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Statistical Tables rall dilian) J glaad)

2019 cddhiall cuws dnaiual) Eluall g..l.\.u..l.“ s 11 Jas
Table 1: Percentage distribution of responding institutions by region, 2019

West Bank 88.6 Ay pl) Lol
Gaza Strip 3.8 . 36 g lUad
Outside Palestine 6.3 Cplaadd 7 lA
Palestinian territory occupied in 1948 1.3 1948 ale dliaal) duidandal) ga'a\ﬂ\
Total 100.0 £ 5aaal)

2019 (il s duaional) Claagall sadl) st 12 Jgas
Table 2: Percentage distribution of institutions by type, 2019

Ministry or government sector organization /semi-government 46.2 Adae A5 o) duasSa dnd of dasSa dwbe ol B)lis
or local authority

Private sector Organization 17.5 PR EQ S
International Organization 10.0 Ay e
Other organizations 26.3 Gl all Bl
Total 100.0 gsanall
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Table 3: Percentage distribution of responding individuals by selected variables, 2019

Region West Bank 80.9 Lol diall dahaial)
Gaza Strip 14.4 5 g s
Outside Palestine 4.6 Orlacds #la
Palestinian territory occupied in 1948 0.1 ol dbaal) dgddall alY)
1948
Total 100.0 gsanal)
Educational Qualification Secondary or less 0.0 i S e alall Jagal
Diploma 1.5 PO
Bachelor 32.5 Cas s
Higher Diploma 1.0 Sle asha
Master 45.9 Siwale
PhD 19.1 o) 5iSa
Total 100.0 gsanal)
Gender Male 55.7 S ial)
Female 44.3 ol
Total 100.0 gsanal)
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Table 4: Percentage distribution of website users by users type, 2019

Individual 61.1 S8 aladiu
Institution 20.6 il ladin
Both 18.3 Lagals
Total 100.0 g 5aaall

2019 pasioall diag crsaadill slas3l ¢ 38 el Sigad) g Jual il agasl Alaial) o laial) Jasil ablge s (rardiall i) aujsil) 15 Jgan
Table 5: Percentage Distribution of Users by Favorite Social Media to contact with PCBS and Users Type, 2019

Opadicall pray  Auig ) dakual) eddiee s ja a8
All Users Website users Institutions Individuals
Facebook 83.8 81.5 88.7 86.6 & ganud
Twitter 4.4 5.7 3.8 2.1 g
LinkedIn 9.4 9.3 7.5 10.3 ol .as....s
Instagram 2.4 3.5 0.0 1.0 plyiia)
Total 100.0 100.0 100.0 100.0 gsanal
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Table 6: Percentage distribution of users of the most favorite means to receive PCBS data and services by type of means, users and institutions,
2019

a3l g dwde Lol daie  dde o Bl Ve PRGN KAWL ]
Other International Private PR Cpatdiwall  dasay  Institutions  Individuals

Organizations Organization Organization Ministry or Al Ayt

Government Users

o Website
Organization o—
Phone/ Fax 0.0 0.0 0.0 2.7 2.3 3.1 1.3 1.0 slal) fuislgl)
Email 52.3 87.5 78.6 56.8 34.5 20.3 62.3 51.5 A
Website 38.1 125 14.3 324 49.8 62.7 28.8 325 (s A igal)
Visit_the U'se'rg 4.8 0.0 7.1 2.7 3.8 1.8 3.8 7.7 padd B3 JVA (e
Services Division
jogaadl claad
Bpiba
Workshops, 0.0 0.0 0.0 54 1.5 1.0 25 2.1 cdaad) iy g
Seminar, o J*“‘. .
Conferences Sipatigall cclgait)
Press releases 4.8 0.0 0.0 0.0 3.0 3.6 1.3 2.6 Ludawal) bl
Social media 0.0 0.0 0.0 0.0 5.1 7.5 0.0 2.6 Sualgil) Jibuasg
channels
gahd.:.‘a{\
Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 g ganall
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Table 7: Percentage distribution of users by frequency and users type, 2019

Osadiioal) 2aas dadual) ardica Elosu §a 28
All Users L Sty Institutions Individuals
Website users

Daily 7.5 7.5 12.5 5.7 Lo
Weekly 14.6 17.2 125 10.3 s gud
Monthly 184 20.3 27.4 10.8 Lyed
Quarterly 6.6 5.4 8.8 8.2 Ty
Yearly 4.1 3.3 3.8 5.7 (5
Irregular (when 48.8 46.3 35.0 59.3 (Aalal) tie) alitia e
needed)

Total 100.0 100.0 100.0 100.0 g ganall

74




2019 (peddiuall (i ) rase

2019 cduall £919 pidical) daay Al (e paad) s (reddlieal) A 18 Jgaa
Table 8: Percentage of users by purpose to use, and type of users and institutions, 2019

@Ja ;\.uu.ny

Slagall L Lald Lae dwnga ol 3159 e a8
Other International Private JagSa Opadidusall daial) Institutions = Individuals
Organizations Organization Organization

Ministry or All g Ay
Oroanmton S wesite
’ users

Research and 90.5 62.5 85.7 83.8 84.9 84.8 83.8 85.6 aladg Elad
Studies
Planning 23.8 50.0 57.1 78.4 33.6 29.8 57.5 314 Jadail
Monitoring and 14.3 37.5 28.6 32.4 15.7 16.2 275 9.8 agliallg 4408,
Evaluation
Advertising & 4.8 0.0 7.1 0.0 4.7 5.7 25 3.6 ety dulea
Media ’
Decision making 28.6 50.0 57.1 67.6 30.5 25.2 53.8 31.4 LAl )
Press reports 19.0 25.0 35.7 35.1 14.5 12.9 30.0 11.3 ilug o B
B
Legal issues 0.0 0.0 14.3 10.8 5.9 4.9 7.5 7.2 Iugl algi
Other 4.8 25.0 0.0 16.2 13.3 14.9 11.3 10.8 ETS
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Table 9: Percentage distribution of data users by type of data sources, users and institutions, 2019

Slwall Bl g dude Aol Ao duagSs dda ol B9 Slaa ]
Other International Private A o dugsa 4us i Institutions  Individuals

Organizations Organization Organization .
dalaa

Ministry,
government/quasi-
government
organization or
local authority

PCBS data 95.2 75.0 92.9 94.6 92.4 90.7 slaad (S5l lgal)
g.'\..gkulﬂ\

Other Palestinian 4.8 0.0 0.0 2.7 2.5 1.5 Aidaialh A e g€a il

governmental R

organizations or @

minstris data ‘

International 0.0 25.0 0.0 2.7 3.8 4.1 pall) Al g3 Sloai'ga

organizations (UN, (oor 1 9539Y) cBandiall

UNRWA...) data

Research institutions 0.0 0.0 7.1 0.0 1.3 3.2 alad) i) Elosbe

data i ’

Other’s data 0.0 0.0 0.0 0.0 0.0 0.5 an e

Total 100.0 100.0 100.0 100.0 100.0 100.0 g ganall
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Table 10: Percentage distribution of users by users type and the overall satisfaction with PCBS services and data, 2019

Individuals
Institutions
Website users
All Users

2019 «leall lgasky ) clarilly clibl) oo alall paylly Ausasjal) 58 cnun (ppadionall (ol assi) 111 Jsn

3.1
0.0
6.2
4.5

3.6
2.5
12.8
8.9

Aig S daduall gaddices
Omaddiall pien

Table 11: Percentage distribution of users by institutions type and the overall satisfaction with PCBS services and data, 2019

Ministry, government/semi -
government organization or local
authority

Private Organization

International Organization
Other Organizations
Total

0.0

0.0
0.0
0.0
0.0

77

2.7

7.1
0.0
0.0
2.5

97.3

92.9
100.0
100.0

97.5

o Loagsa daza o Blig
Llae Lo of dpagSa 40
il da

4lgd dsnuja

il gal) Al
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Statistical Reports
Statistical leaflets
PCBS Press Releases
Statistical Calendar
Statistical Indicators

Microdata for public use files
(PUF)
Statistical Atlas

Statistical Databases on PCBS
website

PCBS Facebook page
PCBS Twitter page
PCBS YouTube Channel
PCBS LinkedIn page
PCBS Instagram page

Average of Satisfaction

2019 cpaiicall divay lgis o)) dajag il g s (radiliall g,uaﬂ\ s 112 Jgaa
Table 12: Percentage distribution of users by product type and the degree of satisfaction with it and users type, 2019

Institutions

Gl oAl e
Lalas
Dissatisfied/
Very dissatisfied

0.0
0.0
0.0
14
2.6
5.7

15
3.9

1.6
2.6
2.8
2.6
2.9

2.0

Alaa
Neutral

51
5.2
11.8
20.0
6.3
14.3

25.0
10.4

30.2
66.6
69.4
66.6
71.4

23.8

uAb fualy
Ll

Satisfied/
Very

satisfied
94.9

94.8
88.2
78.6
91.1
80.0

73.5
85.7

68.2
30.8
27.8
30.8
25.7

74.2

X Bl
Lalad (yaal
Dissatisfied/

dissatisfied

78

Very

3.7
1.6
2.4
2.7
4.0
9.5

4.3
9.4

51
54
55
5.7
7.0

4.9

a8

Individuals
Alaa

Neutral

3.7
8.2
11.9
14.2
5.6
12.7

14.9
12.8

19.6
51.4
46.6
43.7
47.9

17.2

q’ap lualy
(A

Satisfied/
Very

satisfied
92.6

90.2
85.7
83.1
90.4
77.8

80.8
77.8

75.3
43.2
47.9
50.6
45.1

77.9

Lailany) i)

Liilasy) iyl

Loilasy) dydanal) cililal)
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Table 13: Percentage distribution of website users by product type and the degree of satisfaction with it , 2019

Statistical Reports

Statistical leaflets

PCBS Press Releases

Statistical Calendar

Statistical Indicators

Microdata for public use files (PUF)
Statistical Atlas

Statistical Databases on PCBS website
PCBS Facebook page

PCBS Twitter page
PCBS YouTube Channel
PCBS LinkedIn page

PCBS Instagram page

Average of Satisfaction

5.3
5.0
6.1
55
5.9
8.2
6.7
9.1
8.9

11.2

11.9

12.4

11.9

7.8

11.9
15.8
17.4
22.1
19.4
19.8
22.4
16.3
25.6

40.8

39.6

37.1

37.9

22.9

79

82.8
79.2
76.5
72.4
74.7
72.0
70.9
74.6
65.5

48.0

48.5

50.5

50.2

69.3

Lilasy) \ax)

dilaay) cpadl)

Latlany) dudanall clibul)

dlasy) dalij )

duilany) cfpdigall

alad) alaiiudl ddagall alad) culibad)

Alasy) ullay)
el Ay AN agall o Adlasy) clibyl) s\
shasdll (Sl jlgall daanssl) dsasd) dakia
(adanddl

(rabaldl) claadll el jlgall duan)l) gl dadia
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Table 14: Percentage distribution of website users by users type and the degree of satisfaction with the quality of statistical products, 2019

Individual 5.9 17.2 76.9 Sh alaiia)
Institution 0.0 11.3 88.7 iluda aladiul
Both 4.3 7.0 88.7 LagalS (Slasaay (528 aladia
Total 4.4 14.1 81.5 & 3aall
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Table 15: Percentage distribution of users by specific items on PCBS website and degree of satisfaction with it, 2019

Availability of data that you/your organization need on
PCBS website

Statistical data and related files downloading speed
from PCBS Website

Ease of browsing the website

Regular update of published data on PCBS website

Statistical data availability as time series on PCBS
website

Availability of statistical data in different formats
(PDF, Word, Excel, HTML)

Availability of indicators of the Sustainable
Development Goals 2030 on the website
Interactive indicators section on PCBS website
(indicators.ps)

Students section on PCBS website

Availability of the tool intended to help people with
special needs in using the PCBS website

Accessibility to PCBS website using different search
engines

Performance of the search engine in PCBS website
Design and consistency of PCBS website

Keeping design consistency while moving from one
section to another

The electronic services provided by the website, such
as: (calculating the link with the cost of living)

Compatibility of browsing the website through smart
phones
Average of Satisfaction

10.7

4.6

11.8
12.3
10.4

5.3

8.3

6.3

7.6
54

5.0

9.1
10.2
7.3

53

7.6

8.1

12.1
12.6

13.6
16.0
14.4

10.1

18.2
23.3

33.0
36.2

13.9
171
17.0
18.6

22.7

20.3

17.6

81

77.2

82.8

74.6
71.7
75.2

84.6

73.5

70.4

59.4
58.4

81.1

73.8
72.8
74.1

72.0

72.1

74.3
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Table 16: Percentage distribution of users by specific items on PCBS website, degree of satisfaction with it and users type, 2019

XAl
Ll oaly
Dissatisfied/
Very

Eilos3a
Institutions

Alaa
Neutral

waly/ualy
[

Satisfied/
Very

XA
iy ‘);4‘)
Dissatisfied/
Very

3130
Individuals
KV EwY
Neutral

waly/ualy
[

Satisfied/
Very

Availability of data that you/your organization need on

PCBS website
Statistical data and related files downloading speed
from PCBS Website

Ease of browsing the website
Regular update of published data on PCBS website

Statistical data availability as time series on PCBS
website

Availability of statistical data in different formats
(PDF, Word, Excel, HTML)

Availability of indicators of the Sustainable
Development Goals 2030 on the website

Interactive indicators section on PCBS website
(indicators.ps)
Students section on PCBS website

Availability of the tool intended to help people with
special needs in using the PCBS website

Accessibility to PCBS website using different search
engines
Performance of the search engine in PCBS website

Design and consistency of PCBS website

Keeping design consistency while moving from one
section to another

dissatisfied

7.6

2.6

9.0
7.8

5.1

2.6

15

1.7

0.0
0.0

0.0

3.9
51
25

51

6.3

7.7
9.1

10.3

5.3

14.7

16.7

53.8
46.2

10.0

14.5
12.7
11.4

satisfied
87.3

91.1

83.3
83.1

84.6

92.1

83.8

81.6

46.2
53.8

90.0

81.6
82.2
86.1

82

dissatisfied
12.0

54

14.4
16.3

8.3

4.3

6.2

4.7

51
7.0

2.5

6.8
11.7
8.6

7.4

10.8

10.6
12.5

11.6

8.5

19.0

21.9

30.3
26.7

8.5

13.0
12.2
16.1

satisfied
80.6

83.8

75.0
71.2

80.1

87.2

74.8

73.4

64.6
66.3

89.0

80.2
76.1
75.3

9N adgal o lgaliad A duilaay) clibul) i
ahsall (pe Al cld cilalally dilasy) clilad) Juji 4y
e

Y agall it A ggun

dhsal o 5y pdial) duilany) clibull 55l Eyasil)
A

A i) o dia) Ao Lslasy) cliball A
Basaia fuan (g AY) ghgal) o Lilasy) clibyl) i
(Excel, HTML ,Word, PDF)

2isall e 2030 daliceal) dpaiil) ilaa] cpdige g
A

A adgall Ao Aol cpdgall pisa

A adsall Ao ujlaall Ak L)

plasin) b Laldl) claliay) s baelual Laadal) 514Y)
9SS ahgal)

Al iy cilSaa aladiuls gAY dsal) ) Jsasl)
SR ghgally Galdl) dad) dias ol

A aBsal) (Baudly puanal

AT ad e JUEY) sie daduall Gulid o Blial)
eI agall s
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The electronic services provided by the website, such 6.3 20.3 73.4 2.7 21.3 76.0 38 Giludal) e cadgall gass Al dxig ASY) clardl)
as: (calculating the link with the cost of living) i ’ (L)
Compatibility of browsing the website through smart 6.1 16.7 77.2 6.1 16.3 77.6 LS 5gal) IS (a gAY ghsall el daslsa
phones ’

Average of Satisfaction 4.2 13.9 81.9 8.0 14.2 77.8 sl ugia
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Table 17: Percentage distribution of website users by specific items on PCBS website and degree of satisfaction with it , 2019

Auvailability of data that you/your organization need on
PCBS website

Statistical data and related files downloading speed from
PCBS Website

Ease of browsing the website

Regular update of published data on PCBS website
Statistical data availability as time series on PCBS website
Auvailability of statistical data in different formats (PDF,
Word, Excel, HTML)

Availability of indicators of the Sustainable Development
Goals 2030 on the website

Interactive indicators section on PCBS website
(indicators.ps)

Students section on PCBS website

Auvailability of the tool intended to help people with special
needs in using the PCBS website

Accessibility to PCBS website using different search engines
Performance of the search engine in PCBS website

Design and consistency of PCBS website

Keeping design consistency while moving from one section
to another

The electronic services provided by the website, such as:
(calculating the link with the cost of living)

Compatibility of browsing the website through smart
phones
Average of Satisfaction

