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1 BACKGROUND AND INTRODUCTION

ThIS trammg for the MUllstry of Trade, TourIsm and Industry and the Guyana
NatIonal Bureau of Standards, forms part of a BEEP Consultancy

IIProVlslOnal services to the general public and the private sector IS

a major component of the Mrnlstry's miSSion At IIpornts of contactll

between staff and the public, both personally and by phone, are employees
and supervisors With little or no exposure to effective methods of dealing
With the public As a result, the Ministry's profeSSional Image and ability
to deliver services IS negatively affected Staff Within both the diVISions
and agencies would benefit from effective commUMICatlons and the
adoption of a 'consumer service' approach to the public ,I

2. SCOPE OF WORK

\.'" The Consultant will

(a) Assess the need for specIfic aspects of commUnICatIOn and
customer serVIce trammg through observatIOn and mterviews
WIth members of the staff

(b) Prepare a trammg deSIgn for the workshop seSSIOns

(c) Conduct the workshops

(d) ASSISt the Consumer AffaIrS DIVISIOn and the GNBS WIth
the deSIgn of a system of receIvmg, recordmg, channellmg
and follow-up complamts

(e) PrOVIde trammg to the hot lme staff m mteractmg WIth the
publIc and respondmg to complamts '>

(Please refer to p 25)
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3. SUMMARY OF DIAGNOSTIC SURVEY
Prior to Workshop

Pnor to begmnmg the workshop, I arranged bnef one-on-one seSSIOns wIth 33
persons m the MI11lStry and Bureau ThIs was essentially to find out

what people's Jobs were
how they felt they were contnbutmg to the objectives
of the Mmistry or Bureau
what theIr concerns were,

and
what were theIr expectatIOns of thIS consultancy

ThIS was an Immensely useful exerCIse WhIch enabled me to gIve speCIfic focus to
the workshop on Customer Care (dealIng wIth the Internal and the External
customer)

There seems to be a tremendous amount of talent and goodwIll unexplored m the
Mmistry Many are anxIOUS to do a better Job despIte theIr poor salanes Many
long to be apprecIated for the efforts they are makmg They want to work m a
happIer more pleasmg envIronment - an envIronment WIth a lIttle less stress
Many are aware of the phySIcal effects of too much office stress and want to aVOId
these The Internal Customers are crymg out for attentIOn m order that they may
be m a pOSItion to delIver a hIgher qualIty product

Below are some of the sIgl1lficant statements made by staff members dunng the
survey

'There IS an absence of teamwork"

"We are working at half-strength There are many vacancies"

"Morale In the organisatIOn IS very low"
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"We are definitely not presenting the right Image either Internally
or to the public"

"Our Seniors at the top need to see eye-to-eye for the good of the

Ministry"

"We need a Ministry Newsletter as this will assist organisatIOn

climate"

"There IS an absence of supervisory skills"

"There are Instances when members disagree with each other loudly
In front of members of the public"

"There IS an absence of Internal security"

Cabinets have no locks Desk drawers have no locks
There are few working fans

Some lights take 15 mlns to come on"

"Our Internal physical environment needs some attentIOn

There are not enough chairs, chairs have broken handles or
torn upholstery

ThiS IS not a customer friendly place"

"Our external phySical environment at the Ministry IS a cause
for grave concern Outside our windows are stacks of broken
cabinets, old desks, chairS, fans, tables, book cupboards -

all In a state of disrepair and piled one on top the other"

"Does the staff really understand Quality Service?

I do not think so"

"Do we know what the consumer really wants'?"

",here IS a scarcity of People Skills Within the Ministry"

3
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IIThere are persons with a great deal of technical ability,

but no People Sklllsll

IIThere IS need for the projection of a positive Imagell

11There IS need to stress with the Heads of Departments that

what IS learnt rn this workshop should not Just be filed, but

Implementedll
,

IISupervlsors ought to set the example Often they do notll

IIMany of us regret the disunity rn the Mrnlstryll

IIWe do not seem to understand our rolesll

III am concerned about the attitude of those persons who hide
Itlformatlon from colleagues, because It will make them feel and

look better than their colleaguesll

IIThlS Ministry IS not moving on II

IIWe seem III-equipped to handle Consumer Affairs It cannot

be done by persuasion only We need legislatIOn It cannot

contrnue to be the voluntary programme It was"

