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Target population

Men & Women, 18 — 65 y.o.

M A

Research method Data collection technique

Methodology

Sample size Where?
2 000 Urban area
Romania, Bulgaria, Croatia,
Hungary

'.“

When?

Survey CAWI (Computer Assisted Web Interview) August, 26t — September, 9t , 2019
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Romanian Public Services at a Glance
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Bottom 2 Boxes Top 2 Boxes

Bottom 2 Boxes Top 2 Boxes

Teachers 449 Tax Administration : 21
Priests 372 City Hall
Traffic Police 31.0 304 Government

Police — Public

41.8 .
Safety Gendarmerie
Judiciary Parliament 7
Physicians 125 Presidency 219

Q: What is your level of satisfaction regarding the work of the following public functions and institutions, whether you have interacted with them or not?
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Abuse of Power
A

Lack of Empathy

¢
Genda_rinw

A

Inefficiency

NAF a

City Hall

Police

Government
X

Incompetence

v

Lack of Interest

Parliament

Public Services Perception

Bad Will
Wl

Parliament

-
X Judiciary orruption

Government

Base: Persons dissatisfied with public services

Dishonesty

@@ Deviation Lower than 10 pp
@ Deviation between 10 and 19 pp

Deviation between 20 and 29 pp
@ Deviation over 30 pp
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Citizen Experience — Regional Benchmark
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Main Complaints (Romania vs. Region)

Abuse of power
Bottom 2 Boxes Top 2 Boxes A (TB2-B2B)

Lack of empathy Bad will

Lack of
promptness

465

Incompetence

Romania 21.1 44.9 23.8 78¢
Lack of interest

Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

38+ Corruption

Dishonesty/ lying

B Romania Regional score

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Main Complaints (Romania vs. Region)

Abuse of power
Bottom 2 Boxes Top 2 Boxes A (TB2-B2B) a73%

Lack of empathy
Bulgaria 30.3 31
Lack of efficienc
_ 183 Yo
promptness
Incompetence

3t
Romania -1.9
Lack of interest

Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

Bad will

48 © Corruption

21

53
Dishonesty/ lying

B Romania Regional score

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes Top 2 Boxes

Croatia 21.3 45.1

Bulgaria 15.7 h 29.4

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Satisfaction towards Traffic Police

Main Complaints (Romania vs. Region)

Abuse of power

A (TB2-B2B) 66

o

Lack of empathy Bad will

13.7
Lack of efficiency/ Corruption
23.8 promptness 60 P
17.6 .7
Incompetence Dishonesty/ lying
72¢
-0.6 Lack of interest
H Romania Regional score
Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes Top 2 Boxes

Bulgaria

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

A (TB2-B28B)

-9.5

23.9

11.5

-18.0

Base: Bottom 2 Boxes

Satisfaction towards Police - Public Safety

Main Complaints (Romania vs. Region)

Abuse of power

55

Lack of empathy Bad will

Lack of
efficiency/
promptness

60 © Corruption

Incompetence” 73 4 Dishonesty/ lying

72¢

Lack of interest

B Romania Regional score

4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes Top 2 Boxes

43'1 _ 21.8

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Bulgaria

Hungary

Satisfaction towards Government

Main Complaints (Romania vs. Region)

Abuse of power

A (TB2-B2B) 674

Lack of empathy Bad will
-39.7

Lack of 75
-57.8 efficiency/ <57 Corruption

promptness
-21.3 ;
57
+75
Incompetence Dishonesty/ lying

-49.6 764

Lack of interest

® Romania Regional score

Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes

Top 2 Boxes

Hungary

Romania

37.7

interacted with them or not?

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have

24.9

A (1B2-B2B)

-29.5

-43.7

-12.8

-13.2

Satisfaction towards Judiciary

Main Complaints (Romania vs. Region)

Abuse of power
66

Lack of empathy Bad will
Lack of efficiency/ 70 _
947 Corruption
promptness
+39
Incompetence a8 Dishonesty/ lying
Lack of interest
B Romania Regional score
Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Croatia

Hungary

Romania
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Bottom 2 Boxes Top 2 Boxes

19.1 _55.3
37.7 _ 34.5

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

A (1B2-B2B)

10.2

36.2

12.9

Base: Bottom 2 Boxes

Satisfaction towards Physicians

Main Complaints (Romania vs. Region)
Abuse of power
Lack of empathy Bad will
54
Lack of efficiency/ .
promptness 48 % Corruption
Incompetence Dishonesty/ lying

71

Lack of interest

W Romania Regional score

4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.