10.7

4.6

11.0
11.4
12.6
6.4

10.7

8.1

10.0
5.8

7.3
11.3
10.5

7.6

6.3

8.7

9.0

16.0
14.9

16.4
19.1
16.8
11.9

18.6
253

30.6
38.1

17.3
19.8
20.4
214

24.0

231

20.0

84

73.3

80.5

72.6
69.5
70.6
81.7

70.7

66.6

59.4
56.1

75.4
68.9
69.1
71.0

69.7

68.2

71.0

AASY) gl o Lgaliad ) Auilasy) Gl s
A3 Y) aBgal a ABaY) il clilally Ailan) i) o3 A8 pun

S9N gigall mheat Al ggu

AN adgall Ao 5y gdial) duilany) clibull (gl Eyaadl)
AN dgall o dia) Aledes Liiliany) clibad) jags

Excel, ) sasia g g AN adgall o duilaay) cilibl) jig
(HTML ,Word, PDF

A ahgall Ao 2030 Lalsiunal) duail) Cilaf Spdige i
A adgall Ao Aol chdiial) adise

A adsall Ao ujlaall Ak b

sal) pladin) b Aaldll clalial) (593 baclual Laadal) 515
aAS)

Al Gy cilSma pladiuls gAY adsal) ) Jsuasl
A ahgally Galdl) Eadl daa ol

A phgal) Banuily e

el Jals AT ) and o JUEEY) die dadal) Gulil Ao Blaad)
9

£y illaal) by leaial) 1 cgigall gtk ) dig A1) cilasdl)
(A

LS 53gal) M8 (e (g Sl ahgal) il daglsa
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Table 18: Percentage distribution of individuals and institutions by specific items on PCBS social media pages and the degree of satisfaction
with it , 2019

Sl '3a 3 Al
Institutions Individuals
Hlpl e Maa fgdls s pal s Ml Al /oAl
Ll oaly Neutral = Ll gal Ul oaly Neutral Lalad
Dissatisfied/ Satisfied/ = Dissatisfied/ Satisfied/
Very Very Very Very
dissatisfied satisfied = dissatisfied satisfied
Availability of various statistical 5.6 13.9 80.5 7.7 8.3 84.0 4o siia duilan) JLAT [claglea i
information / news
Continuous publishing of the activities 14 18.1 80.5 4.2 16.9 78.9 Wikl A cldlaally Dacodld jaio JSa dall
and events implemented by PCBS .
el
Response to inquiries, requests and 1.6 18.8 79.6 9.6 7.3 83.1 cliadailly cldhally cfludinl) Ao 3l
comments
Average of Satisfaction 2.9 16.8 80.3 7.2 10.8 82.0 sl Jagia
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Table 19: Percentage distribution of website users by specific items on PCBS social media and degree of satisfaction with it, 2019

Availability of various statistical information / news 8.7 16.6 74.7 degiie dyilan) Ll fclaglea jig
Continuous publishing of the activities and events 6.7 20.3 73.0 Jlead) iany a3l cildladlly DacidU paiene JSE0 i)
implemented by PCBS )

Response to inquiries, requests and comments 9.3 29.0 61.7 cilibailly cililally cladiad) e 3y
Average of Satisfaction 8.2 21.6 70.2 a bagia

2019 e oyl dajag psgand) Glasd ad (o Badaa d5b s Ciladally 31 Guasdiall ) il 120 Jgan
Table 20: Percentage distribution of individuals and institutions by specific items on PCBS Users Services Division and the degree of
satisfaction with it, 2019

Sl 3 318

Institutions Individuals
HlpEs R Maa /a) A lEs R Haa Al /a)
Ul oaly Neutral = Ll gzl Lalai yaal Neutral Lalad
Dissatisfied/ Satisfied/ = Dissatisfied/ Satisfied/
Very Very Very Very
dissatisfied satisfied = dissatisfied satisfied
Knowledge of the Users Services 0.0 111 88.9 2.8 115 85.7 aglars jgganll Cladd and Alhge 43 e
Division employees of their duties .
Speed of response and service providing 1.4 8.2 90.4 7.9 7.4 84.7 allal) Al g Aulaia) Ay
Ability of guidance and advising 2.8 19.4 77.8 6.5 15.1 78.4 oailly ) e 5
Following-up on users requests 14 12.5 86.1 21 10.6 87.3 Omaddiaall Gl e dayliall
Kindness and good treatment 1.4 55 93.1 1.1 6.9 92.0 Aalaall Cpung 48LLY)
Average of Satisfaction 1.4 11.3 87.3 4.1 10.3 85.6 s o gia
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Table 21: Percentage distribution of individuals and institutions by specific items on PCBS Workshops, Seminars, and Conferences and the
degree of satisfaction with it, 2019

il 30 318
Institutions Individuals
R Maa QAL gal A s daa @l /oAl
Ul ) Neutral Lalad Lalai 2l Neutral Ll
Dissatisfied/ Satisfied/ = Dissatisfied/ Satisfied/

Very Very Very Very

dissatisfied satisfied = dissatisfied satisfied
Timing of invitation 2.9 10.1 87.0 5.6 17.6 76.8 Beeal) Al Cudgs
Timing of executing the Workshops, 3.0 104 86.6 5.0 24.4 70.6 cpaiball o clgail) of Gipsll sie cudg
Seminars and Conferences
Level of event organization and 0.0 9.1 90.9 3.3 17.9 78.8 BNy Cilydyly il (S5l
administration
Documents and accompanying 0.0 9.2 90.8 1.7 23.5 74.8 ol Ayl aliad) £5) ABBYal) algally (33LisY
material during PCBS Workshops, . -
Seminars, Conferences Bgail) ) yaijal
Benefits gained from the materials 3.1 7.7 89.2 0.8 20.7 78.5 ot duag rally dag yhaal) gall (pe BAELY) (Saa
presented in seminars, conferences, or . . o .
workshops Jandl iy ol clpaipall i clgait)
Variety of topics and having no 15 16.7 81.8 4.0 21.0 75.0 W5 aseg Ao haall audalgal) g3
repetition
Average of Satisfaction 1.8 10.5 87.7 3.4 20.8 75.8 sl Jagia
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Table 22: Percentage distribution of individuals and institutions by specific items on PCBS Press releases and the degree of satisfaction with it ,

Institutions

2019

3180
Individuals

X o)) &
iy ‘J;é‘J
Dissatisfied/
Very

Alaa
Neutral

Satisfied/
Very

X o)) &
iy U"A\J
Dissatisfied/
Very

Alaa
Neutral

Satisfied/
Very

dissatisfied

satisfied

dissatisfied

satisfied

Timing of Press releases according to the 1.4 13.5 85.1 3.1 12.3 84.6 2080 s dudaall @lbudl il cudg
statistical calendar . .

dilaay dali
Level of benefit from Press releases 0.0 12.0 88.0 1.9 12.0 86.1 dadaiall clilll cpe BAIRN (ggiesa
Content and Design of Press releases 1.3 14.7 84.0 25 16.0 81.5 Ldaal) cliball asaniy $sina
Average of Satisfaction 0.9 13.4 85.7 25 134 84.1

) Jaugia
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Table 23: Percentage distribution of individuals and institutions by specific items on PCBS Statistical reports and the degree of satisfaction
with it, 2019

Qmj.n
Institutions

318
Individuals

X o)) 8
Ly q'db
Dissatisfied/
Very

Alaa
Neutral

uab o)y
Lalad
Satisfied/
Very

@) &
Ly Q'A‘J
Dissatisfied/
Very

Alaa
Neutral

uab foa)y
Lalad

Satisfied/
Very

dissatisfied

satisfied

dissatisfied

satisfied

Timing of issuing statistical reports according 4.0 13.3 82.7 2.4 11.8 85.8 26080 s Ailany) ol i cudg
to the statistical calendar . R

dilaay dali
Level of benefit from statistical reports 0.0 9.0 91.0 1.2 9.4 89.4 Autlany) LR e 5AIEY (Soina
Content and Design of statistical reports 1.3 10.3 88.4 1.7 9.3 89.0 Ailaay) sl avaaly Ggina
Average of Satisfaction 1.7 10.8 87.5 1.7 10.2 88.1

) s
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Table 24: Percentage distribution of individuals and institutions by type of dimension in terms of statistical data and the degree of satisfaction
with it, 2019

Relevance

Accuracy

Timing and Punctuality
Accessibility and clarity
Comparability
Coherence
Completeness

Average of Satisfaction

QA s Rl s
Gy
Dissatisfied/
Very
dissatisfied
1.3

13
5.3
0.0
4.0
0.0
6.5
2.6

QM}A

Institutions
Alaa

Neutral

6.4
11.7
9.2
10.3
11.8
17.6
18.2
121

Lalad gaaly fualy
Satisfied/ Very
satisfied

92.3
87.0
85.5
89.7
84.2
82.4
75.3
85.3

90

38

Individuals
QAL Ay Llaa
iy Neutral
Dissatisfied/ Very
dissatisfied
7.9 9.9

4.3 18.2

8.9 18.3

6.8 11.1

8.2 12.0

3.3 16.6

17.4 15.3

8.1 14.5

waly fualy
Lalas

Satisfied/
Very

satisfied
82.2

77.5
72.8
82.1
79.8
80.1
67.3
77.4

Sislh Ll

PER]

PN &gl
Csaslly Jsashl Al
5 laal Ll

Al

Juasy)
) Ja gia
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Table 25: Percentage distribution of individuals and institutions by subjects in terms of PCBS economic statistics (in general) and the degree of
satisfaction with quality dimensions, 2019

il 30 318
Institutions Individuals
Rl Maa QAL gal A s daa @l /oAl
Ul ) Neutral Ll Ll oaly Neutral Ll
Dissatisfied/ Satisfied/ = Dissatisfied/ Satisfied/

Very Very Very Very

dissatisfied satisfied dissatisfied satisfied
National accounts 1.6 17.4 81.0 4.1 17.8 78.1 Joasdll clibeaal)
Balance of payment 0.0 28.6 71.4 3.9 19.2 76.9 ale daal) (e
Foreign trade 1.7 25.4 72.9 4.5 20.1 75.4 Laay A ylal)
Prices and price indices 3.2 19.4 77.4 5.6 15.3 79.1 Lol 2By el
Constructions 0.0 24.1 75.9 5.9 18.5 75.6 & elaay)
Transport and storage and 2.0 28.8 69.2 4.2 25.6 70.2 cliiall gls Jailly cpjaally Jail
transportation outside )
Information and communication 1.6 194 79.0 9.5 16.1 74.4 N Lai¥ly cilaglaall
Internal trade 5.4 30.4 64.2 5.3 20.5 74.2 b IECI S
Services 0.0 21.7 78.3 4.2 16.7 79.1 Eileadl)
Industry 1.7 17.7 80.6 5.0 18.0 77.0 isluall
Govgrnment finance, Insurance and 1.7 32.8 65.5 8.7 18.9 72.4 eiat) Ly caalitly diagsat) il
Foreign investment i
Olive Presses 0.0 33.3 66.7 3.4 20.2 76.4 Osisl) ualaa
Economic Performance 0.0 18.8 81.2 4.1 17.4 78.5 salaiiy) o))
Average of Satisfaction 1.4 24.1 74.5 5.2 18.7 76.1 oasl) o gia
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Table 26: Percentage distribution of individuals and institutions by subjects in terms of PCBS area and environmental statistics (in general)
and the degree of satisfaction with quality dimensions, 2019

Cilisiu 50 KY) Jéi

Institutions Individuals
R uds xE Maa [udl) S gal . dae ual
ULy al Neutral L galy Ll al Neutral L galy
Dissatisfied/ Satisfied/ Dissatisfied/ Satisfied/
Very Very Very Very
dissatisfied satisfied = dissatisfied satisfied
Tourism 1.8 19.6 78.6 6.5 19.4 74.1 dalud)
Housing conditions 3.1 9.4 87.5 4.1 13.1 82.8 CSaal) g iy ¢Sl
Environment 18 24.6 73.6 3.7 19.4 76.9 oy
Water 1.6 20.6 77.8 5.9 17.5 76.6 slaall
Energy 1.7 22.0 76.3 4.5 22.0 73.5 PRI
Land use 6.9 241 69.0 8.3 21.2 70.5 el N Laail
Agriculture 3.3 17.7 79.0 5.6 19.0 75.4 PSR
Average of Satisfaction 2.9 19.6 77.5 5.5 18.7 75.8 sl Bagia
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Table 27: Percentage distribution of individuals and institutions by subjects in terms of PCBS population and social statistics (in general) and
the degree of satisfaction with quality dimensions, 2019

Institutions Individuals
R uds xE Maa [udly s pal . dae fual
U o2l Neutral Ll galy U o2l Neutral Ll galy
Dissatisfied/ Satisfied/ = Dissatisfied/ Satisfied/
Very Very Very Very
dissatisfied satisfied = dissatisfied satisfied
Population and demographic 1.3 10.4 88.3 2.3 7.3 90.4 L2 gasally \Sud)
Labor 2.7 10.8 86.5 2.9 9.8 87.3 Jaall
Science and technology 15 19.7 78.8 6.1 14.9 79.0 L glgiilly alal)
Standards of living 15 11.4 87.1 10.4 12.9 76.7 Liaaa)) ulee
Education and culture 3.0 15.2 81.8 6.9 13.8 79.3 A8y alail)
Health 6.5 17.7 75.8 2.7 14.2 83.1 daall
Justice and security 3.6 28.6 67.8 7.6 22.0 70.4 Ljandly el
Gender 15 11.8 86.7 6.5 13.1 80.4 Sl gl
Child 1.6 21.0 77.4 4.8 18.6 76.6 Jakat)
Violence 35 29.8 66.7 7.3 21.9 70.8 Caiadl @ eluaa)
Average of Satisfaction 2.6 17.0 80.4 5.7 14.4 79.9 wasl) Bagia

93



2019 (peddiuall (i ) rase

2019 \ghisga palic oo i)l dajay (ple Jsdn) clalanil) Sl Jasijall gouagall s Slesaally A cpasiiiall ) gl 28 Jgan
Table 28: Percentage distribution of individuals and institutions by subjects in terms of PCBS censuses (in general) and the degree of
satisfaction with quality dimensions , 2016

s ualy s

[LA waly

Dissatisfied/

Very

QM:’A
Institutions

Alaa
Neutral

Satisfied/
Very

[y
LL
Dissatisfied/
Very

318

Individuals

Alaa
Neutral

Population and housing census
Establishments census
Agriculture census

Maps

Average of Satisfaction

dissatisfied

13
54
4.8
6.5
4.3

9.0
6.8
11.1
12.9
9.7

satisfied

89.7
87.8
84.1
80.6
86.0

dissatisfied

2.2
3.0
7.6
7.9
4.9

7.0
7.2
13.2
17.9
10.8

walu /o)y
Lla

Satisfied/
Very

satisfied
90.8 OShesally ASeall alal) 3l anl)
89.8 EARAN(| aladl lawil)
79.2 LY s
74.2 LAl
84.3 "‘Jn huju

2019 cpauki dgag (o Ales gk Jlgad) ald dals (gdag Batna gl s AU el pjsil 129 Jgia
Table 29: Percentage distribution of individuals by specific items and PCBS need to develop its work from their point of view, 2019

Data presentation in tables and charts
PCBS website

Microdata for Public use files (PUF)
Provide more detailed statistical data

Change the format of statistical
reports

Timing improvement (more rapid
provision of recent statistical data)
Coverage of new surveys

Average need

21.6
23.4
17.5
13.7
21.9

21.2

10.7
19.0

43.8
33.0
30.6
25.7
33.3

30.7

27.0
32.0

8.6
13.3
151
12.0
15.8

12.9

15.2
13.0

94

20.5
20.2
19.9
24.6
18.6

18.4

23.5
21.0

5.5
10.1
16.9
24.0
10.4

16.8

23.6
15.0

Lilad) JISa¥ly Jghaad) b dlaay) bl Gae ddyh
A9 adgal)

alad) aladiod dlagal) alad) cliad)

ST sl cligivua o Auilas) cliby g

UMY Gae Al s

(Rusall Lilany) cililbal) ydgs (b Sl Aoy ABgl) Gamans
S zgaua dudads

dalal haigia
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Table 30: Percentage distribution of institutions by specific items and PCBS need to develop its work from their point of view, 2019

Data presentation in tables and charts 18.2 49.3 9.1 15.6 7.8 Al JSESy Jglaad) o Lilasy) cliball Gae dish

PCBS website 17.9 35.9 16.7 21.8 7.7 AN gl

Microdata for Public use files (PUF) 125 33.3 18.1 23.6 125 alad) aladias Alagall Al clibull
Provide more detailed statistical data 11.7 311 11.7 195 26.0 ST Llals cligion o Lilas) clily s

Change the format of statistical reports 24.4 28.1 23.1 16.7 7.7 i SO (e ddyh s

Timi_ng improvement (r_no_re rapid 14.5 43.4 11.8 15.8 14.5 (Rpaad) dilany) bl Jg‘gs‘_,éJ;si s ) Z,sﬁ;ll Crsnd

provision of recent statistical data) .