IIWe need to move to the next stage of compelling people to

listen to usll

"I am concerned about our Inability to take persons to Court
The matters must first go to the A G 's Chambers and there It
takes a long time In the rnterlm, consumers go behrnd our

backs and pay money to solve or end the matter"

"Our staff relatIOns are very poor"

"ihere are not enough rnter-departmentallinks/communlcatlOn"

4
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"There are many problems with front-line staff"

"Many are not trained to do the Jobs they are dOing"

"Internal commUnicatIOn In the Ministry IS poor It came up

at the last retreat but nothing has been done yet"

"There are many proposals on paper, but little action to date"

"There are not enough meetings for us to share We need to
know what IS happening In other divIsions"

"There are too many Inter and Intra divIsional conflicts"

"We need much help with Interpersonal relatIOns"

"There IS not enough liaison with our superiors"

"We need to appreciate each other more"

"Many of us are too stressed out but no one IS even noticing"

"There IS too much confltct In this Ministry - more than our

share and It IS affecting the morale and the performance of
the staff and ultimately the external customer It IS
cascading down and the JunIOr staff IS aware of It too"

"New staff IS not Introduced around the Ministry"

"I am concerned about the attitude of the Accounts staff"

"I am concerned about the lack of standards In the Ministry"

"Loud gossiping and congregating In the Ministry IS affecting

our Image"
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"Some persons In thIs Ministry do not speak to each other"

"Several of us need an attItude change"

"I am concerned about the lack of technIcal training for the

Bureau staff"

"We are employing at the Bureau a group that IS Just out of
school On-going training IS therefore a necessIty"

"There IS not enough formalizatIOn of Bureau procedures

"There IS not enough on-going training at the Bureau"

"We need to adhere to the systems we have In place both at
the Ministry and at the Bureau"

"We need to practice baSIC management techniques"

"/\t the Bureau, we need testing facilities"

"Lines of authOrity/Chain of Command often Ignored at the

Bureau ThiS diminIshes the authOrity of the Supervisor"

''There IS lack of profeSSionalism among staff"

6
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4. OBJECTIVES OF TRAINING WORKSHOP

"To sensItIze employees about what would enhance the

quality of the day-to-day relatIOns between staff member
and staff member and staff member and customer thus

enabling the provIsion of supenor service to all customers,
Internal and External"

Anticipated Output

That after Training

(a) particIpants would demonstlate the behavIOur of a
customer-focussed orgamsatIOn

(b) particIpants would answer the telephone usmg unproved
telephone techmques and manners

(C) particIpants would demonstrate m theIr day -to-day relatIOns
WIth each other and WIth VISItors, Improved mterpersonal

relatIOns and unproved office etiquette

7



5. NAMES & DESIGNATION OF PERSONS TRAINED

CUSTOMER CARE WORKSHOP

MINISTRY OF TRADE TOURISM & INDUSTRY

AND

GUYANA NATIONAL BUREAU OF STANDARDS

BATCH NO. I

DATE & DURATION: Frl May 16 9 - 12 noon, Mon. May 19 9 - 12 noon
and Tues May 20 9 - 12 noon

NAMES OF PARTICIPANTS

NAMES

1 Shellone Reynolds

2. Avonle Lekha

3 Wlllet Hamllton

4. Rowena Flguelra

DESIGNATIONS

Technlcal Asslstant

Reglstry Sup (ag)

Trade Consultant (ag)

Accountant

LOCATION

MTT&I

II

"

II

I

5

6

7

8

9

Joseph Cumberbatch

Jormonlca Walcott

Cllfford Zammett

Karen Prlmo

Adrlan Balgobln

Snr, Consumers Aff Off

Forelgn Trade Off (ag)

Snr Forelgn Trade Off (ag)

Receptlonlst

Inspector

"
II

"

GNBS

II

I
I
I
I
I

10 Tracy Ann Seaforth

11 Othnell Greene

12 Shal1endra Hal

13 Claudette Haynes

14 Debra Gll1

15 Mlnerva Inverary

Asst to PRO/Clerk

Inspector

Inspector

Snr Personnel Offlcer

Informatlon Asst

Informatlon Asst

8

II

"

II

MTT & I

GNBS

GNBS
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16 Ablgall Danlels L1CenSl.na Clerk MTT& I

