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BACKGROUND

The BQPCA currently houses four Councils namely:

g

Engineering Professionals Section 25 of the
Council (EPC)

Civil Service Reform Act

2022 established the Bhutan
Qualifications and Professionals
Certification Authority (BQPCA)
as the competent authority for
qualification accreditation,
professional certification, and

the National Qualification
Higher Education Quality Framework.
Council (HEQC)

Although most of the services

have been offered for more than
fifteen years, there is no record
of a client satisfaction survey
(CSS) conducted to evaluate
the service quality. Therefore,
this study is initiated to serve
as the first survey to evaluate
Medical and Health and improve the service quality,
Professionals Council (MHPC) and as a baseline/reference

for similar future studies for
since 2002 BQPCA. The study seeks to
support BQPCA in its mission
to uphold high standards of
qualification and professional

certification, while enhancing
client satisfaction and is guided

Technical and Vocational by the following objectives and

Education and Training Quality questions.

Council (TVETQC) h ]
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1. Quantitative Method

BQPCA m MHPC TVETQC

1.Recognition of (:Regispation and

1. Administration qualification '1.Reg|? .'tlon i = oert:f ion of '
L DN 2.Continuing Professional institutes
2.Grievance 2.Education - . o 2. Monitori
Redressel consultancy and DevelopmonL semvices | . kit
E; stm b ' n'lent firms 3.Establishment and renewal of 3.-A_ss.e.s;'sment
Systern acement firms institute/teaching hospital 4. Accreditation

3. Accreditation

5.QMS Auditing

1.A. BQPCA Administration Quality

A binary variable for overall BQPCA Administration Quality 1s created. It a service seeker found the
environment conducive, directed to the right focal person, and aware and found timely updated information
on the website, it qualified for good BQPCA administration quality, and otherwise, if any of the above
conditions were not fulfilled.

Do you think BQPCA should have 2
standard Grievance Redressal System?

Should Grievance Redressal System
be available anline?

This section of the survey also asked
the respondents if BQPCA should have
a standard grievance redressal system|
and whether it should be accessible
online.
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1.B. Timely Service

A new variable indicating the timely

service was created if the promptness is

Promptness N?c:i ;:. ':.::;y Tim?ly rated as positive or extremely positive,
o :Il:l Service and did not face delay.

Timely Services as per Council

P ™~

Timelsy '
Service by
different
councils

under
BOPCA
\ =
[gft" ENAECHRCYC }
‘~—--- 60.38%

1.C. Smooth Process

Factors Contributing to Smooth Processes

© C 2\ Process A new variable was created to indicate
No Redundancy @ Convenience

whether the services provided by each
council were smooth. This variable
indicates smooth processes when users
rated their experience as positive of
extremely positive in terms of process
convenience, clarity of information
dissemination, and no redundancy inl
documentation.

Clarity of
Information

Smooth Process as per Council

m
67.92%

HEQC MHPC TVETQC

-

73.58%
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1.D. Dealing Officials

ﬁ Availability

\ Client-

| 5 A new variable was developed to
Friendliness

indicate the officials’ efficiency if the
officials were available, client-friendly,
Awareness aware and informed, and had the

knowledge and skills.
@ Knowledge ar
Skills

Efficiency of Delaing Official as per Council

Official
Efficiency

—’\_‘E‘-L/\

|§I

HEQC °
94.25% o

MHFPC
72.32%

1.E. Usefulness of the Services

Usefulness of services of each Council

MHPC his indicator 1s measured through two variables:
e i. They would be impacted if the service is stopped,
,__D ii. They would recommend the service to others.

L.F. Overall service quality

The variable is a fusion of different factors such as timely service, efficient dealing officials, smooth processes
and usefulness of services. Each service quality indicator is similarly coded, with 1 indicating timely service,
smooth service, efficient dealing officer and useful service and 0 indicating otherwise.

Overall BQPCA Service Quality
54%

Overall Service Quality as
per Council

Timely
service

Efficient

official / e iy \‘s\;‘
T L L -l
46% 7 - ] \.I 3 o :o
2| |m| =
62.07% | 40.18% | .. 41.51% |
r 11 1T i
| ]
HEQC MHPC TVETQC
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2.  Qualitative Method

;--gys:ﬁm 1. Satisfaction on services availed e
2. C rievance ; : - - . e . " i i ) 3 s
Redressel 2_Expectations before availing the services 2. Suggestions

System 3. Suggestions

2.A. Engineering Professionals Council

Sensitization and need of the Engineering Professionals Council

Enhancing Engineering Professionalism

i B , o
. i \ quality and Eriguring fair opportunitiss
i ".l\ Implement extensive Fi{lY Inclusivity far all
A oreachand ||
ol sensitization efforts ‘Al N Kepresanting. and protusting
i Vil \\ Py Aavacory professional Interaats
| Fe A Ofering guldance and
i ~ el Resource Providing taels and
(=] Acress Infarmation for developmant
High visibiiy and International Focitating alobel standords
[aniﬁm ur EPC EECOaﬂitFo“ and accaplance
There is a huge gap
between academic and —

