other factors such as geographcal area and ltving 
condittons 

The present document 1s an essential worlung tool for USAID strategic teams, as well as for 
their partners and clients It is the result of a collective undertaking m whch has included rural 
and urban populations, admlntstrattve agents, NGO's, USAID members and other 
tnternational co-operation bodtes worktng tn Senegal 

The different documents Rere all discussed and validated with members of the Consultative 
Commttee for Partnershp and Participation (CCPP) created dunng the CSP preparation 
process Based on its iterattve feature whtch 1s one of the key prtnciples of the CSP continuous 
improvement process, the Plan will be adjusted regularly and lessons learned will be applted 
fiom actlvltles such as services progress as well as fiom customers' feed-back 

The Plan 1s conceived to  reach the htghest number of actors possible 
The first part deals with the rationale of the Plan preparation and goes on to the 
presentation of USAIDfSenegal strateg~c objectives teams The types of servlces provlded 
and the rmprovement opportunity areas are presented m the second and thrd  parts The 
fourth part of the document deals with the CSP pr~nclples and norms whle m the fifth part 
he means needed to met customers' satlsfactlon are tndicated The two final parts deal with 
feed-back issues (momtonng and reporting mechamsms) as well as the Plan dtffuston 
procedures 
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1 THE RATIONAL FOR THE CSP OF USAIDISENEGAL 

The re-engmeenng process whch USAID/Senegal has adopted (as a laboratory expenment) is 
designed to Improve the agency's quality of servlce delivery in Senegal with the efficacy 
considered more typical of the pnvate sector The CSP, whch is the worlung tool for reachng 
customers' satisfaction, is based on the re-engmeenng principles mentioned in the introduction 
chapter, and USAID/Senegal values and finally, on current strategic objectwes 

1 1 USAIDISenegal statement values 

The following stated values are the foundation of the CSP 

We seek to promote team work w i t h  a participatory and open fiamework 
We mutually respect each other, we respect ind~vldual creativity and differences, we 
encourage innovation and ngor 
We are worlung in teams in order to produce hlgh quality results w i t h  deadlines 
We expect each employee to also hlly profit fiorn the umque chance provided by 
USAIDISenegal for htslher own professional will-being and betterment 
We pledge to contribute to the sustainable prosperity of the Senegalese people and to help 
them to be in charge of their own destrny 

The current strategy is built around four major objectives 

a) Strateg~c objectwe No 1 (Sol )  FamiIy Sue control 

The three man intermediary results defined in the context of thls objective are 
Increased access to matemty and chld health, f m l y  planmng, Sexually Transmtted 
diseases and anti VM-AIDS Services 
Increased demand for the above servlces 
Improved quallty of those services 

It has been suggested that the scope of the interventions be enlarged to include tramng needs, 
new policies on mamage and of alleviation poverty 

b) Strategic objectrves no 2 and 3 Increased agr~cultural productiv~ty In zones w~th  
rebable rainfall via sustarnable natural resources management 

In the re-engmeermg framework, the << increased agncultural productlv~ty >> strategc objective 
(SO N02) and the one dealing wth <( Increased value for arbonculture (SO No 3) were put 
together in order to form the strategic objectwe (( Increased agncultural productiwty in 
rehable ran-fall zones wa a sustanable natural resources management )) Ths 
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objective deals with agriculture and NRM issues in regions where rainfall is higher than 400 
mrn T h s  objective is managed by ANR teams who also define the major orientations and by 
SOT 2 who serves as facilitator for the implementation of activities 
The two results packages are as follows 

Applied research in Agriculture and Natural Resources Management , and 
Traimng and diffusion of agncultural and NRM technologies 

c) Strategic Objectwe No 4 (S04) Increased market llberaluation 

Activities developed wlthln the framework of this objective (including the llberalisation of 
marketing channels for nce and the assistance provided to the bank sector) have permitted the 
attainment of targeted results and to reallocate team members to other types of activities 

d) Crosscutting and Target Opportunity (CAT) General objectives and opportunities 

Activltles generated under t h s  objective are managed by the CAT team They consisted of 
provlde support to objectives no 1, 2 and 4 They include also democratisation, good 
governance, training, institutional support to the pnvate sector and credit 

The general objectives are 

long term traimg or intern training destined to agents from technical rmn~stries , and 
1 Provid~ng assistance to  NGOs including development and institutional support 
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2 USAIDISENEGAL SERVICES PROVIDED, PARTNERS AND CUSTOMERS 

Under its on-golng programs and activities USAIDISenegal seeks to reach and satisfy, in 
vanous domains, different types of partners and customers scattered throughout the national 
territory 

Graph~c no 1 Services Flux lllustrat~on 

US Congress 

USAII) Strategic< > 6 3, I 
Objectwe 1 Strategic Opportunity Other teams 

TEAMS 

I 
I 

I 
I 
I 
I 
I 

Local technical semces I I 
Research mstitutes 
National and i 

PARTNERS 
and agencies c 

INTERMEDIARY 
CUSTOMERS lnternationaINGOs 

V 

FINAL CUSTOMERS 
1 

Grassroots organizations - Opmion leaders 
-Women - Men - Youth C > 
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2 1 Identification of services, customers and aartners 