17 Susheelwantle Ramnauth GNBS

18 Margaret Frank Stenographer GNBS

19 Paul Wharton Dlrector Consumer
Affalrs MTT & I

20 Klm Valentlne Snr For Trade
Offlcer MTT & I

21 June Hyman Confidentl.al Sec (ag) MTT & I

22 Sharon Davld Development Analyst "

23 Vanessa de Leon TyplSt Clerk GNBS

----------000000----------
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CUSTOMER CARE WORKSHOP

MINISTRY OF TRADE TOURISM & INDUSTRY

AND

GUYANA NATIONAL BUREAU OF STANDARDS

BATCH NO.2

DATE & DURATION Wed May 21 9 - 12 noon, Thurs May 22 9 - 12
Thurs May 22 1 30 - 4 p m.

I
I
I
I
I
I
I
I

NAMES OF PARTICIPANTS

NAMES DESIGNATION LOCATIONS

1. CynthJ.a CalJ.stro SecurJ.ty SAS MTT & I

2. LaurJ.en Butts OffJ.ce AssJ.stant MTT& I

3 ShJ.rley Bess TypJ.st Clerk MTT & I

4. BrJ.dget MorrJ.son DJ.r. of Industry (ag) MTT & I

5 EdJ.th Parag Snr Reg Sup (ag) MTT & I

6. Iva Boucher TypJ.st Clerk MTT & I

7 DomJ.nJ. "hl1J.ams LJ.censJ.ng Clerk I MTT & I

8. DesJ.ree NJ.enkerk LJ.censJ.ng OffJ.cer (ag) MTT & I

9 QUJ.ncy Nurse OffJ.ce AssJ.stant MTT & I

10. Marcellene Browne Conf. Secretary GNBS

11. MaxJ.ne Solomon FJ.lJ.ng Clerk GNBS

12. MJ.gnon Hope Accounts Clerk III MTT& I

13 Angela Emanuel TourJ.sm Dev Off /PR MTT & I

14. Donna Marshall Research Analyst MTT & I

------000000------
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6. DETAilS OF WORKSHOP PROGRAMME
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7. WORKSHOP METHODOLOGY

The workshop was hIghly partIcIpatory The Consultant aVOIded the lecture
presentatIOn mode Very bneflecturettes were gIven for concept gUIdance We
drew on each other's expenences to Illustrate or clanfy theones and behavIours
and to underscore "Lessons to be learnt"

There was a QuestIOnnaIre, syndIcate work and presentatIOns by vanous
group leaders

PaItIclpants benefitted much from several handouts plOvided

12
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EVALUATION
• CUSTOMER CARE WORKSHOP

8. SUMMARY OF SOME OF THE RESPONSES
given by Participants - Batches I and II.

Question 1:

Were the Workshop objectives aclueved?
All partIcIpants smd YES

Question 2:

WhIch part of the programme was most useful to you?
Several persons gave more than one response

6 smd "Needs of the Internal Customer"

10 smd "Telephone Techniques"

6 smd "Self-confidence - Self Esteem
ll

7 smd "All Sections of the programme"

3 smd "Commitment and Non Commitment to shared values"

6 smd "Charactenstlcs of Customer-focussed Organlsatlon ll

2 smd "Who IS a Supervisor?"

4 saId "Group Exercises"
8 smd "Personality Charactenstlcs"

3 smd "Core Values"
5 said IICustomer Care"
3 said IIRoie of Front-Line staff"
2 said "Office Etiquette"
5 saId "The Internal and the External Customer"

13



4 saId
2 saId

Question 3:

"Deailng with complalnants"

"Physlcal envlronment"

I
I
I
I
I
I
I
I

In what way wIll thIS workshop help to Improve the Image of the MInIstry
of Trade, TourIsm and Industly and the Guyana NatIonal Bureau of
Standards'?