There is no national platfor
far collaboration and
networking among
professionals.

practicality. The major challenges faced are
limitad access to knowledge
enhancement which significantly
impacts the work quality and public

image.
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2.B. Higher Education Quality Council

ECPFs: Regulation
from the HEQC helpin

protecting business

ethics for the ECPF

market.
Experience in Service
Delivery by HEOC ECPF: Redundancies
ry by Q in seeking approval
and documents

submitted.

Scrutiny of the
documents.

Expectations from
the clients to HEQC

Transit to online
services with t[mely
reminders for
approval expiry

Transit to online
services with timely
reminders for
approval expiry

e just hope the®
council would
support our

Hybrid services ™
with timely
reminders for
approval expiry

2.C. TVET Quality Council

Experience (TVETQC) Expectations (TVETQC)

TVETQC should streamline the
processes. Certain courses
must undergo assessment

processes by both TVETQC and

BCTA.

Ldd
dild

Client Expectations

;> (TVETQC)

HEIls: Accreditation
process are
authoritative and
more inspectoral in
nature.

HEls: Accreditation
process allows us to

self-reflect and assess
[=17] 5 perFormance.

Transit to
online
services

e expect the service
to be provided cn spot
withaut having to write
to the awarding
instituticns.

—

AN\

Timely Service
Delivery

Streomlined
Processes

Competent Officials

Clear Communication

Simplified
Assessment
Requirements
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2.D. Medical and Health Professionals Council

Experience (MHPC)

I am concerned regarding the
walidity of our scope of practice
since the curriculum for career
counsellors does not match the
needs of the ground reality.

We were asked to submit
the same documents
through different channels
only to find out that these
documents were not
needed |

For some services, we
weren't aware of the
documents required

registration.

Expectation (MHPC)

[ Robust Communication Channel @} -
¥
|

T

Wider Client Base -1 4 5 A .
! | ) i= Minimal Reach to the professionals
Important Notifications — /‘ g !
n.I].ﬂJ] . Focal Contact Information
Expectations
""- ffﬂm MHPC -h\‘ E h d ' .
[@ Monitoring and Rema’nders} - *| i &nhanced Onfine Services

N J (e .
r Multiple Apply Feature for online

- Monitor Scope of Practice

] -

Require reminder system *+ Strengthened Services

FEEDBACK

Feedback comments were also collected, and
the keywords were grouped into common
categories. The majority of the respondents
mentioned “No comments”. To better
understand the needs of the respondents, we
examined the second-highest percentage of
comments for each Council.

HEQC: Good service
MHPC: Delay in process
TVETQC: HR issues
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LIMITATIONS @

FORMAL COMMUNICATION
CHANNEL
Establish a formal communication channel

to ensure a wider reach and proper
dissemination for BQPCA information

@)

10

|
RECOMMENDATIO

RE-EVALUATE DOCUMENT
REQUIREMENT

Re-evaluate the documents required for
different services and eliminate redundant
processes to achieve efficiency in service
delivery

SAMPLE REPRESENTATIVENESS
The sample size used In this survey may not fully capture the diversity of

BQPCA's clients.

RESPONSE RATE AND BIAS

Given the voluntary nature of the survey, all the targeted cllents did not
respond, especlally for the quantitative survey, and this could limit the
validity of the Tindings.

TIME AND EXPERTISE

The survey was conducted within a limited timeframe, which may have
restricted the depth of data collection and analysis.

SERVICE VARIABILITY OVER TIME

Glven the ongoing updates and changes in BOPCA's service offerings,
such as the Introduction of new online platforms, feedback may not be
relevantwith the current stateof service quality.

CREDIBLE LITERATURE

There is limited credible literature on client satisfaction surveys carried
outl by similar International agencles In the public domain. Most of the
surveys conducted are for internal consumption only.

NEED FOR GRS

Institute & robust GRS as a regulatory
body for BQPCA.

STREAMLINE PROCESSES

Streamline the processes across all
councils, including turnaround time and
resource allocation for various services, to
achieve uniformity.

TRANSITION TO ONLINE

Transit most offline services to online
platforms to address transparency Issues,
HR shortage, and to ensure beltter
availability of services

NS

CAPACITY-BUILDING

Focus on capacity-bullding activities for
the existing officlals and recruit more

officials
o= FEEDBACK CULTURE
o (o] FOrmﬂll)‘ institutionalize a feedback

culture for continuous Improvement. An
Independent team would be desirable.
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