Coverage of new surveys 6.5 36.3 14.3 26.0 16.9 Basta o dkat

Average need 151 36.8 15.0 19.8 13.3 Jalalf Jagie

2019 pgiladgil jlgal) dilaiul (Ssimal aganiiy Basaa aghy s (patiieall ) aujsil) 131 Jgaa
Table 31: Percentage distribution of users by specific items and their evaluation of PCBS efforts toward meeting users expectations, 2019

Gt (s Lig ) dadial) ariios Clasua'3a A
All Users Website Users Institutions Individuals
Much less than expected 2.8 3.9 0.0 1.6 ahsia sh Las LS B
less than expected 12.8 13.9 5.0 13.9 disia s Laa B
Equal to expectations 55.2 55.2 56.2 54.6 clad il (§glesa
More than expected 23.8 20.8 37.5 24.2 isia s Laa sl
Much more than expected 5.4 6.2 1.3 5.7 2hsie o8 Las i
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English references
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Executive summary

The users of statistical data vary according to the diversity of their social, functional, professional
and political categories, as they all need different statistical data for different purposes. The data
help them to accomplish their work, provide evidence for their theories and better plan for the
future. Users always have many statistical needs, therefore, efforts must be made to help them
define their priorities and fulfill their needs. Consequently, it is essential to monitor the changes
occurring to these needs through continuous consultation and dialogue with them.

The survey was implemented by an external company (PLAN) to evaluate the satisfaction of data
users and statistical services for the year 2019. All literature, survey files and the final survey
report were conducted in accordance with the terms of reference prepared by PCBS and approved
by the company that attached it to the tender file.

The Palestinian Central Bureau of Statistics has been monitoring the users ’satisfaction of its data
and services during the previous years. It uses the results of these surveys to develop its services,
develop the statistical data it provides to its users and improve the means of obtaining the data.

In this regard, the sixth round of the survey was conducted through measuring a number of
indicators of the quality of PCBS’ services and data. The survey aims to find opportunities
through which PCBS could provide quality services with high level of user satisfaction (e.g.
individuals, official national and international academic and research institutions, inside and
outside Palestine). PLAN designed survey tools and collected the data electronically using
GIZMO software, which is well-known for its accuracy and high quality. PLAN also conducted
an analysis of the data, where it come up with logical conclusions and recommendations.

The survey was carried out relying on quantitative and qualitative approaches through utilizing
two research tools for the survey sample: the first is quantitative, which is electronic research
questionnaires, it is consisted of three forms that targeted users of PCBS web page, institutions
benefiting from the services of the PCBS, and individuals who used PCBS data during the year
2019, each category separately. The second method is the semi-structured interviews with a
number of stakeholders.

The survey data collection started and ended for the three categories according to the following
dates: the website form from 01/03 to the 30/06/2020, the individuals form from 29/04 to the
30/09/2020, and the institutions form from the 04/05 to the 30/09/2020.

A random sample of all users of data and statistical services was selected. The number of
individual respondents was 194, with a rate of about 80% of responses. The number of responding
institutions was 80, with a rate of about 63% of responses. The number of the website users’
respondents was 389.

Below is a review of the main results:

In terms of general data of the respondents, 89% of the responding institutions are from West
Bank, followed by a much smaller percentage from outside Palestine and then from Gaza Strip.
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About 46% of the responding institutions are ministry or government sector organization, semi
government or local council . About 18% are private institutions while 10% are international
institutions.

About 81% of the responding individuals are from West Bank, followed by much less than those
from Gaza Strip and then from outside Palestine, distributed as the following: 56% males and
about 44% females. In addition, 46% of the respondents are holders of a master’s degree.

As for the website users, about 61% of them said that they use PCBS data and services for
individual uses, followed by about 21% for institutional uses.

In terms of communication with PCBS, Facebook was the most preferred site by the majority of
users to communicate with PCBS with a rate of 84%. About half of the users prefer to get data
through the website, while more than a third of them prefer to obtain it through email. As for the
frequency of using the data, about 49% said that they use it when needed, and nearly 18% said
that they use it monthly.

Regarding the purpose of use, the highest percentage was for research and studies purposes for all
users with about 85%, followed by about 34% for planning purposes, and about 31% for decision-
making purposes.

In terms of the preferred data sources, the main data source for users is PCBS for individuals and
institutions with percentages of 91% and 92%, respectively. The results indicated that ministries,
government institutions and private institutions depend almost completely on PCBS as the main
source for data.

As for general satisfaction, the overall satisfaction rate for all users with the data and statistical
services provided by PCBS was about 87%. The highest percentage was for institutions with a
rate of nearly 98%, followed by individuals with a rate of nearly 93%, and users of the website at
81%. The highest rate of general satisfaction with the statistical data and services provided by
PCBS according to the type of institution was that of the international institutions and other
institutions with a rate of 100%, followed by ministries and government institutions with about
97%, and about 93% for private institutions.

The overall satisfaction with the quality of statistical services provided by PCBS is about 82% for
the users of the website.

In general, individuals were more satisfied than institutions with the quality of a number of
statistical products provided by PCBS, and then users of the website came in third place. The
highest percentage of satisfaction was with the quality of statistical reports among institutions and
individuals and users of the website with rates of 95%, 93% and 83%, respectively. The lowest
percentage of individuals’ satisfaction was with the official PCBS’ Twitter page, about 43%,
while for institutions, the lowest percentage of satisfaction with PCBS’ Instagram page with about
26%. As for the users of the website, PCBS’ Twitter page received the lowest satisfaction rate of
about 48%.

In terms of satisfaction with the website and PCBS’ social media pages, the average satisfaction
of all users with the official website of PCBS was close to 74%. The highest percentage was that
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of institutions at 82%, followed by individuals at 78%, and then users of the website by 71%. The
highest percentage of users' satisfaction with the availability of statistical data on the website in
various formats (Excel, HTML, Word, and PDF) was 85%, and the lowest rate was for the tool
intended to help people with special needs to use the website at about 58%.

The average satisfaction of individual and institutional users with PCBS’ pages on social media,
according to specific terms, is about 82% for individuals, about 80% for institutions and about
70% for website users.

In terms of satisfaction with Users Services Division, the average satisfaction of individual users
with the Users Services Division according to specific terms was about 86%, while for institutions
it was about 87%. The highest percentage of satisfaction for both individuals and institutions was
for tactfulness and good treatment, where the percentages were close to about 92% for individual
users, and about 93% for institutions. As for the ability of the Users Services Division to provide
guidance and advice, it got the lowest percentage of satisfaction for both institutions and
individuals with about 78%.

The average satisfaction of individuals and institutions with the workshops, conferences and
seminars, according to specific terms, is 76% and 88%, respectively. At the same time, results
indicated that the average satisfaction with the press releases issued by PCBS according to
specific terms for individual and institutional users is 84% and 86%, respectively.As for the
satisfaction with the statistical reports issued by PCBS according to specific terms for both
individual and institutional users is about 88%.

In terms of satisfaction with the quality dimensions, the average general satisfaction of
individuals and institutions with the quality dimensions is about 77% and 85%, respectively. In
regard to the quality of statistics data, the average satisfaction of individuals with census data is
about 84%, about 80% with population and social statistics data, about 76%, with economic
statistics data and finally about 76% with the geographic and environmental statistics data.
Institutional satisfaction with census data is about 86%, about 80% with population and social
statistics data, about 77% with geographic and environmental statistics data and finally about 75%
with economic statistics data.

Finally and in regard to PCBS’ need for development, results indicated that if we combined the
percentages of both: the great need for development and the average need for development, the
results confirmed the need for PCBS to develop all the items in question; namely: data
presentation in tables and charts, the website, Microdata for public use files, providing more
detailed statistical data, changing the format of statistical reports, timing improvement and
coverage of new surveys. The percentages ranged between 26% -49% for individuals and 23% -
46% for institutions.

When assessing the level of PCBS’ response to the users’ expectations, the results showed that
the highest percentage is for “equal to expectations” with about 55% for all users.

Accordingly, there was a set of logical conclusions and practical recommendations that must be
taken into consideration and implemented, as this would greatly enhance the levels of user
satisfaction.
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Introduction

The data users vary from politicians to governmental bodies, public institutions, private
companies, civil society organizations, academics, researchers, and media outlets, the public,
international bodies and donors...etc. They always need different statistics for many purposes: to
accomplish their work, provide evidence, plan for the future, define future visions...etc.

The abilities of those users to understand and employ statistical data vary; the same applies for
level of complexity of using the statistics, which results in different needs. Some needs might be
unmet due to the lack of available information, thus it is necessary to take into account the
possible future demand in addition to the current demand for statistical information. User needs
for statistics can only be adequately met if they are properly identified, synthesized, understood,
and prioritized in order to be produced.

Users always have a long list of statistical needs, so efforts must be made to help them define
their priorities and fulfill their needs. Given that these users' needs and priorities are constantly
changing. It is very important to monitor these changes through continuous consultation and
dialogue with users, which can be done through different methods to determine the needs of these
users.

Therefore, the Palestinian Central Bureau of Statistics has been monitoring user satisfaction in
previous years. PCBS conducted the same survey in 2003, 2008, 2010, 2013, and 2016 and used
the results of these studies to develop its services, develop the statistical data it provides to users
and improve the means of obtaining them.

The sixth round of the survey 2019 was implemented by the Strategic Management and
PlanningCompany. It aims at helping PCBS to continue developing and advancing the services
provided to the Palestinian statistical data users in the best way.

It also seeks to evaluate a number of vital indicators related to the level of satisfaction of data
users with the services and data provided by PCBS (individuals and official, local, academic,
research and international institutions, inside and outside Palestine), and the level of satisfaction
of data users with the quality dimensions and many other specific items.

15
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Terms and Indicators

The terms and indicators used in this survey are defined according to the glossary of statistical
terms and the statistical indicators guide issued by PCBS, which is based on the latest
international recommendations related to statistics that is consistent with international systems.
The survey was conducted according to the latest international recommendations about the
implementation of user satisfaction survey. The following are the most important definitions of
terms used in this Survey:

PCBS: The Palestinian Central Bureau of Statistics

Quality: the extent to which a set of correlative properties meet specific requirements.

Data quality: it is measured by several dimensions (elements), which are: relevance, accuracy,
timeliness and regularity, accessibility and clarity, comparability, consistency, and completeness.
Relevance: the extent to which statistics meet current and potential future users’ needs.
Accuracy: How close (correspondent) the calculations or estimations are to the actual values that
the statistics intended to measure.

Accessibility: the ease and conditions according to which, statistical information is obtained.
Clarity: the information environment related to the data, in terms of attaching it to appropriate
metadata, and explanations such as charts and maps, as well as in terms of the availability of
information about the quality of this data.

Clarity: the information environment related to the data, in terms of linking it to appropriate
metadata, and explanations such as charts and maps, as well as in terms of the availability of
information about the quality of this data.

Comparability: The extent to which the differences between statistics can be explained by the
differences between the true values of the statistical characteristics.

Timing: The period of time between making the data available to users and the occurrence of the
event or phenomenon that this data describes.

Regularity: The period between the actual date of issuing data and the predetermined date in
which the data must be submitted.

Coherence: How collected statistics are consistent with different methodologies for multiple
purposes.

Completeness: Availability of needed statistics.
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Chapter One
Client /User Satisfaction Study

1.1 The Concept

Client/ user satisfaction (Data users as in the case of PCBS) is one of the valuable assets in
public institutions and business organizations. It is considered the heart of its continuity especially
in the context of increased consumer’s awareness and high competitions. Survival is only for
those institutions that respond to people's needs with high efficiency and creativity and have an
added value/ uniqueness that is not provided by others.

In the course of this process, it has become necessary for institutions not only to satisfy their
clients, but also to evaluate their satisfaction in order to determine its level and carefully identify
it. This should be an ongoing process, as the client/ user may be satisfied today but not satisfied
tomorrow! Thus, organizations must continuously improve their client’s satisfaction after they
have evaluated it.

To achieve this, the evaluation process uses a number of different research methods. It includes
quantitative research and qualitative research, which include many practical models such as non-
conformance form, standards form and others.

In the statistical field, the various local and international statistical institutions conduct user
satisfaction surveys in order to be in line with the user’s needs and to fulfill them. For example,
Eurostat conducts periodic studies to evaluate the satisfaction of its users continuously. It is
currently working - as always - to fulfill the needs of its users and to develop its services in
accordance to the recommendations of these studies.

1.2 Client/ user satisfaction evaluation forms

Many researchers have tackled the determinants of satisfaction (factors that determine if there is
satisfaction with the quality of the product / service or not) through models explaining the reasons
that lead to being satisfied or not, as well as the consequences of this feeling that result from the
purchasing/using decision such as complaints or not using the institution’s services, etc. There are
several types of models including: the non-conformance model and the experience-based criteria
for satisfaction model.

1. Non-conformance model: This form consists of four basic elements (expectations,
performance, non-conformity, and satisfaction) as follows:
a. Expectations: created by the client/ user before the purchase process or during the
use of the product or service;
b. Performance: it represents the opinion of the client/user related to the performance
of the product or service which results from his experience with it, or what is
called perceived quality;

19



User Satisfaction Survey 2019

c. Non-conformity: it results from comparing performance with expectations, and it
could be negative, positive or neutral;

d. Satisfaction: Non-conformity results in an overall evaluation of client/user’s
experience, i.e., satisfaction or dissatisfaction.

2. Experience-based criteria for satisfaction model: This model considers that expectations
are not the only criterion for comparison. In fact, comparison is also related to the
customer's previous knowledge. This was confirmed by Hill, who said that there are
factors that affect the user's perception of the service, namely:

- Technical quality: the final service quality provided to the user.

- Functional quality: It is the quality of the interaction between the service employee
and the user;

- Quality resulting from research and market experience;

There are also other factors that affect the user's expectations about the service, including:
previous experience; information provided by reference groups such as friends and relatives and
the marketing activities such as advertisements.

Hill also indicates three cases that result from the comparison between perceived performance and
expectations, which are:

- Perceived performance <expectations: a positive feeling that results in client/ user
satisfaction:

- Perceived Performance = Expectations: that is, expectations are fulfilled which
creates a neutral feeling to the client/user

- Perceived performance> expectations: a negative feeling that results in
dissatisfaction.

1.3 Tools and means of improving satisfaction

Considering that the contemporary environment is a rapidly changing one where there many
competitors in the same field as well as the presence of a wide variety of alternative products /
services and the increased consumer/user awareness! As a result, institutions not only seek
client/user satisfaction with quality and measuring this satisfaction. Rather, it goes beyond that to
the continuous work on improving satisfaction in order to ensure the loyalty of clients/ users and
maintain them. Maintaining clients brings several advantages for the institutions themselves. So
client-focus organizations focus on improving the satisfaction of their external clients to ensure
their and loyalty and maintain them by employing several approaches (Tools) including perceived
quality; dissatisfaction analysis; client/ user follow-up; client/ user loyalty.

Client/user satisfaction with service/product quality is improved by reducing the differences
between expectations and perceptions until they are equal; and by creating positive gaps along the
entire process - from expected quality all the way to where perceptions are greater than
expectations.
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1.4 Methods of improving client/ user satisfaction

1. Plan so that all the departments and divisions of an institution are involved in achieving
client/user satisfaction. Resolve client/user problems quickly to restore customer
satisfaction, thus gaining the clients’ loyalty and maintain them for the longest time
possible.

2. Use the various marketing research to find out the needs of clients/users and the
information they want to obtain.

3. Study the expectations of clients/users, and then try to meet them by developing the
products or services provided, and provide distinctive products or services that exceed
their expectations in order to have a competitive advantage among others.

4. Make use of client/user complaints and suggestions when designing products or services
provided to them.

5. Develop the human resources policy in order to improve the level of client/user
satisfaction, whether in terms of training, formation, incentives, etc. This aims at
motivating the internal client/ users’ (workers) to be creative and innovative

6. Ensure to constantly develop good relationships with clients / users.

1.5 Advantages of evaluating client/ user satisfaction

Evaluating client/user satisfaction has several advantages, including: getting information that
helps in development, because evaluating the client/user satisfaction provides information about
the latent needs and expectations. It also allows dividing clients/users into categories according to
their expectations in order to match offer with demand through development of ideas. This also
aims at creating new products or services and promoting them as well as improving clients/users’
views about the institution. Another advantage is getting information that helps to improve the
relationship with clients/users, because this evaluation is important to strengthen the relationship
between the institution and its clients/users. It also enables organizations to make the right choice
and make the right decision.

More specifically, client/user satisfaction research can bring the following specific benefits to the
institution:
1. Determine client/user satisfaction with the services provided by the institution.
2. Knowing whether the target groups have actually benefited from the service
3. Determine the reasons of failing to achieve the planned goals of the institution
4. Reinforcing the confidence of partners/stakeholders, such as the local and international
donors, with the institution by showing them the results.
5. Providing people who supervise the implementation of the activities in the institution with
a vision about the possibility of expanding the activities and services to include other
societies / fields / categories.
6. Avoid repeating the same mistakes in the upcoming activities.
7. Knowing whether the followed management approach achieves client/user satisfaction or
should it be improved.
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To conclude, any institution should not only achieve the satisfaction of its client/ users, it
must also evaluate and develop it continuously. This study provides an opportunity to the
Palestinian Central Bureau of Statistics to improve the quality of its services and products.
This study is important because it investigates and analyzes (according to detailed
indicators) the structures of user satisfaction, which identify gaps and the possible
development scenarios. The results of this study are expected to contribute to building
policies and interventions that will result in more satisfactory services and procedures, as
well as meeting the needs of users.