"ThiS workshop was very good It has motivated staff to Improve

their daily operations"

"Members of staff need to practice the techntques learnt"

"We now know what we need to do to change our phySical

environment"

"We should now be able to communicate more clearly"

"We have learnt how to deal more courteously With the

customers - Internally and externally"

"ThiS workshop has made members of staff more aware of their

duties and obilgatlOns not only to themselves but also to the

Ministry and to the public ThiS workshop should make them more

capable of serving the public"

"The reception customers receive would be of a higher quality
because of the knowledge the entire staff gained from the

workshop"

"The staff at the Guyana NatIOnal Bureau of Standards would
answer the telephone more effiCiently"

"It would help us only If all that was said at the workshop IS

14
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put Into practice"

"We now know what IS the right way to do things"

"Front-line staff would be better equipped to demonstrate the

customer-focussed attitude"

"We have been made conscIOus of undeSirable attitudes which we
have been exhibitIng that need to be changed"

"We now have valuable information on "Customer Care"

"ThiS workshop has helped us to be more customer-focussed and

to have a caring nature when dealIng With customers"

"ThiS workshop wIll Improve the Image of IRD If all levels of
staff partiCipate Maybe at the end of It, our team Spirit

Will be buIlt"

"The staff of the Bureau who attended thiS workshop Will now be

able to adopt a different approach when dealing With customers

and answering the telephone"

"ThiS workshop has traIned and eqUipped only some members of
staff to be more effiCient and polite They ought therefore to
put these Into practice and thus enhance the Image of the
Ministry of Trade, TOUrism and Industry We are now customer­
oriented"

"The phySical surroundIngs of the Bureau Will be worked on

Staff Will have better attitudes to their work and to the

organisation thereby ImprovIng the Image of the organisatIOn"

"Staff Will be able to relate courteously to Customers on the
telephone and In person, thereby Improving the Image of the
Bureau of Standards"

15
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"With resources, this workshop can mean a lot to this Ministry

The co-operatIOn and assistance of the rest of the staff and
Administrative Officers are vital"

"The Ministry should Internalize the core values, the partIcipants
suggested"

Question 4

What follow-up actIOn would you lIke to see III order to ensure that

pOSItIve changes III customer serVIce take place at the MInIstry of Trade
TOUrIsm and Industry and at the Guyana NatIOnal Bureau of Standards?

There should be a one-day Workshop for all staff In the last

quarter of 1997 to treat With the areas covered In thiS
workshop It Will be a refresher course for those who have done

the workshop"

Take measures to enhance your offices, If they are unattractive"

"I'd like to see a clock In the lobby area of MTT&I, a Directory

Board and an Events Board

I'd also like to see all staff as part of thiS programme Everyone

needs to know what was done on the programme If they are to
participate In our recovery exerCises
"I'd also like to see employee welfare given some more attention"

"I'd like to see the lobby area at MTT&T made more attractive
I'd also like to see a similar workshop such as the one we did,
conducted for Top Management so that they can work hand 1M

hand With us for Improvements In the Ministry of Trade, TOUrism
and Industry"

"There should be an emphaSIS on Dress Code The way staff IS
attired does Influence the Image the public has of the
organizatIOn"

16
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"The physical surroundIngs of MTT&I are very untIdy Some work

should be done In this area"

"I would like to see more Unity In the Ministry of Trade There

should also be wider participation In these trainIng programmes"

"All SenIOr staff at the GNBS should do thiS workshop It IS very
useful for all staff and will help us as a team to work on In
ImprovIng standards at the Bureau" There IS no 'Team' at

GNBS"

"I'd like to see the Reception area at the Bureau developed It IS

embarraSSing to have persons talk badly about the place where

you work It IS the first place the member of the public sees when

he/she arrtves "

"I thInk Ms SInclair, you should be asked to come and traIn other

staff In Customer Care, Telephone Courtesy and OffIce

etiquette"

"Staff who were at the workshop should talk to other staff who

were not at the workshop and encourage them to change their
ways, attitudes, etc"

"These programmes should be run on a regular basIs"

"The tOpiC 'CharacteristIcs of a Customer-focussed

organisation' should be run for the entire staff at GNBS"

"I thInk that GNBS should spend some resources on makIng the

organisatIOn more customer-oriented"

"Programmes of thiS type should be held for Senior functIonaries
at the Ministry of Trade so that they get exposed to what we
were exposed to - acceptable patterns of behaViour In a
customer-focussed organisation"

17
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"I would like to see committees set up ImmedIately for our

customer-focussed proJects"

II"d like to see less politics In our efforts to enhance our

Mlnlstry"

"I would like to see the Implementation of Core Values that were

listed dUring the workshop"

"More Internal activities that would encourage staff members to

Interact on a cordial basls"

"An evaluation be done to assess the level of Improved

performance after a period of time II

"A workshop on "Supervisory Management""

"Quick action on CFP - on Customer-focus ProJect"

"I would like to see us all valued by our Seniors as Important
staff of the Ministry and the Bureau regardless of our level"

"I would like Senior Management to give ItS full bleSSing to the

Implementation of a Customer Care programme In the Mlnlstry"

18



Question S·

Any other Comments on the Workshop?

