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We need a different mindset
to face the new normal
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Living with this pandemic for over six months has taught
us how to acclimatize and adapt to this new reality. To
determine how to cope better on a national level, we
tracked peoples’ evaluation of responsiveness efforts
in two waves. This report assesses Phases 2 & 3 of the
lockdown and compares the finding with Phase 1 results.
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What is clear from the results is that people care
not just about healthcare but also agile regulation,

efficient logistics, fast and flexible services,
economic policies and constant communication.

We must face the future with a new mindset that
uses multifaceted tools in order to build hope.
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About this survey
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Data was collected online from July 1 to August 31 and
coincides with Phases 2 & 3 of the government plan.
This follows the Phase 1 report collected from June
13-30. Service Hero’s user database as well as online

promotions were used to invite residents to vote.
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2,254 authenticated assessments comprise the

sample, giving a 95% confidence level with a +3% error
margin. Kuwaitis comprised 39% of the sample.
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Scores are reported as 100 points by converting
all 10-point scale answers to 100.
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This survey was conducted in collaboration and help of the

General Secretariat of the Supreme Council for Planning
and Development and its Kuwait Public Policy Center.




dojdll &o Jolaill wass e Lagll
Crisis management satisfaction

Jaldll glhdll 6acluwo llell pcall
Private sector support Financial support




aule g audlall ugg.ud\ ]l
cllimg caliglgdl vl
il alhgale 650;)

Finances and Healthcare are top
worries but there is a dramatic
increase in concern for Education.
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+2%

25%
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12%
-23%

jg.o.ﬂl dale i ao 1Ll PJ.LQJ." .-.I.’u’dl‘

aullall aall addell ibuwbuwdllg
Finances Healthcare Mental Education Food
wellbeing basics
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Interpreting scores from 100 points.
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Based on the findings, we recommend

a positive mindset that aims to
build trust, hope and resiliency.
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Build trust 56.6 Unheroic (fell by -10%)
Have one consistent voice

Use multiple channels constantly
Demonstrate empathy

Build hope
Fight rumors
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Services 55.9 Unheroic (fell by -7%)

Execute the stimulus package

Expedite financial aid for the private sector

Quell illegal residents but foster professional expats
Decisively address continuing education
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Mobilization 65.6 Bland (fell by -7%)
Show resilience by promoting care centers
Increase testing and continue sharing results
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Inform 65.8 Bland (fell by -5%)

Use a campaign with a clear slogan and message
Use community influencers as ambassadors
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Responsiveness 66.4 Bland (fell by -3%)
Collaborate with all pillars of society
Ensure compliance

Use technology
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Responsiveness is highest while
Services and Trust are lowest,
and both fell by over -7%.
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Lowest satisfaction for Kuwaitis is
Trust, for non-Kuwaitis it’s Services.
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The heroes are Frontline Medical teams.
Coops, Logistics and Supply Support teams.
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support teams societies Frontline medical
for supplies teams
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Criticism was highest for how the Private
sector supported its staff, level of financial
support and crisis management satisfaction.
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support to its Level of financial satisfaction
employees support eligible
to receive
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Civil society with score of 69.7
outperformed both the Private sector
at 61.6 and 61.3 for the Government.
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Private sector Public sector "Civil society
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484 comments & sentiment analysis.
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Comment sentiment.

Distribution of comment topics.
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Communication
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Humanitarian
Compliance
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Economic

Gov. mandates
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The top two media sources relied on are
27% online news sites and 23% Instagram.
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36% of the public believes the
Lockdown will end of August.
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End of July End of August
36% 37%

9% 11%
End of Sept End of Oct
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The return to pre-lockdown normal
expected to be the start of 2021.

31%
29%

21%

(o)
20% 19%

18%
15%
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9% 10%
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Q3 Q4 Q1 Q2 Q3
2020 2020 2021 2021 2021 2021
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Overall Summary.
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Inform siveness
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Service Hero was established by a team of professionals
keen on identifying companies that are service leaders in
their market. This team is backed by an Advisory Council,
both academic & independent, which assures results that are
impartial, objective and accurately reflect people’s preference.
Our main goal is to measure the satisfaction level in the market
by real consumers in order to help and empower organizations
to improve their service levels.
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This survey would not be possible without the
support and help of the community. Special thanks
to the following for helping spread the word.
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ul_Jl‘_ul_-ll

e

General Secretariat of the Supreme.
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General Secretariat of the Supreme Council for Planning & Development
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Central Statistical Bureau Kuwait Public Policy Center
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United Nations Development Programme - Kuwait D| P
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Women’s Cultural & Social Society Kuwait Economic Society
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Kuwaiti Achievers for Future Opportunities envearth
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CSR programs
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Service Hero Advisory Council
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