In order for the interventions and policies to be based on consultation and partnership with
clients/users, their point of view will be the foundation on which the conclusions and
recommendations will be based.
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Chapter Two

Main Results

The user satisfaction survey provides several indicators that measure the satisfaction of users,
whether they are individuals, institutions or users of the websites. For example, there is the
percentage of general satisfaction with the data and services provided by PCBS to individuals,
institutions and users of the website. Also, the percentages of the purpose of using the data by
individuals and institutions, the percentages of general satisfaction with the quality elements
regarding the various statistics used by individuals and institutions. In addition, there is the
percentage of satisfaction with the quality of the statistical products issued by PCBS such as the
detailed items for individuals, institutions and users of the websites. Other examples are the rates
of satisfaction with each of the quality elements for individuals, institutions, and others. The
following are the most important results of the 2019 user satisfaction survey:

2.1.  General information of the respondents
According to the user's status, the survey results indicate the following:

Institutions:
Results indicate that approximately 89% of the institutions are from the West Bank, including
Jerusalem, followed by about 6% from outside of Palestine, and then the Gaza Strip, as shown
in (Table 1). The highest percentage of responding institutions are ministries, governmental
sector or semi-government or local council. Local institutions are about 46% of the
respondents. The lowest percentage of respondents is private institutions with about 18% and
international institutions 10%, as shown in (Table 2).

Percentage distribution of responding institutions by type, 2019

Other institutions
26.3%

international
institutions
10.0%

private sector
institutions
17.5%

ministry,
governmental
sector, semi-
government or local
council
46.2%
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Individuals:
Results show that approximately 81% of the respondents are from the West Bank, followed by

Gaza Strip with about 14%, while the lowest percentage of respondents is from outside
Palestine with about 5%. In regard to the distribution of respondents according to the
academic qualification, results also show that about 46% of users have a master's degree,
followed by the percentage of those who have a bachelor's degree with about 33%. The lowest
percentage is for those who have a higher diploma with about 1% (See Table 3):

Distribution of individuals by educational qualification, 2019

Diploma
1.5%
PhD >%
19.1%
-~
Bachelor
32.5%
Higher Diploma
1.0%
Master _—
45.9%

Results also show that males used PCBS’ data more than females, where the percentage of males
was about 56% (see Table 3).

Website users:
Results of the survey indicate that approximately 61% of the users of the website use PCBS’ data

and services for individual uses, and about 21% of them are for institutional uses. Those who use
the data and services of PCBS for both uses at the same time have a percentage of 18% of the
users of the website, as it is shown in (Table 4):
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Distribution of the website users by purpose of use, 2019

Institutional use

20.6%

Both
18.3%

Individual use
61.1%

2.2.  Relationship with the Palestinian Central Bureau of Statistics

2.2.1. Preferred social media pages for users to communicate with PCBS
The majority of PCBS data users prefer Facebook to communicate with PCBS with the
percentage of 84%. Similarly, when classifying according to the status of the user, as Facebook
was the option that obtained the highest rates among individuals and institutions and users of the
web page by about 87%, 89% and 82% respectively. See (Table 5).

Percentage of users by the preferred channel of communication with PCBS, 2019
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2.2.2. Preferred method to receive PCBS data and services
Results show that nearly half of the PCBS’ data users prefer to receive the data or statistical
services issued by the PCBS through the website, while nearly a third of them prefer to receive it
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through e-mail. The lowest percentages of users, about 2%, prefer to obtain data or the statistical
services issued by the PCBS through attending workshops, seminars and conferences. The
following is the percentages details according to the user's status:

Institutions:

An approximate of 62% of the institutions prefer to receive data or services through e-mail. In the
second place comes the website with about 29%, while the lowest percentages are for “press
releases” and “phone / fax” methods which was about 1% for each (see Table 6).

Individuals:

More than half of the individuals (about 52%) prefer to receive data or statistical services through
e-mail, followed by the website with about 33%, while the rest of the other methods comes in
close percentages (see Table 6).

The Website users:

The website is the most preferred method for obtaining data or services of PCBS with about 63%,
followed by e-mail with about 20%, while the lowest percentage was by attending workshops,
seminars or conferences with about 1% (see Table 6).

Percentage of Users’ favorite method of receiving PCBS’ data and services, 2019
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3.8 3.0 23 15
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2.2.3. Frequency of using PCBS data
The predominant pattern of the frequency of using PCBS’ data is “when needed”, which means
irregular use, with about 49%, followed by the monthly use with about 18%, while the percentage
of users of PCBS data annually is the lowest with about 4%, as shown in (Table 7)
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Percentage of users by the frequency of using PCBS data, 2019
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2.2.4. The purpose of using PCBS data
The highest percentage of using PCBS data is for research and studies purposes with about 85%
for all users, followed by 34% for planning purposes, and 31% for decision-making purposes (see
Table 8).

Percentage of users by the purpose of using the statistical data, 2019
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and making and reports issues and media
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2.2.5. Preferred data source
PCBS is the most preferred source of data for individuals and institutions with rates of
approximately 91% and 92%, respectively. The results indicate that each of the ministries,
government institutions and private institutions almost completely depend on PCBS as a source of
data (see Table 9).
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Percentage of users by the preferred data source and user status, 2019
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2.3.  The overall satisfaction

The overall satisfaction percentage for all users with the data and statistical services provided by
PCBS is about 87%. The highest percentage of satisfaction is for institutions with about 98%,
followed by the satisfaction of individuals with about 93%, then the percentage of satisfaction of
the users of the website with about 81% (see Table 10).

As for the type of institution, results show that the highest overall satisfaction with the data and
statistical services provided by PCBS is by the international institutions and the other institutions
with 100% for each, followed by ministries and government institutions with about 97%, then
private institutions with about 93% (See Table 11).

Results show that the average satisfaction of individuals is more than that of institutions with the
quality of a number of statistical products issued by PCBS. This is followed by users of the
website, where the highest percentage of satisfaction for institutions and individuals with the
quality of statistical reports is about 95% and 93%, respectively. The lowest percentage of
satisfaction is with the official Twitter page of PCBS which is about 43% for Individuals. As for
institutions, the lowest percentage of satisfaction with the official Instagram page of the PCBS is
about 26% (see Table 12). As for the users of the website, the quality of the statistical reports
receives the highest percentage with about 83%, and the lowest is with the official PCBS Twitter
page with about 48% (see Table 13).
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Percentage of satisfaction with the quality of the statistical products issued by PCBS, by the type of
product and the user's status, 2019
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Percentage of website users' satisfaction with the quality of statistical products and Services by
product type, 2019
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2.4.  Satisfaction with the services provided by PCBS

2.4.1. Overall satisfaction of users of the website with the quality of the products
The percentage of general satisfaction of the users of the website with the quality of statistical
services issued by PCBS was about 82%. Satisfaction according to the type of use, the highest
percentage was for both institutional use and individual and institutional use at the same time with
about 89% for each. The lowest percentage was the individual use with about 77%. (See Table
14).

2.4.2. Satisfaction with the Website
The results of the survey, as shown in Table 15, showed that the average satisfaction of all users
with the official website of PCBS is close to 74%, with the highest being for institutions, about
82%, followed by individuals with about 78% (see tables 16 and 17).
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The highest percentage of users' satisfaction with the availability of statistical data on the website
in various formats (Excel, HTML, Word, and PDF) was 85%. The lowest was for the tool
intended to help people with special needs! (intended for those with vision and hearing
disabilities) in using the website with about 58%.

Percentage of user’s satisfaction with PCBS’ website by specific terms, 2019
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0.0 20.0 40.0 60.0 80.0 100.0

Term

Regarding the level of satisfaction according to specific terms, the highest percentage of
individual satisfaction was for accessing the website using different search engines which was
89%, and the provision of statistical data on the website in multiple formats (Excel, HTML, Word,
PDF) for both institutions and individuals using the website (about 92% and 82%) respectively.
The lowest percentage of satisfaction among all users was for the tool intended to help people
with Individuals with disabilities to use the website, specifically according to the user's status.
Also, the lowest percentage of users (individuals and institutions) was with the students section on
the website, with about 65% and 46%, respectively, as well as with the tool item intended to help

people with Individuals with disabilities to use the website, with about 56% for the website's
users.

1 This tool is only intended for those with sight and hearing difficulties.
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2.4.3. Satisfaction with PCBS’ pages on social media
The average satisfaction of individual and institutional users with PCBS’ pages on social media,
according to specific terms, is about 82% for individuals, about 80% for institutions and about
70% for website users (see Tables 18 and 19).

The highest percentage of individuals' satisfaction is with the availability of various statistical
information/news (about 84%). As for institutions, the highest percentage is for the availability of
various statistical information/news and the regular publication of activities and events carried out
by PCBS with about 81% for both. The highest rate of users of the website satisfaction is with the
availability of various statistical information/news, about 75%. The regular update of PCBS’
activities and events got the lowest satisfaction rate for individuals, about 79%. Responding to
inquiries, requests and comments got the lowest percentage for institutions and users of the
website with about 80% and 62%, respectively.

Percentage of user satisfaction with PCBS' pages on social media by specific terms and user’s status,

2019
100.0 -
84.0 80.5 78.9 805 83.1 79.6
80.0 - 74.7 73.0
o 60.0 -
(o))
8
c
()
s 40.0 +
[}
a
20.0 +
0.0 -
Availability of various Continuous publishing of the Response to inquiries,
statistical information/ news activities and events carried requests and comments

out by the agency
Term

mIndividuals mInstitutions = Website Users

* 1t should be noted that a percentage of individual and institutional users have responded with “Neutral” to these
terms, which indicates that they don’t know or don’t use these sites, therefore cannot express their opinion or
satisfaction.

2.4.4. Satisfaction with Users Service Division
The average satisfaction of individual users with the Users Service Division according to specific
terms is about 86%, while for institutions it is about 87% (see Table 20). The highest percentage
of satisfaction for both individuals and institutions with kindness and good treatment is close to
92% for individual users and 93% for institutions. The ability of the Users Service Division to
guide and advice gets the lowest percentage of satisfaction, noting that the percentage for
individuals and institutions is about 78%.
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Percentage of individuals and institutions’ satisfaction with the Users Service Division by specific
terms:< 2019
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2.4.5. Satisfaction with workshops, conferences or seminars

Results indicate that the average satisfaction of individuals and institutions with regard to
workshops, conferences or seminars organized by PCBS according to specific terms is 76% and
88%, respectively. The highest percentage of individuals’ and institutions’ satisfaction with the
level of organization, supervision and administration is about 79% and 91% respectively. The
lowest percentage of satisfaction of individual users is about their satisfaction with the timing of
workshops, seminars or conferences with about 71%. As for institutions, the lowest rate is for the
variety of the topics presented and having no repetition of about 82% (see Table 21).
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Percentage of individuals and institutions satisfied with workshops, conferences or seminars by

specific terms, 2019
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2.4.6. Satisfaction with the press releases
Results indicate that the average satisfaction of individual and institutional users with the press
releases issued by PCBS according to specific terms is 84% and 86%, respectively (see Table 22).
The highest percentage of satisfaction for each of them is with the level of benefit from Press
releases (about 88% for institutions and 86% for individuals). The lowest percentage of
satisfaction for each is with the content and design of press releases (about 84% for institutions
and 82% for individuals).
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Percentage of individual and institutions’ satisfaction with press releases by specific terms, 2019

100 -
86.1 88.0
84.6 85.1 815 84.0
80 -
60 -
(O]
()]
g
o
g 401
(0]
o
20 A
0
Level of benefit from Press  Timing of Press releases Content and Design of
releases according to the statistical Press releases
calendar
Term
m ndividuals H |nstitutions

2.4.7. Satisfaction with the statistical reports
Results indicate that the average satisfaction of individual and institutional users with the
statistical reports issued by PCBS according to specific terms is about 88% for each (see Table
23). The highest percentage of satisfaction for each of them with the benefit level from statistical
reports is (about 89% for individuals and 91% for institutions). The lowest percentage is that of
timing of publication of the statistical reports according to the statistical calendar (about 86% for
individuals and 83% for institutions).
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Percentage of individuals’ and institutions’ satisfaction with statistical reports by specific terms,
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2.5.  Satisfaction with the quality dimensions

2.5.1. Satisfaction with the quality dimensions in general
Results indicate that the average of overall satisfaction of individuals and institutions with the
quality dimensions is about 77% and 85%, respectively (see Table 24). Satisfaction of both
institutions and individuals with the quality dimensions "completeness” is (about 67% and 75%,
respectively).

Percentage of individuals’ and institutions’ satisfaction with quality dimentions, in general, in terms
of statistical data, 2019
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2.5.2. Satisfaction with the quality of the statistics

The results of the survey (see Tables 25-28) show that the average satisfaction of individuals with
census data is about 84%. The highest percentage of satisfaction is with the population and
housing census (about 91%), 80% with population and social statistics with the highest is with
population and demography (about 90%). The economic statistics satisfaction is about 76% with
the highest percentage is for price and price indices as well as services statistics (79% for each).
Finally, the geographical and environmental statistics satisfaction percentage is about 76%, with
the highest for housing and housing conditions (about 83%).

Results show that the average satisfaction of institutions with census data is about 86%, with the
highest is for the population and housing census (about 90%). The population and social statistics
satisfaction is about 80%, with the highest for population and demography (about 88%), the
geographical and environmental statistics satisfaction is about 78%, with the highest is for
housing and housing conditions (88%). Finally, the economic statistics’ satisfaction is about 75%,
with the highest is for the economic performance which is about 81%.

Average satisfaction of individuals and institutions with the quality dimentions in terms of type of
statistics, 2019
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2.6. Development fields

The questionnaire included a section on the extent to which PCBS needs to develop its work in
respect to specific items. It was measured through the following options: no need, great need,
medium or slight need for development. The results were as follows:

Individuals:
In general, the results indicate (see Table 29) that PCBS has a great need to develop its work
in terms of providing more detailed statistical data with a percentage of 24%, and coverage of
new surveys by approximately 24%. The results also indicate the medium need for PCBS to
develop its work in terms of providing more detailed statistical data with a percentage of 25%,
and new surveys coverage of about 24%.
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The Distribution of individuals by PCBS’ needs to develop its work from their point of view, 2019

13.7
21.6 23.4
12.0
188
8.6
24.0 23.6
16.9 16.8
55 10.1 10.4
Data PCBS website  Microdatafor  Provide more Change the Timing Coverage of
presentation in Public Use files detailed format of improvement  new surveys
tables and (PUF) statistical data statistical (more rapid
charts reports provision of
recent statistical
data)

Great need for development = Medium need for development
= Neutral

m Slight need for development
mNo need for development

Institutions:

The results indicate (according to Table 30) that PCBS has a great need to develop its work from
their point of view in terms of providing more detailed statistical data 26%. It also indicates the

medium need for PCBS to develop its work in terms of covering new surveys (26%), microdata
for public use files (about 24%) and the website (about 22%).
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Distribution of institutions by PCBS’ needs to develop its work from their point of view, 2019

6.5

12.5 11.7 14.5
24.4

18.2 17.9

Data PCBS website  Microdata for  Provide more Change the Timing Coverage of

presentation in Public Use files detailed format of improvement  new surveys
tables and (PUF) statistical data statistical (more rapid
charts reports provision of

recent
statistical data)
m Great need for development m Medium need for development

m Neutral m Slight need for development
No need for development

2.7. Rating PCBS response to users expectations

In order to evaluate PCBS’ response to users’ expectations, a question was included in the
questionnaires of the survey about the extent to which PCBS responds to expectations. Results
showed that the highest percentage is that about being equal to expectations which is about 55%
for all users. According to the user’s status, the highest percentage is also for being equal to
expectations which is (about 55% for individuals, 56% for institutions, and 55% for website
users). The lowest percentage is for “much less than expected” (about 3% for all users, 2% for

individuals, 0% for institutions and 4% for website users) for the same item (see Table 31).
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The Distribution of users’ assessment of the level of PCBS’ response to their expectations by user
status, 2019

Much more than 6.2
1.3
expected 5.7
More than 20.8
37.5
expected 24.2
E It 55.2
qualto 56.2
expectations 54.6
13.9
Less than expected - 5.0
13.9
Much less than 0.0 3.9
expected F 1.6
0.0 10.0 20.0 30.0 40.0 50.0 60.0

Website users M Institutions M Individuals

2.8. Data Comparison

The last two rounds of the user satisfaction survey were implemented following a new
methodology, whether in terms of target groups, method of collection, sample design,
questionnaire design and what it contains. Accordingly, comparisons can be made with the user
satisfaction survey data for previous years in a limited and cautious manner.