~ Satisfaction towards Tax Administration

Main Complaints (Romania vs. Region)

Abuse of power

ESOMAR

|WORLD RESEARCH

Bottom 2 Boxes Top 2 Boxes A (TB2-B2B)

44

Lack of empathy Bad will
. Lack of efficienc
159
Incompetence

' 65
Romania 32.2 — 29.1 -3.1 Lack of interest

Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

a4 Corruption

Dishonesty/ lying

B Romania Regional score

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes Top 2 Boxes

A (1B2-B2B)

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Hungary

Romania

Base: Bottom 2 Boxes

Satisfaction towards City Hall

Main Complaints (Romania vs. Region)

Abuse of power

Lack of empathy 45 Bad will

Lack of efficiency/ oh Corruption
promptness
6 . .
Incompetence Dishonesty/ lying

761
Lack of interest

B Romania Regional score

4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Satisfaction towards Gendarmerie

Main Complaints (Romania vs. Region)

MO

Abuse of power
Bottom 2 Boxes Top 2 Boxes A (TB2-B2B) r72¢

Lack of empathy Bad will
Bulgaria 27.0 ﬁzm 0.2

Lack of
Croatia 23.8 _ 40.1 16.3 efficiency/ « %48 43 Corruption

promptness
55
Incompetence Dishonesty/ lying
Romania 37.7 26.8 -10.9
Lack of interest
B Romania Regional score
Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes Top 2 Boxes

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have
interacted with them or not?

A (TB2-B2B)

-67.8

-78.4

-57.8

-73.7

Base: Bottom 2 Boxes

Satisfaction towards Parliament

Main Complaints (Romania vs. Region)

Abuse of power
80

Lack of empathy Bad will

2§ 514

Lack of efficiency/ 86t _
Corruption
promptness
73
176
Incompetence Dishonesty/ lying

79¢

Lack of interest

B Romania Regional score

4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Bottom 2 Boxes

Top 2 Boxes

Q: What is your level of satisfaction regarding the work of the
following public functions and institutions, whether you have

interacted with them or not?

Satisfaction towards President

A (1B2-B2B)

-12.6

-48.2

-43.6

-15.9

Main Complaints (Romania vs. Region)

Abuse of power

Lack of empathy 40 Bad will

Lack of efficiency/ ,
343 Corruption
promptness
37%
Incompetence Dishonesty/ lying
661
Lack of interest
B Romania Regional score
Base: Bottom 2 Boxes 4 ¥ Significant differences towards Regional Score (95% level of confidence)

Q: Which of the following do you think are the main problems of the categories of functions
paid from the budget that you said you were dissatisfied with? Check everything that applies.
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Civil Servants Attitude. Citizens’ response
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It feels like they are doing you a favor || It feels like they are there to serve A

Romani _ 574

Q: Which of the following statements best suits the way civil servants generally behave when interacting with them?




ESOM AR Reaction when Dlssatlsfleq with Public
Services Offered

| asked for my rights | tried to get their goodwill A

Romani = - 28

Q: Which of the following statements best describe your reaction towards civil servants last time when you were dissatisfied with their services?
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Quality of Life
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Quality of Life

Regional score 6.45

Romania
vo N -+
(HR) '

Bulgaria
(BG)

(HU) 5.97

# ¥ Significant differences towards Regional Score (95% level of confidence)

Q: If you were to give a grade from 1 to 10 for the quality of your life in
general, where 1 means a very poor quality of life and 10 an excellent
quality of life, what grade would you allocate for your life?

Perception of Life’s Quality

Weak but significant correlations with
satisfaction towards:

Judiciary
ANAF

City Hall
Government
Gendarmerie
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Intention to Leave |
Regional score 46.57 (17

Romania

RO) 50.9 Weak but significant correlation with

dissatisfaction towards:

Croatia 5174 * Politicians/Parliament

(HR)

Bulgaria

(56) 44.8

Hungary
(HU)

38.9%

# ¥ Significant differences towards Regional Score (95% level of confidence)

Q: During the last 12 months have you considered the option to
permanently leave the country/ work in another country?
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THANK YQOU!