The census of customers and partners, taken Into account dlrectly or mdu-ectly ln the 
lmplementatlon of activities has provlded for a class~fication accordmg to the followng types 

2 1 1 Strategic Objective Team no 1 

Table nOl SOT No 1 Channel of customers 

Activlhes 

Matemty 
and chld 
health care 

sexually 
transmtted 
dseases and 
AIDS 

* Instltu- 
tlonal 
support 

Semces Provlded 

- Famly planrung 
- Rehydratahon from 
Qarrhea 
- growth check 
- nutnbonal 
recovery 
- provision of 
contraceptwes 
- Pohbcal and social 
Qalogue 
- farmly plamng 
- pre-brrth medcal 
check 
- assisted delivery 
- Mormation 
education and 
commu~uca~on 
P C >  

HIV epidemologcal 
control 
- STD tests 
- Prowsion of 
preservahves 
- Pohtlcal and social 
Qalogue 

Informabon 
Educabon and 
Commufllcation 
(IEc) 
Trauung of health 
professionals 
Health Centres 

Contact polnt for 
semce delivery 

-FPNP 
- Regonal 
health centres 
- Mdcal  
Qstnct 
- SANA 
- Egos 

- PNLS 
- Dantec 
Hospital 
- Regonal 
medcal centres 
(Kaolack, 
Zigwnchor, 
Dakar Thes) 

F'PNP 
PNZS 
NGO 

Partners 

- M A P  
-WB 
- UNICEF 
- Muustry of 
decentralisation 
- Mrustry for 
Women and 
Chld 
- FPNP 
- Regonal and 
Qstnct level 
teams 
- MSH 
- BASICS 
- ASBEF 
- SANFAM 
- SOMARC 
- PNA 
- SANA 
- EPS 
- us Co- 
operation 
agencies 

- PNLS 
- Regonal and 
d~stnct level 
teams 
- EPS 

European Union 
GTZ BM, 
OMS, ACDI, 
ENDq PNUD 
Health 
development 
insbtute 

IntermeQary 
Customers 

- FPNP 
- Regonal and 
Qstnct level 
teams 
- MSH 
- BASICS 
- SANFAM 
- SOMARC 
- PNA 
- SANA 
- EPS 
- US Co- 
operation 
agencies 

- JAMRA 
-AIDSCAP 
- NGO 
- ASC 
- GPF 

Regonal and 
Qstnct hgher 
staff teams 

Fmal customers 

- Women of 
mature age 

- Cluldren 
between 0 and 5 
years of age 

- Men and 
youngsters 

- Prosbtutes 
- Youngsters 
- Mlitary men 
- Road men 
- Students 
- General public 

Health personnel 
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DHSP 
US AID 
BNR 
FPNP 
PNLS 
NGO 

MS AS 
US AD 
MEFP 
AIDS Service 
Association of 

imams 

Strategic 
Objective Team 
No 1 

Monitoring 
and 
Evdlualion 

* Policv 
&alogue 

Adminis- 
trdtion 

Program 
nldnagers 

Opinion leaders 
(rehg~ous and 
pohtical) 

Activlty 
~nlplementation 
partners 

Other USAID 
teams 

US AID 
Headwater 

ENDSS 
CHU Ddntec 
DHSP 
PNLS 
PSH 

AID/CAP 
DHSP 
BNR 
RM 
Health 

cominittees 

Donors 
Health network 
Population 

network 
STD/AIDS 

network 
Countries with 

proven 
experiences 

(indonesid 
Egypt Tunlsia) 

equipment 
Finan~ial support 

Momtoring 
Health and 

population surveks 
Operational 

research 
KAP stuQes 
Co-orQnatlon 

meeting 
Joint reviews 

Development of the 
Rapid model 

Study tours 
Sensibillsation of 

parliament members 
and relig~ous people 

Negot~ation uith 
the Governnlcnt 

Review and 
dpprot a1 of technical 
and ddrmnistrati\ e 
documents 
Management of 

trdvel plans 
Annual reports 
Co-orQndtion and 

consultation with 
other development 
partners 

Support for other 
US AID offices 

Senegalese and 
US NGOs 

Private firms 
NGO 
Regondl and 

hstnct higher 
staff members 

Mmstnes 
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2 1 2 Strateg~c Objective Team No 2 

Table No 2 SOT No 2 channel of customers 

Activities 

Natural 
resources 
Bdsed Agri- 
cultural 
Research 
Water 
mana- 
gement in 
the south 

Kaolack 
Agncul- 
tural 
Enterprise 
Develop- 
men t 
(KAED) 