"The Workshop was well organized"

"Time was well-managed In conducting a programme

of this nature"

'This was a great learning experience I hope to be part

of a lot more In the future"

MTT&I & GNBS

9 Participants Views on·

What prevents you as an employee from offerrng to the public a
higher quality of service?

I
I

2

"The staff needs training In all areas Training IS not a priority In

this Ministry"

"Our security guards need training They are the first POint of

contact when the public VISitS"

3 "We are not clear on our functIons"

4 "The receptIOn area at the Bureau of Standards IS unattractIve
Some work needs to be done to make It more customer-fnendly"

I
I

I
I

5 "rhere are no directIOnal sIgns at the MinIstry of rrade, no
events board to help the customer"

19
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6 "There IS poor office communication The staff feels alienated
when activities are being organized around them and they are
left out This Influences our attitude to service"

7 "Feedback IS not given to the ReceptIOnist commending or
correcting her"

8 "Generally, among all staff, weaknesses need to be recognized,
discussed and corrected"

9 "There IS no unity and no team work at the Ministry of Trade"

10 "There IS an absence of customer orientatIOn at the Senior level"

11 "There IS Inadequate staffing so customers do not receive
prompt service"

12 There are Inadequate facIlities for customer comfort, Internal
and external customer"

13 "Some employees are very discourteous They far! to report their
absence from work and are habitually absent"

20
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10: Some General comments on the workshop made by
participants and some suggestions as to the type of
follow-up action they would like to see.

"Frequent checks should be made by the consultant to see If

adequate systems have been put It1 place"

"I would like to see progress at the Ministry before I leave on
retirement"

Programmes like these should be held for staff at all levels
including senIOr managers so that they understand the concept

of the Internal Customer They are the ones to set the example
for others to follow"

"A workshop like this should be held for all the staff of GNBS"

liAs a result of "CFP" the physical environment would be

encouragmg and conducive to work mil

"I will like to see everyone practicing everythmg we have done
dunng this training workshop"

"Be polite to Junior staff despite their deslgnatlons"

"I have learnt a great deal"

"This IS the first time that I ever got sent on a workshop In the
Ministry and I hope that we would have many more workshops for
staff"

"I committed 80"/0 of the errors that demonstrated non­
commitment I was very uncomfortable"

21
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"More social activities are needed In the Ministry"

"Do an evaluation after a period of time to assess the level of

Improved performance"

I think that the workshop has achieved ItS objective I have
learnt a lot and am sure all those who participated Will say they
are the wiser However, I do strongly urge that
recommendations that all senior managers and the P S give

their full bleSSing to the Implementation of a CFP In the Ministry"

"Head and JunIOr staff should work hand In hand to make the

Ministry of Trade a better place to be In"

"I would like to see unity In the Ministry"

"Time was managed well In conducting a programme of thiS

nature"

"There IS no team-work at the Bureau There should be a

programme for the entire bureau staff"

"ThiS programme should be run on a regular baSIS and heads and

senior management must assist and co-operate With the Junior

staff to Improve the Image of the Ministry"

"A separate sessIOn for all on the characteristics of a

customer-focussed organisatIOn"

22



11: Vision Statement for the Public Service
arising from Commonwealth Secretariat

Strategy Workshop
for Permanent Secretaries

held in May, 1997 at Ogle.