The following are comparisons of some indicators between user satisfaction surveys in 2016 and
2019:

e The PCBS came in the first place as the most preferred source of data for individuals by
nearly 91% in 2019 compared with 84% in 2016, while this percentage decreased to
92.5% for institutions in 2019 compared to 94% in 2016, with a decrease of 1.5%.

e Ministries, government institutions, private organizations and others depend mostly on
PCBS’ data, but incompletely — percentage ranged between about 93% - 95% in 2019
survey. On the other hand, dependence on PCBS only as a source of data in 2016 was
100% for ministries, government institutions and private institutions. That is, a slight
decrease from 2016 for ministries and government institutions and an increase for other
institutions from 2016. As it appeared in 2019, some governmental and private institutions
slightly depend on data issued by PCBS and other government institutions.
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e The overall satisfaction rate for users with the data and statistical services provided by
PCBS is about 91% in 2019, compared to 88% in 2016.

e The average satisfaction of users (individuals and institutions) with public services is 86%
and 87%, respectively in 2019, compared to 85% for both in 2016.

Distribution of users by their preferred method of receiving data or services provided by PCBS,

user's status and the year
Method User status/year

2010 2013 2016 2019

Individ = Institut =~ Total Individ | Institut =~ Total Individ | Institut = Websit = Total Individ = Institut =~ Websit Total
uals ions uals ions uals ions € users uals ions € users
The Website 711 64.2 66.0 65.4 69.4 68.9 40.8 432 58.1 50.7 325 28.8 62.7 49.8

Visit the 8.1 11.7 10.7 9.9 7.7 8.1 34 1.1 4.8 3.8 7.7 3.8 1.8 3.8
Users

Services

Division

Fax - = = 2.2 14 1.5 - - - - - - - -
Phone/ Fax 13 4.1 34 - - - 1.1 34 2.9 2.4 1.0 1.3 3.1 2.3
Email 11.4 12.2 12.0 14.3 13.3 13.4 53.0 48.9 22.2 35.5 51.5 62.3 20.3 345
Workshops 0.0 34 2.5 3.3 1.9 2.1 1.1 2.3 2.2 1.9 2.1 25 1.0 15
Press releases 8.1 4.4 5.4 3.8 5.0 4.8 0.0 0.0 2.5 1.4 2.6 1.3 3.6 3.0
Social media - - - - - - 0.6 1.1 7.3 4.3 2.6 - 7.5 5.1
Channels

Other 0.0 0.0 0.0 11 1.3 1.2 - - - - - - - -
Total 100 100 100 100 100 100 100 100 100 100 100.0 100.0 @ 100.0 100.0
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Percentage of PCBS’ data usage by the purpose of use, user's status and the year

Purpose of

; User status/year
using data
2010 2013 2016 2019
Individuals = Institutions =~ Total Individuals = Institutions = Total = Individuals @ Institutions = Website = Total @ Individuals @ Institutions = Website = Total
users users
Research 77.6 87.2 80.2 71.7 86.8 74.3 88.5 70.5 81.6 81.9 85.6 83.8 84.8 84.9
and Studies
Planning 53.3 30.9 47.3 62.6 34.1 57.7 31.6 58.0 31.7 35.7 314 57.5 29.8 33.6
Monitoring = 36.5 18.8 31.8 24.8 18.1 23.7 12.1 28.4 15.6 16.5 9.8 27.5 16.2 15.7
and
Evaluation
Advertising | 14.8 14.1 14.6 12.1 13.2 12.3 4.0 2.3 32 33 3.6 25 5.7 4.7
and media
Decision =~ 48.4 24.8 42.1 31.5 23.1 30.0 27.6 52.3 21.9 28.2 31.4 53.8 25.2 30.5
making
Press = 25.8 10.1 21.6 26.1 22.0 25.4 8.6 30.7 7.6 11.4 11.3 30.0 12.9 145
reports
Legal 127 9.4 11.8 10.8 12.1 11.0 5.7 11.4 3.8 5.5 7.2 75 4.9 5.9
issues
Other - - - - - - - - - - 10.8 11.3 14.9 13.3

Percentage of PCBS data usage by frequency, the user status and year

User status/year

2010 2013 2016 2019
Individuals | Institutions = Total = Individuals | Institutions = Total @ Individuals @ Institutions = Website = Total Individuals Institutions = Website = Total
users users

Daily 4.0 13.6 11.1 1.1 2.4 2.2 2.9 5.7 7.6 5.9 5.7 125 75 7.5
Weekly 8.7 17.0 14.8 7.7 9.5 9.2 15.5 10.2 20.3 17.3 10.3 125 17.2 14.6
monthly 114 40.2 32.5 18.1 20.0 19.7 20.1 17.0 21.0 20.1 10.8 27.4 20.3 18.4
Quarterly - - - 6.6 8.6 8.3 10.3 9.1 5.7 7.6 8.2 8.8 5.4 6.6
annually - - - 8.2 12.8 12.0 4.6 6.8 29 4.0 5.7 3.8 3.3 4.1
Irregular 75.9 29.2 41.6 58.3 46.7 48.6 46.6 51.2 42.5 45.1 59.3 35.0 46.3 48.8
(when
needed)
Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
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2.9.  Semi-regular interviews
Seven representatives of institutions were interviewed (3 universities, a media institution - Raya,

OCHA, the Ministry of Health and a research institution — MAS). The aim was to deepen the
understanding of the results and confirm them. This was done by asking a number of questions
and talking to them about some statistical results?.

Regarding the general satisfaction with the statistical data, all those who were interviewed
confirmed their satisfaction with the services provided by PCBS. They also confirmed the
satisfaction level with the quality of the outputs of PCBS work which got high satisfaction rates.
They indicated that PCBS in terms of efficiency and effectiveness deserves this level of high
satisfaction (PCBS is one of the best national institutions in terms of performance and
commitment. Furthermore, the means that are used for studies and surveys are reliable, services
are provided quickly in addition to tactful and professional treatment. We are provided with
statistical data constantly and continuously even without asking through press releases and
electronic links. Services are easy, accurate, varied and free of charge for everyone, they are even
better than expected. PCBS collects and provides data continuously. They are constantly
renewing and updating data).

In yet another aspect, some indicated that there are memoranda of understanding and cooperation
agreements between their institutions and PCBS, which facilitate obtaining the data they need,
especially the Public Use Files.

On the other hand, some people say that there are some weaknesses that weaken the level of
satisfaction. For example, there is a major weakness in how data is presented and in marketing
information- dissemination and communication. This may be a general weakness of most
statistical centers in various countries of the world. Some pointed out to the difficulty / inability of
obtaining unpublished data despite signing memoranda of understanding with PCBS — as they
entirely rely on certain surveys - such as population and MICS - in planning, preparing strategies,
decision-making, preparing vital indicators, studies and others. They also indicated that
sometimes it is difficult to access information on the website (historical data — previously
published information — that exists in a certain search engine and new data found in another
search engine) and sometimes the lack of certain data, e.g. data about lands.

In regard to goals and purposes of data use, they indicated that the data of PCBS in general
serve the planning and decision-making process. But, the problem might be that the Palestinian
planner and decision-maker does not rely much on the data in planning and decision-making, as
this percentage came in second place after studies and research purposes. The highest percentage
of data is used in research and studies, due to many reasons that include (the big number of those
who carry out studies and research, perhaps for academic reasons - undergraduate and master's
students, the abundance and diversity of development studies, baseline data studies, end-projects

Zsee annex 4.1 “interviews questionnaire”
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data studies, feasibility studies, and the fact that many institutions that does planning and
decisions making depend on preliminary studies).

At the same time, they indicated the variety of objectives of their use of data such as planning,
designing indicators, developing strategies, making decisions, designing development programs
and projects, academic and economic studies and research, etc. This confirms the importance of
PCBS’ data, users’ reliance on it and the variety of use purposes.

As for _the relationship with PCBS and ways of communicating with it, the PCBS’ page on
Facebook is the most preferred way to communicate with PCBS among other pages on other
social media sites. This is due to the fact that Facebook is the most used site and that other sites
are not used frequently locally as well as people’s poor knowledge of the uses of other social
media sites. Also, people do not consider these sites as official means of communication, and
sometimes it may be prohibited from use by government bodies.

In general, specialized users go directly to the website, where data is available and easy to access,
and use e-mail. However, they have some comments and improvement ideas in this regard,
including: that data are not published as complete time series - such as the GDP. they also added
that it was easier to use the website previously because it is now very crowded with information
and includes a lot of data, especially for ordinary people, which makes it difficult for them to
access the required data. When searching for specific publications and data, the search engine
leads the browser in several successive, detailed, and sometimes confused steps (searching within
the PCBS’ website leads to a Google page and pages that are not related to the search).

In regard to data presentation, the way it is presented in general is good, comfortable,
convenient, reader-friendly, it includes guidelines, terms of quotation, regulations, restrictions,
etc.

Nevertheless, there are some comments. For example, the tables are published in the old
traditional way. Accordingly, interactive indicators data must be prepared and published through
the Dash Board, to enable people to obtain the data and tables they need. Moreover, some
information is difficult to access as it is necessary to contact PCBS for guidance. Statistics are
arranged alphabetically and sometimes the keywords that are used do not exist in this order. There
is a need to simplify press releases in a way that suits the average citizen or journalist (specialized
statistical words). It is full of texts almost have no charts and illustrations, and the updating of
data should also be faster as some of them are old and not updated.

As for the need for detailed data and other censuses, there were some notes about the
unavailability of detailed data on the website or the PCBS’ publications, and that it is difficult
when approaching PCBS to request unpublished data.

As for Users Services Division, the employees in this division are in general professionals and
excellent in dealing with clients. Their service is fast and they are tactful and kind in dealing with
users. They provide accurate guidance and advice - although the user who asks for data is not
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informed of its inavailability. Moreover, everything is perfect when dealing with people known to
the Division / PCBS or if they represent official agencies.

Regarding PCBS' response to users’ expectations, they indicated that in terms of continuous
development and meeting the needs, PCBS is responsive to users' expectations. There has been a
continuous development processes on the website during the last 5 years. This result is not
surprising as most of the clients believe that the PCBS leadership cherishes development and
improvement, in response to the needs of international institutions and donors, as they have been
doing so over the years.
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2.10.

Discussion and conclusions

The researcher, in light of the above-mentioned statistical results, has made a set of conclusions
on which he built some recommendations as follows:

1.

It is a great step for the Palestinian Central Bureau of Statistics to keep measuring the
users’ satisfaction with its data and services for the sixth time in a row, assuring on the
institution approach that is “Customer Oriented” and their listens to their opinions to
upgrade and develop the level of its services.

This survey has provided a multiple and varied development opportunities for PCBS, as a
number of vital indicators that form the basis for a development plan for its services have
been measured to satisfy the users' needs for its statistical data and services.

The data and services users - for the three target groups — come from four regions® which
are: West Bank, including Jerusalem, Gaza Strip, and the occupied Palestinian territories
in 1948, and outside Palestine. This reflects the comprehensiveness in the geographical
coverage of users wherever they are, despite the variation in percentages and despite the
fact that the vast majority of respondents are from West Bank.

There is a balance between male and female individual users, with the majority of
educated groups and holders of university degrees (bachelor's, masters and doctorate)
respondents. This reflects the PCBS' ability to bring benefit different educational and
professional categories.

Institutions that benefit from the services of PCBS are distributed to several institutional
groups (ministries, governmental and semi-governmental institutions, local bodies, private
institutions, international institutions, and other types of institutions (universities and
institutes, civil, non-governmental and charitable institutions, media institutions, research
and studies institutions). The first category represented a little less than half, which
reflects PCBS’ ability to benefit all sectors of institutions.

PCBS data usages were for individual and institutional ones - with varying degrees among
the users of the website.

User’s relationship with PCBS: "Facebook™ is the most preferred method for most users to
communicate with PCBS. Still, we find that the website is the first preferred portal for
obtaining data, and then e-mail comes as the second preferred channel. This indicates
PCBS' ability to open different means to access its services, and that among these means is
what suits the users' preferences and capabilities.

Normally, users often use data when they need it and there are those who use it on a
regular basis. Hence, users depend on the services of PCBS to fulfill their various needs,
especially research ones - as the use of data in research and studies purposes was at very
high rates among all users and at lower rates for planning and decision-making purposes.
This explains PCBS’ maintaining of first place among other sources of user access to
statistical data at very high rates, noting that ministries, government institutions and
private institutions depend almost completely on PCBS as a source of data.

Accordingly, in light of these conclusions, it is expected that users have a high level of
overall satisfaction with the data and services provided by PCBS, despite the fact that it’s
slightly a lower level among the users of the website. We also find that international

3According to the variables of the question of geographical distribution
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

institutions and other institutions are completely satisfied with 100%, whereas ministries
and governmental and private institutions are very close to this percentage.

The rate of general satisfaction with the quality of statistical services provided by PCBS
among users of the website has also increased.

Individuals were more satisfied than institutions with the quality of a number of statistical
products provided by PCBS. Then the users of the website came in third place, and this
was represented by satisfaction with the quality of statistical reports.

In general, users' satisfaction rate with PCBS' website on social media, according to
specific terms, is relatively high. However, some social media pages of PCBS have
received low satisfaction rates (the PCBS’ website on Twitter received the lowest
satisfaction rate from individuals and users of the website, and the PCBS’ page on
Instagram had the lowest satisfaction rate among institutions).

The average satisfaction rate of all users with PCBS’ official website was relatively high,
especially among institutions. In particular, the highest percentage of users 'satisfaction
was with the availability of statistical data on the website in multiple formats (Excel,
HTMLWord, PDF), while the tool intended to helping people with special needs in using
the website and the students' section on the website had the lowest percentage of
satisfaction.

The satisfaction rate in regard of User Service Division had also increased according to
specific terms, in which the satisfaction with courtesy and kind treatment came in the first
place among other terms, while the satisfaction with the ability of the User Service

Division t to provide guidance and advice was the lowest.

The level of satisfaction ranged from relatively high to high for a number of variables
such as workshops, conferences and seminars organized by PCBS, whereas satisfaction
rate with press releases was high, and satisfaction rate with quality dimensions in general
was relatively high.

Satisfaction rate with the quality of general statistics data - censuses and surveys - was
also high, among which the satisfaction with the population and housing census was very
high. Demographic and social statistics got a relatively high level of satisfaction, as were
the economic, geographical and environmental statistics.

Users’ rate regarding the need for PCBS to develop its work ranges from low to medium
and for various sub-variables. Initially starting with the way of presenting statistical data
in tables and charts, the website, Microdata for Public use Files (PUF), providing more
detailed statistical data, changing the way reports are presented, and finally improving
timing and coverage of new surveys. However, if we combine the percentages of each of
the great need for development with the medium need for development, the results
confirm the need for PCBS to make effort to develop all the terms included in the
evaluation.

As for the level of PCBS’ response rate to the user’s expectations, it was equal to the
expectations for more than half of the users.

It is possible to summarize a number of conclusions through the observations of the semi-
regular interviews - the qualitative / quantitative section of the survey, which are:

.20
a) The qualitative study's impressions, evaluations and tendencies are almost in a
perfect harmony, and in various fields, with that of the quantitative study. It
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b)

d)

provided clear and specific explanations and emphasized the statistical concepts
and conclusions drawn from the quantitative study.

It is also confirmed that PCBS, with its efficiency and effectiveness of its
performance, deserves that high level of satisfaction that the statistical results
showed, as it provides its services at high levels, as users find it responsive to their
expectations despite the constant need for development in the form and content of
the service and presentation.

The importance of the data and services provided by PCBS was also emphasized
though the variety of the purposes of use, such as planning, making decisions,
formulating strategies, vital indicators, research and studies of various kinds.

The results of the quantitative study indicated that users go through the website to
obtain data, even though, in their opinion, it needs some kind of development and
modernization with regard to search mechanisms and content presentation. To
obtain data, users also use e-mail, contacting PCBS or visiting the User Services
Department. This department was mentioned as a good one when dealing with
clients/users, with the need for development and more attention in the aspect of
follow-up and providing unpublished data.

It turns out that there is a need to conduct other important surveys that serve
researchers, scholars, and institutions that have special interests, such as health,
land, water, settlements, economic and other ... etc.
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2.11.

Recommendations

Upon reviewing these conclusions, a set of recommendations can be presented to PCBS.
These recommendations must be taken into consideration and a move forward should be taken
to implement them in order to sustain development of PCBS' products and services, in order
to raise the level of users' satisfaction with statistical data. These recommendations are as
follow:

1.

5.

PCBS continues to evaluate users ’satisfaction with the statistical data and services
periodically (every three years) in order to ensure that users’ emerging and always
changing needs are met fulfilled. This will keep PCBS in a leading and advanced position
among other similar institutions.

PCBS spares no effort to keep up with changes and rapid development that are taking
place globally, especially in technologies, including: means of communication, awareness
and information dissemination through the media, online applications and social media
sites. Those efforts have made PCBS the focus of attention of its followers and data users.
In the same context, PCBS can choose and employ the appropriate and modern
technology, such as getting back to historical data tabulation but in a better way through
utilizing the modern and fact tools (e.g., the Business Intelligent Platform).

PCBS Brand: the trend towards owning and enhancing the branding of PCBS in terms of
color, gradations, font, logo, etc. and using it in reports, log-in pages, user interfaces and
all publications.