Cornmunib 
Based 
Natural 
Resources 
Mana- 
gement 

Contact po~nts 

I SRA 
CID 
Field demonstration 

for producers 

Mandgement Unit 
In Ziguinchor 
Monitoring 

techmcal committee 
(MTc) 
Monitoring 

National committee 
(MNC 

Africare 
Mdnagement Unit of 
Kaolack 

Project 
Management Unit In 
Dakar 

Services provided 

Institutional support 
Deb elopment of 

appropriate agnculturdl 
and NRN technologies 

Construction of hydro- 
agricultural works 

Tra~ning 
Evtension 
Institutional support 

Training and technical 
assistance 

Women promotion 
Extension of NRM 

technologes 
Credt 
Equipment dnd 

infrastructure 
Support to Rural 

Communities 
Policy identification 
Environmental 

monitonng 

Partners 

WB 
C ID 
Agncul- 

tural Service 

Agri- 
cultural 
Servlce 
Mtmstry of 

Water 
Resources 
Senagrosol 
M WADE 

Cabinet 
DGRH IRA 
FED/PMR 
AFRICARE 
MA 
M WADE 
IREF IRA 
ISRA 
CNCAS 
ACEP 
NGO 
PEPN 
Ministry of 

Intenor 

DecentralisaQ 
on 

SECID 
CSE 
Agricultural 

Service 
NGO 
Peace Corps 

Interme- 
diary 

customers 
NGOs 

(ROD ALE 
WINROCK 
OSDIL Sahel 
2000 
NGO 7A 
Trainlng 
ADECOR 
AGADA 

EBA 

Rural 
Commmties 
Management 

comnuttees 
Sub 

comt t ee s  

Final 
customers 

ISRA 
OP 
Producers 

CVG 
CIVG 
k c e  

Producers 

EB A 
members 
Fdrmers in 

Project 
neighbounng 
villages 

V~llage 
Associations 
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2 1 3 Opportunity and General Objectives Team (OGOT) 

Table no 3 OGOT's channel of customers 

Activities 
NGO s 
support 
Program 

Human 
Develop- 
ment 
support 
Program 

Assistance 
Support to 
other tedms 
Assistance 
Program 

Services provided 
h n d n g  of dnersified 

dnd integrdted activities 
initiated bv grassroots 
organisations 

Institutional support to 
NGO s 

Support to NGO and 
consortiums 

Long term traimng 
Techca l  traimng 
Semnars conferences 

and workshops 
Short term training 
Study tours 

Human resource 
d e ~  elopment 

Assistdnce in 
democratization and good 
go\ ernance 

Contact points 
NGO supporting 

Unit 

Human development 
support project 
CAT 

CAT 

Partners 
Ministq of 

Woman child 
and Family 

CONGAD 
FONGS 
CNCR 
Ne& 

transcentury 
Foundation 
MEFP 
Mimstry of 

Moder- 
nisation 
Office for 

scholarshps 

Intenne-darv 
customers 

NGO 
New trans- 

centun 
Fo~~ndation 

SOT 1 
SOT 2 

Final 
customers 

Grassroots 
population 
village 

groups 
Deve- 
lopment 
NGO s 

Farmers 
associa- 
tions 
h4inistry 
agents 
(dm- 
culture 
health etc) 
NGO 

agents 
Pnvate 

sector 
dgents 
Adnun~s- 
tration 
agents 
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2 2 Analvs~s of customer linkages 

In general, grassroots orgamzations and management serve as contact points for many final 
customer categories They are generally located the village level but can also be located at 
higher levels Federations of producer groups and health committees are among those For 
many of these, it is often easier to measure customers' satisfaction directly in relation with 
intermediary customers In the health sector for instance if the final customer is the patlent, it 
will be easier to monitor customers' satisfaction using health comrmttees as a proxy 

Therefore, the analysls of links and boundar~es between d~fferent types of customers, partners 
and USAID (See above the links between customers) allows to better take into account 
customers' satisfaction with respect to the services provided Depending on the channel used 
to deliver services, one must be able to analyze relationshps between Farmers' orgamzations 
(FO), NGOs and Grassroots customers 

Graphzc O 2  A model dlagram jor the analysls of  czlstomers channel 

The use of tools as the Venn Diagram allows to establish a complete list of customers for each team 
and to analyze the nature of their relationship The goal of this type of analysis is to have a better 
understandmg of the envlronrnent through which serwces are provlded as well as to get final customers 
feedback 
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For example, due to the impact opinion leaders have on customers' behaviour and attitudes 
towards adoption, their relationshp wth actors of any gven channel will be considered in 
particular 

The same can be said about women who are called upon only to satisfl the donor's 
requirement whle they seldom take part in decision malung or management activities The 
CSP analyzes the modalities for greater women involvement in the implementation of 
activlties Youth groups tramng and involvement in activlties must also be fostered It is 
therefore paramount to identify ways by means of whch one can ensure their effective 
participation 

T h e  ana lysrs  o f  l ~ n k s  am o n g  v a r l o u s  c u s t o m  e r s  

( c u s t o m e r s  p a r t n e r s  rnterm e d l a r y  c u s t o m  e r s  U S A I D  S e n e g a l  G o v e r n m e n t )  

a l l o w s  to  b e t t e r  t a k e  ~ n t o  a c c o u n t  final 
c t n m  .r R t  f a c t  n n  
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3 REQUIREMENTS FOR IMPROVEMENT 

The application of the concept (( Customers >> requires not only a change in values, attitudes 
and behaviours of all actors but also, a certan capacity to judge the quality and the adequacy 
of the service provided in light of the need felt by grassroots customers Ths is obwously one 
of the major stakes USAIDISenegal wdl have to face in its relationshp vvlth customers For 
these customers, ~t w~li be necessary to improve the nature of the~r dynarmc relat~ons mth 
USAID in order to meet the requ~red satisfaction conditions To th s  end, the Improvement 
opporturuties we identified are 

