CLIENT FEEDBACK SURVEY
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A. Background information on respondent

Please indicate which category best describes your current occupation/institution:
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Hrime Minister, Permanent Secretary, Minister, Pariamentanan
Employes of 3 Minstry, Ministenal Deganment or Implementation Agancy
(nahonal and local wwals )

Uther donars and firancial parnes

Privats Sectar Organization

! Civil Society (Acaderna, Meda, Mon-Gaovernmentzl Organizations,

Church Organizations, efc )
Warld Bank staff {Headguartars)

I Warld Bank siaff [Resdent Mssion)

Length of invalvement with Bank activities:

L
a

Ligg than 2 years
T yaars and more

Occupation in my organization

o
X

Director or eguivalent, and above
Crther

B. WORLD BANK, IN GENERAL

To what axtent do you feel the World Bank has been effective in helping your country in sach of the
following? Fill in ONE answer for each line across:

Mot at &Il Toa Littls Tosome ToaGreat Toa
Extert Exfmnd Extent great Extent
1. improving the status of the peor D D @D m @
2. Investing in peopia (human deveapment) D @D @ D =
3. Promobing econarmee growth and emplayment @D & 5 @ o 4 8!
d | the armiroament, m an D D 8]
3, Supporting the development of the private sactor (1D D i) D @m
§. Strengthening public sector agencies @ 5 @ W, o

To what extent do you agree or disagree with each of the following? Fill in ONE answer for each

line agross:

Strongly Agrea  Meither Agres Disagres Strongly
Agres maf Dizagres disagres

7. The Bank is committed to quality ) -3} ¥ 5] @ a

& The Bank istans to itz clients o 83 @ D D

g The Bank brings useful intelectual and T o @ o 0

techrucal kno

10. The Bank does things quickly nn] - @ 8] 43

11. The Bank is flesbie D 0 @ W] m

12, Bank policies and practices are easy to @ 4 ) @ m @

understand and implement
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don't
Strangly Agres :ﬂhl-— Disagres  Strongly I
- 13. Your Bank's counterpart s decision-making @D m @ @ @ a
- |mh mm neads
- 14. Bank stuft soek E]ﬂiﬂum o o @ @ @ m ®
o beneficianes in ther work
—-— 15. The tima spent fram project identificaton to @ @ @ %] @ @
- loan approval is reasonatie
: 1H.TManHhmeuﬁhﬂmm 4] -] @ @ 4 3] &
- 1r.mmmmw’ @ ® o @ @ ®
: 18. SUPETVISIon in country by Waorld Bank @ @ @D @ @I m®
— mm
- 19 The Worid Bank is more interested in the [y D &3 @D & @
Sevalopment impact of its acsans than in the
number of loans it makes
- 20. Bank staff working with your country speak @ @ @ 8] @ 0.3
- with ane vaice
- 21. Bank consults and coardinates with other D an @ m @ B
- donors effectivesy
- 22. The amount of paperwark requred by the s (43 @ @ @
Bank % accaptable

C . RELATIONSHIPS AND COMMUNICATION (“DIALOGUES")

We would like to ask you about the “human” side of the business, that is, your relationships

and communications with the Bank and its employees.

How would rnu rate the World Bank and its employees with wham you deal on each of the

following? Fill in ONE answer for each line across:

Exgellent Good So-so Paar :ﬂ Mot spplicable

- HﬂﬂwﬁghmmHﬂWhuMW @D o @ @ @ &
= 24, Being accessibie 1o you @ D D ] Lt ]
= 25. Spectically seeking contnbution & invalvement 8] i &) (5 @ 43 @
= hﬁmﬂ:n
- 28 salution jointly with key stakeholders (a.g . Govi stall, D @ @ 23] @ 6 3]
- NGOs, , beneficaries and ather partners)
- 27 Being trusted advisors In your couniry ® @ ® @® ®
= 28, Beng easy to do businass with @ @ @ @ @ o