Relationship with official authorities:

a) Emphasizing the importance of strengthening the relationship between PCBS,
ministries, and the executive authorities and decision-makers, so that PCBS' data is
used effectively and permanently.

b) Emphasizing the importance role of PCBS, to the ministries and institutions that
consider it to fulfill their roles in the process of data acquisition. The PCBS is not a
substitute for them, but rather it is the official and central authority to issue official
numbers in cooperation with everyone and by making partnerships and
memorandum of understanding with them and activating previous agreements. In
addition, emphasizing that the role of ministries and institutions is to use the data
for detailed analysis and to employ these figures and assign them to the decision
maker.

c) Dealing more smoothly with official institutions and without complexity in order
to facilitate work and benefit from data.

d) Facilitating the process of obtaining unpublished data for internal purposes in
government institutions.

Regarding data dissemination, presentation, promotion and display:

a) Developing the method of communication and publishing so that publishing is easy for
those looking for information and continuous communication with users.

b) Ensuring that the data is updated continuously and the indicators data is updated
periodically and regularly.
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c) Presenting information in an easy and appropriate way for all categories.

d) Developing the way of presenting tables and charts.

e) Developing the way reports are presented on PCBS’ sites.

f) Providing more detailed data in various topics.

g) Changing the current status of tables from "static" to "dynamic” and paying attention
to the role of interactive indicators and developing it as an alternative to static tables.

h) Ensuring the continuity of placing copies of PCBS data in the libraries of all
universities for public use in the form of MPF, in order to encourage students -
especially undergraduate students - to use the data and research.

i) Promoting and familiarizing students and professors in universities with the data that
are provided periodically and permanently.

J) Simplifying press releases further to be in a language and style that is understood by
all users and the public.

6. The Website:

a)

b)

d)
e)

f)

Promoting the process of website and social media development and keep updating
it with available data.

Improving the searching process on the website, facilitating access to data, making
keyword search better than the current one, and shortening the steps in the search
process on the website.

Presenting the data time series in reverse chronological order from newest to
oldest.

Providing a direct response service to the inquiries of the social media users.
Providing MPU on the website without conditions, and that it is accessed when
conducting a search on the site, as well as facilitating the process of requesting
access to data.

Addressing problems facing researchers in the search process on the website, as
the website navigates to Google page sometimes.

7. Improving the means of communication through e-mail and the continuous updating of the
PCBS’ website on Facebook to become an interactive and constantly active page, as well
as the rest of the sites, especially LinkedIn, Twitter and Instagram, in order to expand the
geographical coverage outside Palestine.

8. Enhancing the ability of the employees in the User Services Division to provide advice
and guidance to those in need of assistance, organize the registration and requests
documentation process. Also, designing an online program for registration and follow-up
that documents the names and contact addresses and the types of those requesting the
service through:

a.
b.

Developing the public services database because it is a rich source of information.
Amending data request reception form so that all basic identifying data are
fulfilled (this data becomes mandatory).

Working on providing a mini-questionnaire that measures the satisfaction of data
users so that it is sent with responses to services division (one question such as
general satisfaction with the service).
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9.

10.

11.

12.

Forming a team of PCBS staff (User Services Division) to improve the quality of services
and improve the satisfaction of the users. This can be achieved through addressing the
results of this survey, taking each table separately, studying and analyzing it. Thus, they
will be able to develop detailed and specific recommendations regarding indicators that
would improve the quality of services, raise the level of satisfaction with them and
ensuring that PCBS response to user expectations is excellent.

In regard to censuses and new surveys:

a) Conducting other surveys such as sustainable development, governance,
relationship of building settlements with water and land, the informal economy,
civil organizations, women's economy, humanitarian indicators describing various
vulnerable groups*.

b) Finding approved economic methodologies to identify important and required
indicators, such as linking local production with importers.

Preparing a study in cooperation between the public services and each statistical
department separately to evaluate its statistical indicators in terms of their availability and
the possibility of availability in the future. Additionally, studying the possibility of
covering new statistical topics or expanding the ability of covering new indicators and
geographical detailed levels, based on the public services database and what users require.
Publishing the report of this survey to users as an example of transparency in providing
the service.

4 OCHA representative indicated that they will work with PCBS to write Humanitarian Indicators that

describe the various vulnerable groups as this is not currently covered.
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Chapter Three

Methodology

This chapter includes a presentation of the survey objectives questionnaire, framework and
sample, field operations, supervision and follow-up, as well as data processing

3.1 Survey Objectives
In general, this survey aims to accurately identify the users' opinions about PCBS’ ability to meet
the required services in terms of quality, appearance, content and ability to access, in order to help
PCBS carry out a comprehensive review of its work and future plans.
This survey aims specifically to identify the following:

1. The satisfaction of PCBS’ data users, including institutions, individuals and users

of the webpage, with the services and data provided by PCBS.

2. The best way for users to obtain data or services issued by PCBS.
The purpose of using PCBS data.
4. The extent of satisfaction with the quality of the statistical products provided by

PCBS.
5. The users’ satisfaction with the website, PCBS’ pages on social media, the User

Service Department, workshops, conferences and seminars, and press releases.
6. The extent of users' satisfaction with the quality dimensions in relation to the

statistical data.
7. The percentage of fields of development (areas that need development) from the

users' point of view in specific areas.

w

3.2 Survey Questionnaire

The used research methodology in implementing this survey employed both quantitative and
qualitative research methods by using two research tools with the study sample. The first was
quantitative, namely self-administered online research questionnaires; consisted of three
questionnaires that targeted PCBS’ website users, institutions benefiting from PCBS’ services and
the individuals who used PCBS’ data during 2019 independently. The second method was a semi-
structured interview with a number of stakeholders.

When designing these three questionnaires, the users' satisfaction survey questionnaires
implemented in 2016 was used as a base for developing this survey questionnaire. When
designing the 2016 survey questionnaires, several considerations were taken into account such as
the most important indicators, variables and measures that evaluate issues related to the
satisfaction of data users. It also included indicators that help in measuring the extent to which
PCBS meets the needs of users. International studies and experiences were taken into
consideration this regard, especially the Eurostat, British statistics, the Croatian and the Greek, as
it was clearly possible to benefit from these experiences.
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As will be shown later, the three questionnaires have also been updated by either adding questions
or deleting or modifying some. This was done to modify the current study, in response to
recommendations by the technical committee and in accordance with the research requirements of
this round.

It was necessary for this questionnaire to have appropriate technical specifications for data
collection, entering and cleaning in an automatic, proper and simultaneous manner since
questionnaires are considered the main tool for data collection and since data were electronically
collected (data collection).

The users 'satisfaction survey questionnaire 2019 for institutions and individuals® contained six
sections. These were the identification data (7 questions for the individuals' questionnaire and 9
questions for the institutions’ one), the relationship with PCBS (5 questions), overall satisfaction
(two questions), satisfaction with the services provided by PCBS (6 questions), the satisfaction
with the quality dimensions in respect to various statistics (5 questions), and finally, fields of
development and response to expectations (two questions). Meanwhile the survey questionnaire
for the users of the website consisted of two parts: general data (5 questions), and overall
satisfaction and satisfaction with the services provided by PCBS (6 questions).

As for the semi-regular interviews, seven representatives of institutions, who answered the study
questionnaires, were targeted and asked a number of questions. It provided clarification of some
statistical issues, enriched the analysis process, and gave an opportunity for the respondents to
freely express their opinions and attitudes towards the services of PCBS.

Drafting Questions:
Two approaches were used to draft the questions in this survey: the overall approach and the
detailed approach:

a) Overall approach: users were asked to evaluate the services and products provided
by PCBS - in general - in light of their experiences in using them.

b) Detailed approach: users were asked to rate their satisfaction with each element of
services and products provided by PCBS, taking into account the various
motivations of users' behavior - specific /detailed indicators.

c) In addition to the two previous approaches, the satisfaction scale was used while
developing questions, as follows:

i. Scale of satisfaction: a five-point scale (very satisfied - satisfied - Neutral -
unsatisfied - very unsatisfied) with the addition of a sixth choice, which is
don’t use / do not know.

ii. The questions used in semi-regular interviews in this survey were open-ended
questions (as this form of questions allows the respondent to freely express a
point or points of views).

The updates that took place on the research questionnaires for this round were as follows:

5Both the institutions 'and the individuals' questionnaire are completely identical except for the first section (the
identification data for each category)
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The website questionnaire: In the second part of it, new elements have been added to the
evaluation fields targeted in the third question 8(B3), such as the social media sites of PCBS. The
same thing happened in the fourth question (B4)’, where fields related to other aspects of
satisfaction were added. On the other hand, two questions were added to this form; Question (B5)
related to satisfaction with the social media pages of PCBS - in certain aspects; and question (B6),
which was related to rating the PCBS' response to users' expectations.

Individuals and institutions' questionnaire: both questionnaires will be explained, as they are
identical as indicated above.

In the second section, a question regarding the preferred method of receiving PCBS data (B4) was
removed. Another question was added to assess the level of satisfaction with the favorite social
media page to communicate with the PCBS (B5).

As for the third section (overall satisfaction), other areas of evaluation have been added in
question (C2). The same thing happened to Question (D1) in section four. Question (D2) has
undergone modifications in the “answer” parts. A new question was added to this section (D6)
related to satisfaction with the statistical reports issued by PCBS from various aspects.

In the fifth section, regarding satisfaction with the quality dimensions, an addition has been made
to fields of question (E2), satisfaction with the quality dimensions in relation to economic
statistics. The same applied to question (E4) related to demographic and social statistics, as the
fields were added to it as well.

In the sixth section, a question (F2) has been added regarding the extent to which PCBS responds
to the users' expectations.

3.3 Frame and sample
3.3.1 Target population
The target population for user satisfaction survey 2019 consists of:

1. All institutions inside and outside Palestine who are beneficiaries and users of the services and
products of the Palestinian Central Bureau of Statistics during the period from 1/1/2019 to
31/12/2019 and include:

- Ministries, governmental sector, semi-governmental, or local council.
- Universities or academic colleges

- Non-governmental or charitable organizations.

- International organizations

- Media organizations

- Private sector organizations.

5Question: How satisfied are you / your organization with the quality of statistical products and services provided by
PCBS?
’Question: How satisfied are you / your organization with the website of PCBS in terms of ...
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- Research or consultancy

2. . All individuals inside and outside Palestine who are beneficiaries and users of the services
and products of the Palestinian Central Bureau of Statistics during the period from 1/1/2019 to
31/12/2019

3. All users (visitors) of the Palestinian Central Bureau of Statistics' website (individuals and
institutions) during the survey implementation period from 1/3/2020 to 30/6/2020.

3.3.2 Sampling Frame

The sampling frame was divided into three categories:

The first category is the institutions: We have prepared the survey framework for this category
(Adjustment and revision), based on the database of the User Services Division which PCBS
provided us with. The list includes all governmental institutions, ministries and semi-
governmental institutions, universities and academic colleges, national organizations, media
organizations, companies and private organizations, international organizations, research and
studies institutions who are beneficiaries and users of statistical services and products issued by
the Palestinian Central Bureau of Statistics during the period from 1/1/2019 to 31/12/2019. The
institution frame distribution was as follows:

Distribution of institutions by the type of institution

Types of institution Number of Institutions

Ministries, governmental sector, semi-governmental, or local council. 77

Universities or academic colleges 11

Non-governmental or charitable organizations. 15

International organizations 118

Media organizations 7

Private sector organizations. 47

Research or consultancy 9

Total 284

The second category is the individuals: We have prepared the survey frame for this category
(adjustment and revision) based on the database of the User Services Division provide by PCBS.
It is a list of all individuals inside and outside Palestine, the beneficiaries and users of the
statistical services and products issued by the Palestinian Central Bureau of Statistics during the
period from 1/1/2019 to 31/12/2019.The number of individuals is 665 according to the database
of the User Services Division of the Palestinian Central Bureau of Statistics during that period.

The third category is the users of the website: there is no list of users and visitors of the official
website of PCBS. Accordingly, work was done to get the data (online questionnaire on the
website) from the users directly when they use and enter the official website of PCBS during the
period of implementing the survey.
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3.3.3 Sample Size
The size of the survey sample according to the type of user (previous categories) individuals,
institutions, and users of the website was as follows:

First: The sample of institutions

The number of institutions using the data or statistical services issued by PCBS was 284. The link
of the online survey questionnaire was sent to all institutions. It was expected that a number of
institutions would not respond because felling out the questionnaire was optional, so a sample size
of 127 institutions was estimated to obtain high-quality results.

The sample size of institutions was calculated using the following equation:

__ Nt'p(-p)
2’ (N-1)+ r:p(l—p)

Where:
t: A factor to achieve the 95% level of confidence, where it is about 1.96

n: Sample size

N: Population size (frame size).

p: is the proportion of the main estimate; that is supposed to be 50%.
e: Margin of error, it is about 6.5%.

The sampling rate is 44.7%.

Sample size

Sampling rate= x 100%

Total frame

Second: the individual sample

The number of individuals using the data or statistical services issued by PCBS was 665. The link
of the online survey questionnaire was sent to all of them. Since it was optional to fell out the
questionniare, it was expected that a number of individuals would not respond, so a sample size of
243 individuals was estimated to obtain relevant High quality results

The sample size of individual was calculated using the following equation:

e N p1-p)
e’ (N-1)+ r:p(l—p)

Where:
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t: A factor to achieve the 95% level of confidence, where it is about 1.96
n :Sample size

N: Population size (frame size).

p: is the proportion of the main estimate; that is supposed to be 50%.

e: Margin of error, it is about 5%.

The sampling rate is 36.5%.

Sample size

Sampling rate= x 100%

Total frame

Third: the website users Sample

The questionnaire was completed by 389 users of the website (individuals and institutions) during
the survey implementation period.

3.3.4 Sample design
The sample is stratified randomized.

3.3.5 Sample strata

The target population was divided according to the target groups into:

1. Ministries, governmental or semi-governmental secotr and local councils.

2. Private sector institutions.

3. International institutions.

4. Other institutions (universities, institutes and colleges, national organizations media
institutions, research and studies organizations).

5.Individuals.

6. Website users.

3.3.6 Levels of data analysis
1. The overall level (all users, institutions, individuals, and the website users).
2. Institutional level.
3. Individuals level.
4. Website users level.

3.4 Field work

Based on the international studies, experiences and surveys carried out on topics related to
measuring user satisfaction, a recommendation had previously been agreed on with PCBS to
implement the survey on-line. Accordingly the same recommendation was used for this survey.
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Thus, the questionnairs were programmed for the three categories according to the GIZMO?8 in
order to be used in collecting survey data online and through the official website of PCBS. The
process was completed as follows:

1. The three forms were prepared - as final drafts - in both Arabic and English and approved by
the technical committee for the survey.

2. The G1ZMO software was used to collect data online, which transferred data directly to an
Excel statistical database. It should be mentioned that this software had been tested and found to
have advantages, of high quality and easy to use as it is:

a. Electronically safe and protected.

b. Lager than expected files of data can be uploaded for this survey.

c. Work in both Arabic and English languages at the same time, which is needs in this
survey.

d. The possibility of developing and applying the determinants and controls of research
quality. Data from the same person wasn’t accepted more than once, not accepting
automatic data entry from a robot / software, not allowing navegation without completing
the correct answer to the mandatory questions, the possibility of returning to the
incomplete questionnaire to complete it, as well as the ability to answer using
mobilephones and other devices.

3.4.1 Data Collection

1. In the beginning, a unified official email was prepared for individuals and institutions to
inform them that PLAN will implement the User Satisfaction Survey 2019 on behalf of
the Palestinian Central Bureau of Statistics. They were informed that the aim of the survey
is to measure users’ satisfaction with the services and data provided by PCBS. The email
encourages and urges them to fell out the survey which will evantually contribute to
enhancing the level of answering their needs as users. It was stressed that whoever
completes the institution's questionniare should complete it on behalf of his/her institution
(representing the opinion of the institution).

2. The data collection process was carried out using the tools according to the following:

a) Uploading both the individuals and institutions questionnaires to the software and
link them to survey database sheet, including all its components.

b) Sending the link of institutions questionnaire with a letter signed by the head of
PCBS requesting cooperation in answering the questionnaire via email to the
various target institutions. The email asks them to answer it online and explains
that the company is carrying out the survey on behalf of PCBS.

c) The same procedure described in point (b) above was done for the sample of
individuals.

d) As for the website questionnaire, it was uploaded to PCBS’ website and
programmed to appear to every new visitor of the website during the survey period
to answer as well as link it to the GIZMO software.

8 GIZMO is Server of online search services located in the U.S
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e) Before sending out these links, a test of this mechanism was conducted to ensure
its accessbility and accuracy of data collection.

f) All completed questionnaires were automatically stored in the computerized
database on the GIZMO software.

3. The individual user questionnaire who uses PCBS’ products for personal (individual)
purposes was completed by individuals, while the institutions’ questionnaire was
completed by the relevant person who used the PCBS’ products for institutional purposes
(for the use of the organization they work for).

4. As for the website users, the questionnaire was completed by them when they logeed in
to PCBS official website directly (Web-Based Survey).