3 1 Changes In attitudes and behawours 

For USAID Increase partner and customer negotiating possibilities accordmg to host 
country rules and principles , clanfy the purpose of the support prowded to Senegal, soften 
admrustrative and financial procedures , 
For partners Respect comtment  and adopt work pmciples conducive to the satisfaction 
of targeted customers , 
For grassroots customers Develop capacity to judge the quality and adequacy of services 
prowded and to identify felt needs , transparency was ment~oned by grassroots customers 
of the ((project dYAppui>r when tallung about their relations with intermediary NGOs The 
term ((customen> infers a certain qual~ty of service and a reporting responsibdity for whch 
service providers are responsible , it is a departure from the former wat-and-see behaviour 
of customers 

To be able to appreciate and judge the quality of servlces prowded to them, it is necessary for 
customers to have certain management slulls and other tecbcal capacities however, they must 
be well orgmsed first For ths, knowledge should be transferred wa appropnate customer 
traimg programs whch can lead to their autonomy and to the sustainability of undertake 
actiwties 

Furthermore, and given the fact that grassroots customers are not always the ones who ask 
directly for semces, it is necessary do trairung assisting clients to better play their roles m the 
defimtion process of servlce quality norms and to be able to use the means available for 
voicing their concerns if they are not satisfied, 1 e, if their expectations are not met Juridical 
information on nghts and responsibilities of each party involved should be made avadable For 
the implementation of activities per se, the understanding of the current juridical and legislative 
context needs improvements 

3 3 Development of actlv~t~es based on locaIlv felt needs 

In order to guarantee the sustainability and perpetuity of activities, most partners and clients 
believe that it IS necessary to bulld upon pnonties set by grassroots associations with the 
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assistance of decentralised techcal services In other words, it is necessary to promote 
grassroots p l m n g  activities, collective management dynmcs and the use of Participatory 
Diagnostic (PD) techtuques 

3 4 Long term perspect~ve su~port  

According to representants of local orgmsatlons, the support provlded should have long 
term objectives in order to be sustanable Furthermore, one should come out with a system 
whlch can allow to stop or end activities when all required conditions are not met When 
activities are terrmnated, procedures to rechannel hnds to grassroot customers must be 
negotiated 

The search of well adapted and satlsfactory solut~ons 

Of Development problems IS the first step of CSP 
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4 PRINCIPLES AND NORMS OF THE USALDISENEGAL CSP 

The CSP builds upon a whole set of principles which were identified by all actor involved in 
the implementation of USAID activities These pnnciples should serve as the basis upon which 
different activittes are planned and implemented 

+Respect prlorlties as set by grassroot customers this prlnc~ple IS a pre-condltlon for the 
sustainabllity and perpetuity of any given activity It fosters customers' collaborat~on dunng 
the implementation of activities 

+Make sure that grassroot customers will be the center of the entire process leading to the 
implementation of activities USAID will work with them whle h l ly  tahng into account 
their perceptions, their loglc and level of understanding Responsibilities must be shared all 
along the process, from diagnostics to results This shanng of responsibllities will, of 
course, denve from a process of negotiation 

+Negotiate implementatlon modalttles with customers (mth intermediary customers in 
particular), including a written statement about each party's responsibllities Issues whch 
must be negotiated Include the contnbution of each co-management structure, the 
necessary adjustments identified dunng the execution phase, modalities for a progressive 
retreat of the supporting body 

3Recogmze shlls and the know-how of the vmous partners and develop customers' 
tnstitutional and managenal capacities using appropnate traning programs This learmng 
process impltes having a good grasp on customer and partner conditions For this, it is 
necessary for USAID and ~ t s  partners to make a trip to the given zone (neighbourhood, 
village, working place, ) 

+ Reinforce local governing mechanisms by orgamzing customers, provrdlng the information 
needed for better decision mahng, and creating means of communication which they can 
use to express their needs and satisfaction 

+Advertise USAID operation pnnciples and rules among the vmous partners T h s  
advertlsement must also include domalns in which USAID is active 

+ Teams use a dtversity of observation viewpoints as well as diverse ways to measure client 
satisfaction 

4 2  Norms 

These are the means used to assess vmous actors compliance wtth pnnciples In addition to 
customer servlce key norms such as reliability, courtesy, ensurance and fellowshp feelings 
among teams, the CSP includes the followtng norms 

3 Customer commttment and sense of responsabtlity to obtan a formal comrmttment 
(financial, moral or linked to a change in behavlour or attitude) from intermediary 
customers by empowenng them during the implementation of actlvltles T h s  comrnittment 
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will help them keep in mind the pnce they have incurred and to be more demanding about 
the quality of services provided to them 

+ Creation of a judicial and institutional framework whch defines recovery responsibilities 
and conditions for certain types of hndings The document describing such norms should 
be made available at the begining of any given acttvity 