Permanent Secretanes decided on the Following

"By the year 2007, the Guyana Public Service would be a

Customer-driven InstitutIOn acting as facilitator to develop a

relatIOnship with Its social partners to provide quality service
for all"

ThiS was used on the Customer Care Workshop to indicate the relevance
of what we were dOing The leaders of the Public Service were thinking

the same way and had gone as far as highlighting Customer Care and

High Quality Service In a VISion for the Public Service

23



12. Practical Project Arising from Training Workshop on
Customer Care

Narrative

A donatIOn of$2,000 (G) IS bemg gIven to each of the two Workshop
Groups at MTT&1 and by NBS to begm a mIcro project to Improve the
orgamsatIOn"s Customer Care Programme

• The partIcIpants have named the project

"CFP -1j;2,OOO mltIatIve"

CFP IS Customer Focus Programme

24

wIll do what needs to be done

wIll dehvel the reqUIred product on July 16, 1997

There was heIghtened 111terest 111 the practIcal workshop project I look
forward to seemg the product on July 16, 1997

Mmerva Inverary

KarenPnmo

GNBS

Avome Lekha

MTT&I

Claudette Haynes

Fmance Manager

Project Manager

ate to decIde what specIfically wIll be done 1 e the nature of the
project

The workshop partIcIpants (subject to the approval of the Pelmanent
Secretary)

I
I
I
I
I
I
I
I
I
I
I



13 Consultant's Comments and Recommendations

13 1 Status of Scope of Work

SCOPE OF WORK

The Consultant wIll

STATUS AT JUNE 12

25

Attendance dunng the trammg programme was good

13 2 I enjoyed Impartmg thIS knowledge Just as much as the partiCIpants
enjoyed receivmg It There was a high level of partiCipation m all aspects
of the programme and much enthUSiasm was shown fOl the practical
workshop project, both on the part ofMT&T and that of the GNBS Both
groups were very receptive mdeed

I
I
I
I
I
I
I
I
I

1

2

3

4

5

Assess the need for specIfic aspects of
commUl1lCatIOn and customel serVICe
trammg through observation and
mtervIews wIth members of the staff

Prepare a trammg desIgn for the
workshop seSSIOns

Conduct the workshops

ASSISt the Consumer Affairs DIVISIOn and
the GNBS wIth the desIgn of a system of
receIvmg, recordmg, channellmg and
follow-up complamts

PrOVIde trammg to the hot-hne staffm
mteractmg wIth the pubhc and respondmg
to complamts

Completed

Completed

Completed

Completed

Completed



Adequate physical arrangements were also made for the seSSlOns It was a
stram while we were m the board room downstms downstans trymg to
compete with the generator next door, but we managed m the end to make
ourselves heard and understood

13·3 Recommendations

13 3 1 There needs to be a conSClOusness of the needs of the Internal as
well as the External Customer Some small corrective measures If taken
can go a far way towards bUlldmg morale

13 3 2 The views of the participants on

26

13 4 The MInIstry needs to revIsit ItS MISSIOn Statement for
appropnateness and ItS ablhty to energIze staff

I
I

-
I
I
I
I

13 3 3

1334

(a)

(b)

what prevents them from offenng a lugh Quality of Service

the evaluatIOn form especially QuestlOns
should be taken senously and action taken where
appropnate

There seems to be an unusually large number of officels
"actl11g" Tlus can affect office morale Some attention
needs to be pmd to thiS With a view to seekl11g confirmation
where appropnate

There needs to be a strategic approach to Human Resource
Development m the Ml11lstry Many skill gaps became
ObVIOUS dunng my mteractlOns With the staff of these two
groups However, there seems to be no concelied plan to
deal With the Tranung aspect of HRD I suggest that IDCE
be approached to do l11-house English upgradmg classes ­
pat t of one-day per week IDCE IS domg thiS type of
programme for many other agencies



I
I

I
I
I
I

13 5

13 6

13 7

138

13 9

13 10

The MInIstry and the Buteau need to develop a "VIsIon Statement"
and to make It aVaIlable to all departments and dIvISIOns

The MInIStry needs to Ie-examme ItS mternal commUnICatIOns
strategIes Regular and relevant office commUnICatIOn IS cnttcal to
a healthy office cltmate

There needs to be a Trammg Needs Assessment done to IdentIfy
skIll gaps and speCIfy the competenCIes needed to achIeve the
MIll1Stry'SobjectIves

There should be on-gomg programmes of Trammg f01 the
staff of the Mmistry and the Bureau

There should be an "Upgrade Your Management Slolls"
plOgramme for superVlS01S

That SenIor management should lend support to the practtcal
workshop project m the MIl1lstry/Bureau Apart from bemg a
morale booster, It promIses to bUIld team spmt as It uttlIzes theIr
Ideas and then mnovattveness for the benefit of the organIZatIOn
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