5. The survey data collection started and the questionnaires were completed for the three
categories according to the following dates:

a) Website questionnaire: from 1/3 to 30/6/2020
b) Individuals questionnaire: from 29/4 to 30/9/2020
c) Institutions questionnaire: from 4/5 to 30/9/2020

6. All data were taken and statistically processed using SPSS to extract the necessary tables
for the researcher to analize and prepare the final report.

7. After extracting the preliminary statistical results, a set of complementary and clarifying
questions were drafted and sent to a number of institutions' representatives through a
semi-regular direct interview

3.4.2 Supervision and follow up

The IT specialist, in coordination with the project manager at PLAN - the executing company,
sent an email to institutions and individuals regarding the completion of the questionnaire, with
the launch of the data collection phase (Campaign). This campaign was sent several times as a
reminder urgeing the completion of the questionnaire. In addition, the General Administration of
Information and Computer Systems in PCBS uploaded the questionnaire for the users of the
website on PCBS’ website.

Follow-up was conducted with institutions and individuals on completing the questionnaire,
responding to their inquiries, assisting them whenever needed and examining the progress of
work on the completion. Follow-up was also conducted with some of them (who didn’t complete
the questionnaire) by phone in order to help them complete it, answer their inquiries, and to
increase the number of responses.

3.4.3 Auditing and Coding

When designing the survey questionnaires for the three categories, audit mechanisms were taken
into account to be direct and accurate. They were designed into a coded manner so that there is no
need to code them after completion. Thus contributing to increasing the effectiveness and quality
of collecting and cleaning survey data, as well as reducing the time and effort in data analysis and
cleaning.

60



User Satisfaction Survey 2019

3.5 Data Analysis

Since people are tending to use technology and modern technologies in all life aspects, especially
with regard to data collection due to the positive advantages in improving and enhancing the
quality of data, the survey data had been collected online. A set of measures had been taken
during the process of designing the questionnaires for the three categories. These masures
enhance the accuracy, processing and computing of the data directly and immediately. These
measures were as follows:

— Selection of online questionnare designers with a specialization in the field of
programming and computers.

— Designing three onlie questionnaires to survey the users' satisfaction according to each
category: individuals, institutions, and website users. All examination and audit measure
were taken into account during the design and upload of the questionnaires to the GIZMO
software.

- Drafting and preparing the questionnaires in a way that directly takes into account the
automatic audit mechanisms.

- Verifying the effectiveness of the designed questionnaires by uploading experimental
questionnaires for the three categories (individuals, institutions, and websiteusers). This is
done through uploading some correct and incorrect questionnaires.

- Providing each individual user or institution with its own login link that is different from
the others, in order to take into account the accuracy and examination and eliminating
double completion.

- After the user fully completes the questionnaire and after pressing the send button, it is
sent to the server and stored directly in the database (servers belonging to GIZMO). This
enabled the project management to review the data, make the appropriate checks, make
the necessary comparisons and identify the number of responses.

- Enabling the project management to see the completed questionnaires, and thus enabling
the project management to review and clean the data at any time (if any).

- Receiving files with the updated data continuously throughout the data collection stage, to
be checked and audited and to perovide assistance to non-respondants.

- The questionnaire is not considered completed until it has been completely and correctly
completed.

- There was no need to significantly process data due to the development of a set of
controls and automated auditing mechanisms on online questionnaires.
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3.6 Results presentation

After the data collection and processing stage was completed, the survey results, the most
important indicators and tables were extracted through the use of the SPSS program.

After that, the results were interpreted in light of the concepts of measuring satisfaction and its
importance. This is done in order to come up with conclusions, then build recommendations
based on them in order to prepare a report that presents the results, conclusions and
recommendations with statistical tables, graphs and explanations about quality of products or
Services.

Some comparisons of user satisfaction data over the years were made to determine the
development process and its impact on users (comparing the current study with previous studies).
In addition, the study contained the theoretical framework for satisfaction studies, which was
enriched with the best peices wirtten in this field by senior researchers and experts.
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Chapter four

Quaity

This chapter includes an explanation of the accuracy and quality of the data in terms of sampling
errors and errors not realted to sampling, the measures taken to reduce these errors, and the
response rates. Also, to address the most important observations received during the
implementation of the survey.

4.1 Accuracy

Examination of the accuracy of the data includes several aspects in the survey, the most
prominent of which are sampling errors due to the use of a sample, as well as errors made by
staff or casued by survey tools, in addition to the survey response rates, and the most important
impact on variance and estimations.

4.1.1 Sample errors

The data of this survey is affected by sample errors as a result of using a sample of the study
population. Therefore, real values will be different from what we expect to obtain from the data.
The variance was calculated for the most important indicator, which is the extent of overall
satisfaction with the data and services provided by PCBS as shown in the tables below:

Estimation of the overall satisfaction of the institutions with PCBS’ data and services
RMS error%

variable Estimation confidence interval%95

proportional

percentage % Minimum Maximum % error
Satisfied/ very satisfied 975 18 90.3 99.4 18
Nutral 25 18 0.6 9.7 703

Unsatisfied/ Very unsatisfied - - - - -

Estimation of overall statisfaction of individuals with PCBS data and services

variable Estimation RMS error% confidence interval%95 ~ proportional
percentage% Minimum Maximum error %
Satisfied/ very satisfied 933 18 88.8 96.1 19
Nutral 36 13 17 7.4 37.2
Unsatisfied/ Very unsatisfied 31 19 14 6.8 403

63



User Satisfaction Survey 2019

Estimation of the overall satisfaction of PCBS official website users with the data and services
provided by PCBS

Minimum Maximum
Satisfied/ very satisfied 81.0 20 76.7 846 25
Nutral 12.8 17 9.9 16.6 132
Unsatisfied/ Very unsatisfied 6.2 19 42 91 19.8

The previous tables show the estimation for the most prominent variables, and as is evident in the
tables that calculate the variance, these variables are mostly accurate.

4.1.2 Non-Sampling Erros

Non-sampling errors are possible to occur at all stages of project implementation, which would
negatively affect the accuracy of the data if they occur. They can be errors that occur during data
collection, errors during the design of the questionnaire, errors during data transfer, errors during
data entry and processing, errors related to the survey date or errors related to the interviewed. In
addition, errors while completing the online questionnaire might be one of the most common
errors that we may encounter in this survey.

Therefore, in order to avoid errors and limit their impact, the team made some efforts, the most
important of which were:

- During the questionnaire design process, a set of tests were conducted and a set of
experimental questionnaires were uploaded for the three categories to check the
efficiency of the online questionnaire before starting the data collection process.

- Preparing online survey questionnaires taking into account the rules and mechanisms of
automatic auditing.

- During the completion of the questionnaires by the target groups, communications and
follow-up was conducted to help them complete and solve problems, if any, either by
phone or responding to their inquiries by e-mail.

- Receiving files of completed questionnaires periodically to be checked and audited.

All these measures and others contributed to enhancing the accuracy of the data during all
stages of the survey implementation.

4.1.3 Response rates
The following is an explanation of response and non-response rates, in addition to a mechanism
for calculating response and non-response rates for both individuals and institutions:
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Responses by instituations

Respondents Number of

responses
Responding instituation (completed) 80
Partial response /metadata and other reasons (incomplete) 47
Total (sample size) 127

Response and non-respone rates

total responses
Response rate = ; X 100% = 63%
Sample size

No-response percentage= 100% - response percentage = 37%

Responses by individuals

Respondents Number of responses
Responding individulas (completed) 194
Partial response /metadata and other reasons (incomplete) 49
Total (sample size) 243

Response and non-respone rates

total responses
Response rate = - X 100% = 80%
Sample size

Non-response percentage= 100% - response percentage = 20%

4.2 Survey Limitations

There are serveral obstacles / limitations that hindered the implementation of the survey and
caused delaying some implementation procedures, including:

1.The individuals and institutions database of beneficiaries- which formed the general
framework of the survey field — wasn’t accurate with many defects (duplicated names and
addresses, name mismatch with address, no phone numbers, e-mail adresses are namless in
some cases, etc)

2. Based on the above-mentioned, great efforts were made and a lot of time was spent on making
a final addresses list of users.

3. Data collection took place during lockdown due to "Corona™ pandemic, which shifted the
priority of completing the questionnaires for many of those who were targeted. Institutions
were contacted by phone to urge them to respond, which required more effort and consumed a
lot of time.

4.The period of designing and testing the online questionnaires of the survey for the three
categories was relatively long. It wasn’t as expected due to the length of the questionnaire and
the several checks that were made
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Annexes

1. Survey Questionnaires

1.1 PCBS website user survey questionnaire

1.2 Individual survey questionnaire

1.3 Institutions survey questionnaire

2. Interviews questions

3. Follow up / supervision of the implementation of the survey by PCBS
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Strategic Management and Planning Consultants PLAN
Users Satisfaction Survey 2019
For the Benefit of Palestinian Central Bureau of Statistics (PCBS)
Sixth Round

Website Questionnaire

The objective of this questionnaire is to measure PCBS data user’s satisfaction and to know their
needs of services and data to serve them and increase their satisfaction.

Data provided here are used only for mere statistical purposes and are considered highly
confidential, according to the General Statistics Law no. (4) of 2000.

Note: The answer should be relating to 12 month ago (year 2019)

Section I: General Data

Users Type? Individual

Please tick @ where applicable

Institution
(Can choose more than one answer)

What is your favorite way to receive PCBS data and Phone/ Fax
services? Email
Website

Visit the Users Services Division
Workshops, Seminar, Conferences
Press releases

Social media Channels

Daily

Weekly

Monthly

Quarterly

Annually

Irregular (when needed)

Frequency of using PCBS data?

For what purpose do you use PCBS data? . Research and Studies

[l

. Planning

(Can choose more than one answer) . Monitoring and Evaluation

. Advertising and media

. Decision making

. Press reports

. Legal issues

. Other

Which social media channels do you prefer to Facebook

I o

communicate with the PCBS¢ . Twitter

O

. LinkedIn

MMwlvPlo|~|o|o|swpr(@TH PN EINo a0 e

. Instagram
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Section Il: The overall and specific satisfaction with the services

rovided by PCBS

Rate the extent of your overall satisfaction with the services and | 1. Very Unsatisfied
data provided by PCBS? 2. Unsatisfied
B1 3. Neutral L]
4. Satisfied
5. Very Satisfied
Rate the extent of your overall satisfaction with the quality of | 1. Very Unsatisfied
statistical products provided by PCBS? 2. Unsatisfied
B2 3. Neutral ]
4. Satisfied
5. Very Satisfied
B3: Your Satisfaction with the Quality of the statistical Services and Products provided by
PCBS
Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know
Code Satisfaction of Answer code
B301 Statistical reports []
B302 Statistical leaflets ]
B303 Statistical Press Releases, ]
B304 Statistical calendar ]
B305 Statistical Indicators ]
B306 Microdata for Public Use File (PUF) O]
B307 Statistical Atlas ]
B308 Statistical Databases on PCBS website ]
B309 PCBS Facebook page M
B310 PCBS Twitter page ]
B311 PCBS YouTube Channel ]
B312 PCBS LinkedIn page ]
B313 PCBS Instagram page ]
B4: Rate the extent of you /your organization satisfaction with the PCBS Website in terms of:
Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/ Don’t Know
Code Evaluation Item D
Code
B401 Availability of data that you/your organization need on PCBS website O]
B402 Statistical data and related files downloading speed from PCBS Website ]
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B4: Rate the extent of you /your organization satisfaction with the PCBS Website in terms of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/ Don’t Know

Code Evaluation Item Agz\gsr
B403 Ease of browsing the website ]
B404 Regular update of published data on PCBS website ]
B405 Statistical data availability as time series on PCBS website ]
B406 Availability of statistical data in different formats (PDF, Word, Excel, HTML) ]
B407 Availability of indicators of the Sustainable Development Goals 2030 on the website ]
B408 Interactive indicators section on PCBS website (indicators.ps) ]
B409 Students section on PCBS website ]
B410 Avail_ability of the tool intended to help people with special needs in using the PCBS Ll
website
B411 Accessibility to PCBS website using different search engines L]
B412 Performance of the search engine in PCBS website ]
B413 Design and consistency of PCBS website L]
B414 Keeping design consistency while moving from one section to another Ll
B415 E\l;ienge)lectronic services provided by the website, such as: (calculating the link with the cost of ]
B416 Compatibility of browsing the website through smart phones |

B5: Rate the extent of your /your institution satisfaction with PCBS social media pages in terms of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/ Don’t Know

Code Evaluation Item Ag(s;\évgr
B501 | Availability of various statistical information / news ]
B502 | Continuous publishing of the activities and events implemented by PCBS ]
B503 | Response to inquiries, requests and comments ]

B6 | In general, how do you rate PCBS response Much less than expected

to your expectations? Less than expected
Equal to expectations

More than expected

AR e

Much more than expected
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Strategic Management and Planning Consultants PLAN
Users Satisfaction Survey 2019
For the Benefit of Palestinian Central Bureau of Statistics (PCBS)
Sixth Round

Individual Questionnaire

The objective of this questionnaire is to measure PCBS data users satisfaction and to know their
needs of services and data to serve them and increase their satisfaction.

Data provided here are used only for mere statistical purposes and are considered highly
confidential, according to the General Statistics Law no. (4) of 2000.

Note: The answer relating to 12 month ago (year 2019)

For help:

If you have any questions or need any help, please call (+972)599311312 or send an e-mail to:
center@plansmpc.com

Section |: General Information

A | Questionnaire code: HEEN
0
A NI ottt e
1
A | Gender: 1. Male 2. Female []
2
A | Age: L]
3

Education qualification: []
A 1. Secondary (Tawjihi) or less 2. Diploma
4 3. Bachelor 4. Higher Diploma

5. Master 6. PhD

Region: L]
A | 1. West  Bank  (including 2. Gaza Strip
5 Jerusalem)

3. Palestinian territory 4. Qutside of Palestine

occupied in 1948

A | Mobile nUMDEI: o
6
A .
7 EMaill e
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Section Il: Relationship with PCBS

Bl

What is your favorite method to
receive PCBS data and services?

8. Phone/ Fax

9. Email

10.Website

11.Visit the Users Services Division

12.Workshops, Seminar, Conferences

13.Press releases

14. Social media Channels

B2

Frequency of using PCBS data?

7. Daily

8. Weekly

9. Monthly

10. Quarterly

11. Annually

12. lIrregular (when needed)

B3

For what purpose do you use PCBS
data?

(Can choose more than one answer)

9. Research and Studies

10.  Planning

11.  Monitoring and Evaluation

12.  Advertising and media

13.  Decision making

14.  Press reports

15.  Legal issues

16.  Other

I I

B4

In case the data related to Palestine is
available from different sources, which
source do you prefer?

1. PCBS data

2. Other Palestinian governmental
organizations or ministries data

3. International organizations (UN,
UNRWA...) data

4. Research institutions data

5. Others’ data

O

B5

Which social media channels do you
prefer to communicate with PCBS¢

5. Facebook
6. Twitter

7. LinkedIn
8. Instagram
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Section I11: Overall Satisfaction
C1 :Rate the extent of your overall satisfaction towards the services and data provided by
PCBS?
1. Very Unsatisfied 2. Unsatisfied 3. Neutral 4. Satisfied 5. Very Satisfied
9.dont use/don’t know ]

C2 :Rate your Satisfaction towards the Quality of the statistical Services and Products
provided by PCBS

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Variables Answer code

C201 | Statistical reports

C202 Statistical leaflets

C203 Statistical Press Releases,

C204 Statistical calendar

C205 Statistical Indicators

C206 Microdata for Public Use files (PUF)

C207 Statistical Atlas

C208 Statistical Databases on PCBS website

C209 | PCBS Facebook page

C210 | PCBS Twitter page

C211 PCBS YouTube Channel

C212 | PCBS LinkedIn page

Ooioooooogbogod

C213 PCBS Instagram page

Section 1V: Satisfaction with the services provided by PCBS

D1: Rate the extent of your satisfaction with PCBS Website in terms of:

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code
D101 | Availability of data that you need on PCBS website ]
D102 | Statistical data and related files downloading speed from PCBS Website ]
D103 | Ease of browsing the website OJ
D104 | Regular update of published data on PCBS website O
D105 | Statistical data availability as time series on PCBS website OJ
Availability of statistical data in different formats (PDF, Word, Excel,
D106 HTML) U
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D1: Rate the extent of your satisfaction with PCBS Website in terms of:

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code
D107 Availability of indicators of the Sustainable Development Goals 2030 on the 0
website
D108 | Interactive indicators section on PCBS website (indicators.ps) ]
D109 | Students section on PCBS website L]
Availability of the tool intended to help people with special needs in using the L]
D110 :
PCBS website
D111 | Accessibility to PCBS website using different search engines [
D112 Performance of the search engine in PCBS website L]
D113 | Design and consistency of PCBS website L]
D114 | Keeping design consistency while moving from one section to another L]
D115 The electronic services provided by the website, such as: (calculating the link L]
with the cost of living)
D116 | Compatibility of browsing the website through smart phones L]

D2: Rate the extent of your satisfaction with the PCBS social media pages in terms of:

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code
D201 | Availability of various statistical information / news OJ
D202 | Continuous publishing of the activities and events implemented by PCBS OJ
D303 | Response to inquiries, requests and comments O

D3 : Rate the extent of your satisfaction if you have contacted with Users Services Division
(through a visit, a phone call, e-mail or any other way) in terms of:

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/ Don’t
Know

Code Evaluation Item Answer
Code
D301 | Knowledge of the Users Services Division employees of their duties Il
D302 | Speed of response and service providing L]
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D303

Ability of guidance and advising

D304

Following-up on users requests

D305

Kindness and good treatment

O g

D4 :Rate the extent of your satisfaction with PCBS Workshops, Seminars, Conferences in

terms of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item Answer
Code
D401 | Timing of invitation ]
D402 | Timing of executing the Workshops, Seminars and Conferences OJ
D403 Level of event organization and administration ]
D404 | Documents and accompanying material during PCBS Workshops,
Seminars, Conferences =
D405 | Benefits gained from the materials presented in seminars, conferences, or
workshops =
D406 | Variety of topics and having no repetition O
D5 :Rate the extent of your satisfaction with PCBS Press releases in terms of:
Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied  5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item Answer
Code
D501 | Timing of Press releases according to the statistical calendar O
D502 | Level of benefit from Press releases ]
D503 | Content and Design of Press releases ]
D6 :Rate the extent of your satisfaction with PCBS statistical reports in terms of:
Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied  5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item Answer
Code
D601 | Timing of issuing statistical reports according to the statistical calendar ]
D602 | Level of benefit from statistical reports ]
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D6 :Rate the extent of your satisfaction with PCBS statistical reports in terms of:

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code
D603 | Content and Design of statistical reports ]

Section V: your satisfaction with the quality dimensions

E1 :Rate the extent of your overall satisfaction with quality dimensions in regards to the
statistical data.