.) Reliability of data The monitoring plan should be based upon a good understanding of the 
targeted customers through a system management, monitonng and follow-through on the 
quality of services offered This knowledge must be relatively precise and progressive 
according to the level of progress in each customer group's attitudes, behaviours, 
motivations, expectations and needs It IS done through such approaches as polls, Informal 
and formal surveys of customer focus groups 

+Establishing a communication system with customers A cornmunlcation system will be put 
into place and sessions held regularly to listen and exchange Ideas regarding improvements 
needed for the success of activities Within the context of such a system, teams will pledge 
to  hlly respond to customer and partner requests 

.)Release, in a tlmely manner, fbnds allocated to activities and make sure suppliers will be 
paid on time (short delay) 

+Existence of a plan based on customer needs and expected levels of satisfaction strategic 
diagnostic before implementing any activity allows one to assess the means of customers, as 
well as their capacity for actlon, the type of support they need and the manner in whch they 
are going to implement the different activities according to their pre-set needs 

I) Validation by the population results of service quality surveys will have to be validated by 
grassroot customers before diffusion 
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5 MEANS FOR MEASURING AND MONITORING CUSTOMER 
SATISFACTION 

5 1 Methodolog~cal framework for measuring customers' satlsfact~on 

Depending on the situation, any of the following techniques can be used to measure customer 
satisfaction informal surveys, participatory polls, focus groups Each technique will 
determine how customer sat~sfaction and compliance with quality norms will be assessed by 
the team 

The following table describes the method and identifies actors who will be involved 

Table no 4 Means for measunng and momtonng customers' satisfaction Method and actors 

MEASUREMENT 
TOOLS 

Polls and surveys 

Group meeting 
listetllng and exchange 
session 

Participatory surveys 

Joint Commttees 

analysls of 
correspondences and 
reports 
Field visits 

METHOD 

Representative sampling of USAID 
customers 

Monitonng vlsits w t h  a guide fi-om 
customer satisfaction Focus groups 
(Men, women, youth) 

Flux diagrams, Farmers workshop 
classification according to 
priorities focusing on services and 
quality 
all actors exchange information 
about their level of satisfaction as 
well as on improvement measures 
Analysis gnd for measurement 
customer satisfaction level 

guide for interviews of customers 
satisfaction 
Focus groups 
Sem-structured interviews 

ACTORS INVOLVED 

Customers 
Team members 
Partners 
Those benefiting directly from 
activities Health management 
C o m t t e e s ,  Agricultural 
enterpnses, village and inter- 
village c o m t t e e s  
Those who are in charge of the 
activity 

Customers and partners involved 
in the implementation of 
activities 
Intermediary customers 

Final customers 
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5 2 Present and potentlal means of measurement and frequencv 

Vanous means of measure are presently belng used to assess results and the Impact of 
actlvltles Implemented by USAID These means may both serve to measure the satlsfaction ot 
customers For ths, ~t IS Important for all actors to lnternallse customer satlsfaction monltonng 
and evaluation tasks In their daily actlvltles For each strategic objective team, present and 
potentlal means of measurement are presented In the following tables 

5 2 1 Strategic Objectwe Team no I 

Table no 5 SO 1 means for monltonng and nleasunng customer satisfaction 

Actlvltles undertaken 
and services provlded 

Matern~ty and ch~ld 
health care (Famly 
Planntng , recovery for 
diarrhoea deseaser , 
growth control, 
nutntlonal status 
recovery , provision of 
contraceptive devices , 
policy and social 
dialogue , IEC) 

Sexually transmitted 
deseases and AIDS 
(VIH epldemological 
control , STD track 
down , provision of 
contraceptives , pollcy 
and social dialogue , 
E c )  
Institut~onal support 
(Trai~mg of health 
professionals, Health 
centres equipment, 
budgetary support) 

Customer satisfaction monitoring 
and measul ement means 

Operational research gulded by 
the results of surveys on population 
and health status made during the 
dlagnostlc phase 
PM and FP KOP studles 
Co-ordmation meetings to assess 

constraints and performances as 
well as to get feedback on 
satisfaction levels 

Joint revieu7 meetings to assess 
constraints and performances and 
to get feedback on satisfaction 
degree levels 

Mo~utorlng 

Surveys and polls based on SIG 
SIG to be Implemented 
Health KAP studies included 

questions about satlsfaction degree 
levels 

Speclfic studies to assess 
customer satlsfactlon related to 
vanous services provided 

co-ordination meetings to assess 
constraints and performances as 
well as the satisfaction degree level 
of partners 

Frequency 

Every two years 

Every 18 months 

Quarterly 

Annuallv 

Each semester 
Each semester 

Every 18 months 

Every 12 months 

Every 6 months 

- - 
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5 2 2 Strategic Objective Team No 2 

Table no 6 SO2 means for monitor~ng and measunng customer satisfaction 

1 Activities undertaken 1 Customer satisfaction monitoring 
and serv~ces provided 

Kaolack Agr~cultural 

Frequency 
and measurement means 

Opinion polls with ABE to assess 
Enterpr~se 
Development 

( U E D )  
(Traimng and technical 
assistance, Women 
and development, 
Extension of NRM 
technologies , credit, 
equipment and 
infrastructures) 