wmmmmmmam Bank staff in each of the following? Fill in ONE answer for each

ACross:
Excellent Good So-s0  Poor  Very Mot applicable
por

— 25, Technicaily competent @ 83 @D el 1] an
- 30, Good inter-parsanal skills an] @ ¥ ] D @ 13
- 3. Knowiedgeabies about your country s @ @ @ @ ®
— i
- uwmhmwmh @ @ @ @ @ @®
- Secinr
- 33. Sharing ther knowledge with you @ a0 D @ D 3]
—
— 34, Adapting ther knowledge ' your country needs m i 5] @ @ @ @®
- 35, Finding new solutions to probiems @ X a @ @ @
= 35 Beng straightforsard with you @ @ @ @ @ @
- 37 Hawvng technical skils relevant to your situation @ a0 D @D ¥ 3 L3
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D. NON LENDING SERVICES (Advice, Technical Assistance, etc)

Now, would you rate the Warld Bank on the job it has been doing in providing the
following services? Fill in ONE answer for each line across:

Excellent Taod So-Ro Poor Very poor  Mat applicable
38 Poverty assessment M (4] @® @ @ @&
. Emwranmental assessment @ 4 ] @ @ @ @
' Bereficiary assessment @ &8} @ e w] @D @
41, Private sector assesament @ @ ¥ u] D % 5] &
42, Economic studies {an] X @ = @ an
43, Sectar studies i) @ #3] @ m (3]
4. Advising on development sirategies () 4 o] D e i 8| E

E. LENDING SERVICES

Overall, what is the impact of World Bank lending in your country? Fill in ONE answer
for each question across:

Excallant Goad So-50 Poor Very poor Mot applicable
45, Owerall econamic an] 1 4} (#] W] @ L]
ﬂumnhnm’m an| % ] 3] @ 4 ] @
47 Improving the iife af the poar | 5 5] [ 3] ey 8 o )
48. Strengthening of the crivate sactor O 8] @ o @ =
40, Strengthening of public servces (D (-] @ QD &I &
50. Safeguarding the emwonment (D @ @ o @ @®
F. WRAP UP

We close the survey with a few general questions.

51. In summary, how satisfied are rﬁu with the World Bank? (its products, services,
the way it deals with you, etc...) Fill in ONE answer:

52. Over the last two years, have noticed any change in the effectiveness of the
World Bank? Fill in answer: _
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53. Over the last two have you noticed any changes in the client-focus of the
World Bank? Fill in ONE answer:

54. Over the last two years, have
Bank's products and services 7

noticed any changes in the quality of the
ONE answer:
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55. There are many ways to describe the relationship between the Bank and its clients.
Listed below are a number of such descriptions. Please indicate which one best
describes the kind of relationship you have with the World Bank today. Fill in ONE
answer:

L Partnership relationship  The World Bank and its employees work with us as a true
“partner,” solicit our ideas and strategize with us, identify with our
s, are proactive with us as a matter of course, use our
back 1o improve, pravide us with a real competitive advantage,
frequently exceed our expectations, have very frequent contact at
all levels in our country

T Knowledgeable and value-added relationship

The Bank staff understands our country, knows our current and
future needs and requi tries to be proactive, is interested
in solving our problems with tailored products/services, meets
and somatimes exceeds our expectalions and service levels

@ Responsive relationship  The World Bank does what we ask and Iy meeis our
deadlines, asks what we like and don't Ig, is good at being
mwmwnm, is a consistent and good provider of
an cE

(i) Reactive relationship
Generally, the Bank does not ask our opinion or solicit feedback and
gives us standard products and services which do nat necessarily
addrass our needs .

@ Minimal relationship The Bank does not seek to understand our needs and generally
does not seek to build relationships

56. If you have any comments that you would like to offer to help us improve our
services, please use the lines hllu;

THANK YOU FOR YOUR COOPERATION AND CANDOR.