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code

E101 | Relevance ]
The extent of which data would meet real users' needs

E102 | Accuracy
The extent of matching between PCBS data and reality of the surveyed Ol
phenomenon

E103 | Timing and regularity
Timing: period of time between data availability and the event or time they
describe. [
Regularity: The period between the actual date of issue and the planned
date.

E104 | Accessibility and clarity
Accessibility: Ease of getting statistical information U]

Clarity: Ease of using appropriate form and content

E105 | Comparability
Comparison of the statistical data according to time series, geographical U]
distribution and different partials of study population

E106 | Coherence

Existence of different methodologies leads to consistent results in statistical Ol
outputs.
E107 | Completeness ]

Availability of all needed statistics

E2 :Rate the extent of your overall satisfaction with quality dimensions in respect to PCBS
economic statistics you use.
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know
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Code Evaluation Item Answer
Code
E201 | National accounts ]
E202 | Balance of payment |
E203 | Foreign trade ]
E204 | Prices and price indices ]
E205 | Constructions ]
E206 | Statistics of transport, storage and transport outside the establishments OJ
E207 | Information and communication O]
E208 | Internal trade ]
E209 | Services O]
E210 | Industry |
E211 | Government finance, insurance and foreign investments ]
E212 | Olive presses L]
E213 | Economic performance L]

E3 :Rate the extent of your overall satisfaction with quality dimensions in respect to PCBS
geographic and environmental statistics you use?
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer Code

E301 | Tourism

E302 | Housing conditions

E303 | Environment

E304 | Water

E305 | Energy

E306 | Land use

OO0 0gdd

E307 | Agriculture

E4 :Rate the extent of your overall satisfaction with quality dimensions in respect to PCBS
population and social statistics you use?
Please go back to E1 for the definitions of the quality dimensions
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Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied

S5.very satisfied 9. Don't Use/

Don’t Know
Code Evaluation Item Answer
Code
E401 | Population and demographic ]
E402 | Labor ]
E403 | Science and technology |
E404 | Standards of living OJ
E405 | Education and culture O
E406 | Health |
E407 | Justice and security n
E408 | Gender ]
E409 | Child
E410 | Violence

E5 :Rate the extent of your overall satisfaction with quality dimensions in respect to PCBS
censuses do you use?
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate

1. Very unsatisfied 2.unsatisfied 3. Neutral

4.satisfied  5.very satisfied 9. Don't

Use/ Don’t Know
Code Evaluation Item Answer
Code
E501 | Population and housing census O]
E502 | Establishments census ]
E503 | Agriculture census n
E504 | Maps ]
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Section VI: Development fields

F1: Rate the need for PCBS to develop its work in respect to:

Answer code:

(1.great need for development
4. Slight need for development

2. Medium need for development 3. Neutral
5. No need for development 9.dont know)

. Answer
Code Evaluation Item
Code
F101 | Data presentation in tables and charts ]
F102 | PCBS website [
F103 | Microdata for Public Use files (PUF) OJ
F104 | Provide more detailed statistical data ]
F105 | Change the format of statistical reports O
F106 | Timing improvement (more rapid provision of recent statistical data) O
F107 | Coverage of new surveys U]
F201 | In general, how do you rate PCBS response | 1. Much less than expected
to your expectations? 2. Less than expected
3. Equal to expectations
4. More than expected
5. Much more than expected
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Strategic Management and Planning Consultants PLAN
Users Satisfaction Survey 2019
For the Benefit of Palestinian Central Bureau of Statistics (PCBS)

Sixth Round

Institutions Questionnaire

The objective of this questionnaire is to measure PCBS data users satisfaction and to know their
needs of services and data to serve them and increase their satisfaction.

Data provided here are used only for mere statistical purposes and are considered highly
confidential, according to the General Statistics Law no. (4) of 2000.

Note: The answer relating to 12 month ago(year 2019) , and it represents the organization and

not the data provider.

For help:

If you have any questions or need any help, please call (+972)599311312 or send an e-mail to:
center@plansmpc.com

Section I: General Information

A0 | Questionnaire Code HERE
AL | INStULIONS NMAMIE e
Region: L]
A2 5. West Bank (including Jerusalem) 6. Gaza Strip
7. Palestinian territory occupied in 1948 8. Outside of Palestine
A3 | Institutions’ phone NUMDBET ..........ccooiviiiiiieeceeeeeeeeeee e
A4 | INSHTULIONS” EMAIL: Lo.ooiiiiiieeeee s
AS | Data ProVIider NAME: .........c.ccoveviveveeeeeeeeeeeeeeeeeeeeeete e eeeaeeenes
AB | Data Provider titIe: ............oovoveeeieeeeeeeeeeeee e
A7 | Data provider mobile NUMDET: ...........c.ooovevoieeeeeeeeeeeeeeeeeeee e,
A8 | Data Provider 8Mail: ...........ccoeveveveeeeeeeeeeceeeeee e
Institutions type (main category): []
" organization.semi government o 2. University or Acadernic
AQ local council college

3. Palestinian NGO or charitable
organization

5. Media organization
7. Research or consultancy

4. International Organization

6. Private sector Organization

82




User Satisfaction Survey 2019

Section Il: Relationship with PCBS

Bl

What is the favorite method at your
organization to receive PCBS data and
services?

15.Phone/ Fax

16.Email

17.Website

18.Visit the Users Services Division
19.Workshops, Seminar, Conferences
20.Press releases

21. Social media Channels

B2

Frequency of using PCBS data?

13. Daily

14. Weekly

15. Monthly

16. Quarterly

17. Annually

18. Irregular (when needed)

B3

For what purpose do you use PCBS
data?

(Can choose more than one answer)

17. Research and Studies

18.  Planning

19.  Monitoring and Evaluation

20.  Advertising and media

21.  Decision making

22.  Press reports

23.  Legal issues

24.  Other

I I

B4

In case the data related to Palestine is
available from different sources, which
source do your organization prefer?

6. PCBS data

7. Other Palestinian governmental
organizations or ministries data

8. International organizations (UN,
UNRWA...) data

9. Research institutions data
10.Others’ data

O

B5

Which social media channels do your
organization prefer to communicate
with PCBS*¢

9. Facebook

10.  Twitter
11.  LinkedIn
12.  Instagram
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Section I11: Overall Satisfaction
C1 :Rate the extent of the overall satisfaction of your organization with the services and
data provided by PCBS?

2. Very Unsatisfied 2. Unsatisfied 3. Neutral

9.dont use/don’t know ]

4. Satisfied 5. Very Satisfied

C2: Rate your organization Satisfaction towards the Quality of the statistical Services and
Products provided by PCBS

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral

4 satisfied  5.very satisfied 9. Don't Use/

Don’t Know
Code Variables Answer code
C201 | Statistical reports ]
C202 Statistical leaflets ]
C203 | Statistical Press Releases, ]
C204 | Statistical calendar N
C205 | Statistical Indicators H
C206 Microdata for Public Use files (PUF) ]
C207 Statistical Atlas N
C208 Statistical Databases on PCBS website ]
C209 | PCBS Facebook page M
C210 | PCBS Twitter page N
C211 PCBS YouTube Channel M
C212 | PCBS LinkedIn page N
C213 | PCBS Instagram page ]

Section IV: Satisfaction with the services provided by PCBS

D1: Rate the extent of your organizations’ satisfaction with PCBS Website in terms of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied

5.very satisfied 9. Don't Use/

Don’t Know
Code Evaluation Item Agswer
ode

D101 | Availability of data that your organization need on PCBS website ]

D102 Statistical data and related files downloading speed from PCBS Website ]

D103 Ease of browsing the website O]

D104 Regular update of published data on PCBS website O]

D105 Statistical data availability as time series on PCBS website ]
Availability of statistical data in different formats (PDF, Word, Excel,

D106 L]
HTML)

D107 Availability of indicators of the Sustainable Development Goals 2030 on ]
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D1: Rate the extent of your organizations’ satisfaction with PCBS Website in terms of:
Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item 18U
Code
the website
D108 Interactive indicators section on PCBS website (indicators.ps) ]
D109 Students section on PCBS website Ll
D110 Availability of the tool intended to help people with special needs in using Ll
the PCBS website
D111 | Accessibility to PCBS website using different search engines Ll
D112 Performance of the search engine in PCBS website Ll
D113 Design and consistency of PCBS website ]
D114 Keeping design consistency while moving from one section to another L]
The electronic services provided by the website, such as: (calculating the L]
D115 . . >
link with the cost of living)
D116 Compatibility of browsing the website through smart phones L]

D2: Rate the extent of your organization satisfaction with PCBS social media pages in
terms of:

Please insert the answer code as appropriate
1. Very unsatisfied 2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item SR
Code
D201 | Availability of various statistical information / news ]
D202 | Continuous publishing of the activities and events implemented by PCBS ]
D303 | Response to inquiries, requests and comments ]

D3 : Rate the extent of your organization satisfaction if it have contacted with Users Services
Division (through a visit, a phone call, e-mail or any other way) in terms of:

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied S.very satisfied 9. Don't Use/ Don’t
Know

Code Evaluation Item Agswer
ode
D301 | Knowledge of the Users Services Division employees of their duties U]
D302 | Speed of response and service providing ]
D303 | Ability of guidance and advising U]
D304 | Following-up on users requests U]
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D305

Kindness and good treatment

[l

D4 :Rate the extent of your organization satisfaction with PCBS Workshops, Seminars,
Conferences in terms of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item Answer
Code
D401 | Timing of invitation ]
D402 | Timing of executing the Workshops, Seminars and Conferences ]
D403 | Level of event organization and administration ]
D404 | Documents and accompanying material during PCBS Workshops, ]
Seminars, Conferences
D405 | Benefits gained from the materials presented in seminars, conferences, or ]
workshops
D406 | Variety of topics and having no repetition ]

D5 :Rate the extent of your organization satisfaction with PCBS Press releases in terms of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied  5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item Answer
Code
D501 | Timing of Press releases according to the statistical calendar O
D502 | Level of benefit from Press releases ]
D503 | Content and Design of Press releases ]

D6 :Rate the extent of your organization satisfaction with PCBS statistical reports in terms

of:

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied  5.very satisfied 9. Don't Use/
Don’t Know
Code Evaluation Item DS
Code
D601 | Timing of issuing statistical reports according to the statistical calendar ]
D602 | Level of benefit from statistical reports O
D603 | Content and Design of statistical reports ]
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Section V: organization satisfaction with the quality dimensions

E1 :Rate the extent of your organization overall satisfaction with quality dimensions in
regards to the statistical data.

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item S
Code

E101 | Relevance ]
The extent of which data would meet real users' needs

E102 | Accuracy
The extent of matching between PCBS data and reality of the surveyed U]
phenomenon

E103 | Timing and regularity
Timing: period of time between data availability and the event or time they
describe. [
Regularity: The period between the actual date of issue and the planned
date.

E104 | Accessibility and clarity
Accessibility: Ease of getting statistical information ]

Clarity: Ease of using appropriate form and content

E105 | Comparability
Comparison of the statistical data according to time series, geographical U]
distribution and different partials of study population

E106 | Coherence

Existence of different methodologies leads to consistent results in statistical ]
outputs.
E107 | Completeness ]

Availability of all needed statistics

E2: Rate the extent of your organization overall satisfaction with quality dimensions in
respect to PCBS economic statistics you use.
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code
E201 | National accounts [
E202 | Balance of payment ]
E203 | Foreign trade O
E204 | Prices and price indices W
E205 | Constructions O
E206 | Statistics of transport, storage and transport outside the establishments ]
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E2: Rate the extent of your organization overall satisfaction with quality dimensions in
respect to PCBS economic statistics you use.
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Agzgeer
E207 | Information and communication ]
E208 | Internal trade ]
E209 | Services 0
E210 | Industry [
E211 | Government finance, insurance and foreign investments ]
E212 | Olive presses (]
E213 | Economic performance O]

E3 :Rate the extent of your organization overall satisfaction with quality dimensions in
respect to PCBS geographic and environmental statistics you use?
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer Code

E301 | Tourism

E302 | Houses and Housing conditions

E303 | Environment

E304 | Water

E305 | Energy

E306 | Land use

O0oooogdd

E307 | Agriculture

E4 :Rate the extent of your organization overall satisfaction with quality dimensions in
respect to PCBS population and social statistics you use?
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate
1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/
Don’t Know

Code Evaluation Item Answer
Code
E401 | Population and demographic O
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E402 | Labor

E403 | Science and technology

E404 | Standards of living

E405 | Education and culture

E406 | Health

E407 | Justice and security

E408 | Gender

E409 | Child

E410 | Violence

O Oogogogod

ES5 :Rate the extent of your organization overall satisfaction with quality dimensions in

respect to PCBS censuses you use?
Please go back to E1 for the definitions of the quality dimensions

Please insert the answer code as appropriate

1. Very unsatisfied  2.unsatisfied 3. Neutral 4.satisfied 5.very satisfied 9. Don't Use/

Don’t Know

Code Evaluation Item Agz\éveer

E501 | Population and housing census ]

E502 | Establishments census [l

E503 | Agriculture census ]

E504 | Maps L]

Section VI: Development fields

F1: Rate the need for PCBS to develop its work in respect to:

Answer code: (1.great need for development 2. Medium need for development 3. Neutral
4. Slight need for development 5. No need for development 9.dont know)

Code Evaluation Item Ag(s;\évsr
F101 | Data presentation in tables and charts O
F102 | PCBS website ]
F103 | Microdata for Public Use files (PUF) ]
F104 | Provide more detailed statistical data OJ
F105 | Change the format of statistical reports O
F106 | Timing improvement (more rapid provision of recent statistical data) ]
F107 | Coverage of new surveys ]

F201 | In general, how do you rate PCBS response | 6. Much less than expected

to your expectations? 7. Less than expected

8. Equal to expectations
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9. More than expected

10. Much more than expected
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Annex 4.1: Interview Questions

=

o~

What do you think about the high rate of the overall satisfaction?

We expected that the use of data by institutions in planning and decision-making would be the
highest, but it came in second place after research and studies. What is the reason for that in
your opinion¢

Institutions prefer to use Facebook to communicate with the PCBS, by 88.8%, compared to a
few percentages for the other communication sites such as Twitter, LinkedIn and Instagram,
what do you think is the reason? Knowing that institutions world wild consider Twitter or
LinkedIn more official¢

30% believe that the website needs development, which is considered high percentage, what
are the most important items that should be developed in the website of PCBS from your point
of view?

About 25% of the institutions believe that there is a need to develop data presentation in tables
and charts, or the format of reports, what are your suggestions for development?

There is also a high percentage (from 43% to more than 45%) of users who say that it is
necessary to provide more detailed data, or to cover new surveys and topics. What are these
levels and what are the new topics¢

What are the needed fields of development?

Please comment on the extent to which PCBS respond to your expectation

Please comment on the way PCBS communicates with you, whether through direct
communication or via social media, the website or e-mail. Do you have any comments about
that?

10. What are your recommendations for next year?
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Annex 5.1 Follow up / supervision of the implementation of the survey by PCBS

e Nayef Abed

e Marwan Barakat

e Mohammed Mir’i

e Heba Masoud

e Ali Hussein

e Muhammad Abdeen
e Hanan Janajreh

e [Essam Salahat

e Reham Mualla

92



	USSReport2019_AR_Publish
	USSReport2019_EN_Publish