Water Management 
~n the southern 
reglon (Construction 
of hydra-agricultural 
walls, trainlng and 
extension, institutional 
support to services 
and NGO or pnvates 

Community Based 
Natural Resources 
Management 

Annually 
how needs and sat~sfaction norms 
taken lnto account 

Indirect measurement of 
satisfaction (proxies) such as 
-Increase m ABE income 
- Increase in number of ABE 
members 
- Capaclty to replicate activit~es 

- Adoption level of technologies 
promoted 
Focus group workshops with 
CVG, CIVG to get direct feedback 
on performance and satisfaction 

Use 1996 Households survey data 
specific to PROGES zone with 
questions focusing on satisfaction 
level resulting from services 
provided 

Indirect measures using proxies 
Sal~ne soil reclamation levels 
Increase in nce production 
Number of farmers reach by 

extension packages 
Focus group workshops wlth 

Rural community based 
management c o m t t e e s  to get 
direct feedback on performance 
and satisfaction 

Use of data from 
household surveys 
NRM KAP studies undertaken in 

at level off all 4l3E of 2 years of 
age 
at level of all 4BE of one year 
of age 

the different ecological zones (see 
1996 data) 
Management Plans 

At the end of the revolving 
hnds 
3 months before the end of 
program 
Annually 

Three months befol e end of 
prograrn 

At the end of each crop seasot1 

~ i e r y  three month 

Annually 
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Natural Resource 
Based Agricultural 
Research (NRBAR) 
(Institutional support, 
development of 

( ~ ~ ~ 1 ~ ~ ~ ~  and NRM 

I technolOgles) 

I 

Prox~es 
level of financial contribution of 

management comrmttees 
F~nancial contribution of 

management committees 
level of understanding of various 

NRM technologies 
level of adoption of NRM 

activities 
Site visits to get direct feedback 

one level of technologies 
application 

opimon polls of technology users 
on performance and satisfaction 
obtaned 

Indirect measures (proxies) 
level of adoption technologies 
Increase in production and/or 

yield due to the use of technologies 
concerting with ISRA staffs 

about 
the appropriation level of the 

research system 
consulting with researchers about 

institutional and scientific support 
provided to I S M  

Every 6 months 

Annually 

Every 2 years 

Every 18 months 

Per semester 

Annually 

- 
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5 2 3  CATTeam 

Table no 7 CAT means momtoring and measunng customer satlsfaction 

Activities undertaken 
and services prov~ded 
Support Program to 
NGO 

Provldes hnding for 
an array of integrated 
development activities 
initiated by grassroot 
orgamsations , 
institutional support to 
NGO, support to 
NGO consortium 
Human Resource 
Development 
Assistance Program 
(long term traimg 
technical tramng , 
semlnars , conferences 
and workshops, short 
term interns, study 
tours) 
Assistance - Support 
to other teams 
(Human resources 
Development) 
Support for Program 
support for 
democracy and good 
governance 

Customer satisfaction monltorlng 
and measurement means 

KAP studles with specific 
questions on performance and 
satlsfaction degree levels 

Field visits in order to get direct 
feed back on customers satiqfact~on 

Consultative meetings with 
contractors to get customers' 
feedback 
joint reviews 

- Evaluation study of satisfaction 
levels on a sample of customers 
and partners involved (satisfaction 
w t h  respect to programs, 
~nst~tution , conditions provided , 
re~nsertion upon returning to 
Senegal 

Meetlngs among teams 

joint revlews 

Frequency 

Every 18 months 

Every semester 

Every 45 days 

Annually 

At the end each traimng period 

Monthly 

Annually 



Customer Service Plan 

6 MODALITIES FOR TAKING INTO ACCOUNT CUSTOMER 
SATISFACTION CONCERNS DURING THE IMPLEMENTATION PHASE 
OF ACTIVITIES 

The above tools for customer satisfaction assessment and venfication take into account the 
various phases of activity implementation (conception, planning, execution, 
monitonng/evaluation) for the current penod as well in terms ofthe new strategy 

6 1 d~agnostic of Customer needs 

This phase will deal mainly with new services provided to customers and partners In the 
course of this step team members must put emphasis on the use of partlclpatory diagnosttc 
approaches in order to make sure that customer concerns and levels of satisfaction are fully 
taken into account Dunng t h s  phase, customers must express their own needs Their effective 
participation in synoptic sessions is also important 

The methodological approach will build upon 

Information collection and analysis 
This is achieved in connection with customers via semi-structured inten~ews opimon polls, 
joint sessions to assess the reliability of data collected and the need for complementary 
information 

H Synopsis 
It facilitates the completion of the information collected and to test its reliability via a 
validation process conducted with targeted customers 

Tools which can be used are 

Participatory diagnostic of the situation 
Active Method for Participatory Research and P l m n g  
Goal onented planning 

Facilitators of the different strategic teams will make sure that t h s  phase is conducted in 
connection with grassroot customers Such a requirement will constitute an indicator of 
intermediary customers or even partners performance 
The approach in its entirety should also refers to commumcation issues among actors Such a 
dialogue and consultative process allows better understanding of each other's mentality and 
the design activities according to attitudes, felt needs and capacities of the vanous actors 

The completion of this phase is based on the use of different methods such as PRAM, PD as 
well as of the use of planning charts with key questions (what 7 who 7 How where 7 when 7 
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with who 7 wtth what 3) This will be achieved by a team made up of representatives of the 
vanous parties tnvolved 

The methodological framework w~ll tnclude 

A prioritization session 

T h ~ s  is a workshop dunng whlch major actors (local customers), with external ass~stance, w~ll 
agatn analyses their own problems and classify them by order of pnonty Dectsions made with 
respect to the implementation of solutions wtll come out from discussions on what is 
techcally feasible and socially acceptable 

Hold a session to identify resources available and implementation mechamsms 

identify and assess resources (human, matenal and financial) necessary to implement 
momtor and evaluate activities A particular emphasts should be put on tnternal resources 
avarlable and whch can be brought about by grassroots customers, and other resources 
whch must be provided by other actors involved in the process 
~dentify, if need be, other actors who can contnbute to the success of fbture activ~ttes 
undertake negotiations concerning the management umt to be put tnto place and define its 
worhng mechanisms, roles and responsibilities of majors service providers and establtsh a 
ltst of potenttal partners and customers 

Hold a sesslon on establishing time tables 

For each activtty planned, a time per~od (duratton) must be set consensually Planrung 
concepts such as short, medium and long terms time penods must be well defined and agreed 
upon Strategtc team members will make sure the necessary results indicators come out at the 
end of this process whle also addressing 

timely plan activities (Action or worhng Plan) , 
tdentifjr the nght time to assess results indicators, and 
plan, progressively, the financial or technical asststance wthdrawal 

The p l m n g  of acttvities must be based on the above norms and ach~eved accordtng to the 
needs whch were identified dunng the dtagnostic phase, and to each actor's possibilities and 
constratnts In human resources, matertal and finance 

These two phases are linked together, they should, henceforward, rest upon local people's 
partictpation and total assumption of responstbiltty This is a key element m the search for 
customer sat~sfact~on and enabllng conltions 
Other actors must also take part in the process by providing support, advlce or semces whch 
can Increase the skills of those who are in charge of actlvlties Ass~stance can be provided in 
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the following domains construction of walls, studies, management, technology transfer or any 
other specific knowledge 

For the implementation of more specific programs such as Famlly Planning or environmental 
protection activities, Sensrbzlr~atzon campaigns must be conducted In order to trlgger changes 
in the behaviour of the local people and to capture local peoples reactions about activities 
implemented 

Strategic team members will consult with various customers in order to undertake joint field 
visits and hold meetings 

In order to consolidate results obtaned from services provided, a momtonng system 
(momtonng plan) should be established Indicators should be identified by a team made of 
representants of varlous actors and most ~mportantly, in connection with grassroots 
populations This will allow to allow the team to collect and analyze pnmary data, and to 
make a compmson Results Vs objectives using each phase's indicators 
Customers are in a better situation to appreciate the result of a~tivities and to assess the level 
of satisfaction t h s  has brought to them The most important element during t h s  phase is the 
capacity of customers to make choices and to measure the satisfaction they got from services 
provided In such conditions, it is necessary to make sure that the types of information 
generated by the momtonng system are in a format whch can be used by and is accessible to 
grassroot customers The production of documents in local languages with images are 
therefore important in the information system if it is to be used by customers to make 
decisions 

More often than in other phases, commumcation tools will be used in order to establish links 
between customers and the other actors and to monitor changes in local people's behaviour 
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Graph~c '3 Product~on and use process of qual~ty servlces 
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7 MONITORING MECHANISMS AND THE TRANSMISSION OF FEEDBACK 

With the myriad of means that can be used to gather information on customers, many choices 
can be made depending on costs and the scope of information needs 
Information sources and circulation means such as reports, field visit discussions, systematised 
meetings among vanous actors are used to get feedback about customers'satisfaction 
This feedback will help to systematically establish links between USAlD and its customers 
provided that a good communication system exists 
The lnformatlon gathered will be analyzed and improvement requirements transmitted to 
decislon makers Appropnate commumcation tools must be used in densely populated areas in 
order to get people's oplnlons on the level of customer satlsfaction 

The systematized momtoring of customers and thelr level of satlsfaction will be done wlthin 
each strategic objective team by a person who wll be appointed as CSP Facilitator In 
connection with intermediary customers and partners , the facilitator wlll superv~se a system 
for a penodic and regular momtoring of customer satisfaction by means of poll surveys in 
particular Such a system must be operatlonalized in connection with the CCPP in order to 
assess the level at whch customers satisfaction issues are taken into account 
Customers must also be able to report directly on their degree of satlsfaction through frequent 
contacts w t h  the people appointed to monitor the CSP 
These contacts will be facilitated by the use of an information system at the declsion maklng 
level 

In order to  facilitate the transmission of unbiased feed backs, the means and tools suggested by 
the CSP are 

a computerized equipment , 
the establishment of a data base , 
the creation of a file for services provided and reclpient customers , 
the establishment of a communication system 
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Graphic n "4 Fiarnework-for Monitoring and Reportlnn cz~stomes satrs faction 
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8 CSP DIFFUSION PROCEDURES 

The CSP diffusion procedures will include the following stages 

The gathenng of people's vlews, opinions and the analys~s of possibtl~ties to create and use 
an informatlon system on customers and thelr level of satisfaction 

H The use of t l s  informatlon system by all customers and partners In thelr dec~slonb-makng, 
which requires system by all customers and partners in their decision-malung, wh~ch 
requlres a certaln kind of creat~vlty In order to make such system access~ble This requlres 
tools which can be eas~ly uses by grassroots customers, thus based upon the use of images 
and transcnptlons into local languages 

H A large diffusion of these tools and the use of appropnate cornmumcation mechmsm 
whlch must enable the translation of a wllllngness to change (as expressed by the people) 
Into concrete actlons 

In the usage process of the CSP, the management and monitonng system descnbed above will 
allow users to collect, select, codifL and restitute vmous types of data on customers and the~r 
satisfaction The quest~on is, using the cont~nuous monitonng - evaluation system of the CSP, 
to assess whether the planned activltles are st111 pertinent, I e, whether they can guarantee the 
satisfaction of grassroot customers' needs One should be able to track the progress made on 
the expected changes in grassroots customer vlslon and behavlor Through an ongolng 
revlsion process, the CSP will generate an important mass of ~nformation whch w~ll  then be 
used to Improve the ~mplementation of act~vittes as well as the content of the plan itself 
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Graph~c 5 Framework for the mon~torlng of customers' sat~sfaction 
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ATTACHMENT I 

CSP PREPARATION METHODOLOGY 

Prellmlnary m e e t l n ~  for clarlfvlng expectat~ons, and revlewlnE documents 
Vanous meetings held with the Director, USAID teams and CCPP members have helped to 
define USAID activities and to clarify expectations w~th  respect to the CSP 
Various documents presented to the consultants were also analyzed in order to have a better 
understanding of the re-englneerlng process 

Preparation and valldat~on of the working plan and CSP preparatlon 
methodology 

One of the major principles guiding the CSP preparatlon methodology is the participation of 
stockholders and the validation of major documents by the CCPP made of government 
partners, NGO's et USAID 

Data Collection 
The methodology whch was defined at the outset and was later validated bv the CCPP has 
allowed the contractor to meet and discuss w t h  the varlous partles involved in promoting 
USAID activities as well as w ~ t h  other partners working in the same zones These discusslcns 
were conducted on the basis of a check-list focusing on the type of activit~es, management 
mechamsm, difficulties encountered, development vision and the satisfaction of major needs 

The SFPO (success, falures, potentialities <and opportumties) and ciass~ficatlon waq analyzed 
following different steps identification, preparation, euecution, monitoring evaluation and 
means for conducting activities 

These types of meetings were held in all regions In each region all types of activities 
undertaken by each SOT were analyzed Dunng these meetings, activities launched by other 
development partners such as GTZ (the German Cooperation Agency), FAO, the Netherlands, 
FDA, ACDI, the European Union (EU), etc were also assessed 

Data analysls and preparatlon of workshops 
Information analysis helped to draw lessons about USAID interventions dunng the last few 
years and t o  synthesize different recommendations which came out dunng prelimnary data 
collection These make the present document 
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Information exchange workshops 

* Reglonal workshops 
The sharing of information and results of preliminary data analysis is one of the major 
participatory principles guiding the methodology For the entire preparation process, four 
regional workshops were organized in the following regions 

- In Ziguinchor with USAID partners and customers as well as with others 
actors working in Zigulnchor and Kolda , 

- in Kaolack with customers from Kaolack, Fatick and Diourbel , 

- in Louga for customers fiom Saint-Louis and Louga and finally, 

- in Thes for customers and partners from Dakar and Thies 

These regional workshops have allowed the team to share all information collected on the 
field during meetings with USAID partners and customers as well as with others partners 
conducting activities in the areas visited and to discuss and complete data collected during 
previous phases 

The workshops also have helped participants to formulate concrete recommendations on 
certain issues such as hnding mechanlsms, actors role and responsibilities, CSP principles and 
limlts 

Natlonal workshop 
The substance of the national workshop held m Dakar was drawn from regional vvorhshops 
conclusions It also followed the same iterative logic Most important, this workshop has not 
only helped to share with regional representants, USAID and CCPP members the information 
gathered from the regonal workshops, but also helped to deepen the collective thlrhng on 
issues deemed paramount to participants The workshop has particularly helped to improve the 
mechanlsms whlch can be adopted for a better involvement of local people in all phases of 
project development A focus was also put on how to advertize the CSP and to make it work 
(operational) 

Worklng wlth USAID teams to make adjustments 
Worlung meetings will be held w t h  different USAID teams in order to get feed-back about 
poss~b~lit~es for using the CSP after they have read the draft whch wtll be subrmtted to them 
These meetings will focus on operational Issues such as testing the conditions and mechamsms 
suggested for undertaking on golng activities 

Validation by CCPP members and restltutlon of results to USAID 
After getting feed-back on the draft report and defimng means to operationalize and advertise 
the CSP, a validation meeting was held with CSP members 


