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IEVADS

Zinasanas un laikus sanemta informacija ir biitisks ekonomikas attistibas
virzitajspeks un svarigs priek$noteikums jebkuras lauku saimniecibas
vadisanai, neatkarigi no tas lieluma. Lidz ar Latvijas iestaSanos Eiropas
Savieniba (ES) Latvijas lauksaimniecibas nozaru uzpémumu darbiba norit
saskana ar Eiropas Kopgjo lauksaimniecibas politiku, kas nosaka
nepieciesamibu laikus un regulari sanemt informaciju par nozares aktualitatem
gan normativo aktu joma, gan par atbalsta mehanismiem un jaunam
saimniekosanas metodeém, kas butiski palidz moderniz&t saimniecibas saskana
ar ES standartiem.

Lai palidzetu lauksaimniekiem izpildit miisdienigas un augstas kvalitates
lauksaimniecibas standartus attieciba uz vides aizsardzibu, efektivu resursu
izmantoSanu un to ekonomiju, ka arT higi€nu, dzivnieku labturibu un labas
lauksaimniecibas praksi, Eiropas Padomes Regula (EK) Nr. 1782/2003 nosaka,
ka ES dalibvalstim ir jaizveido visaptverosa sistéma padomu snieg$anai lauku
saimniecibam. Saskana ar So regulu izveidoto Saimniecibu konsultativo
pakalpojumu sistému Latvija vada Latvijas Lauku konsultaciju un izglitibas
centrs (LLKC). Saimniecibu konsultativo pakalpojumu sistémas meérkis ir
saimniecibu Itmeni palidz&t lauksaimniekiem labak apzinaties materialu
plismas un procesus, kas saistiti ar vidi, partikas nekaitigumu, dzivnieku
veselibu un labturibu.

LLKC miisdienas ir kluvis par lielako lauku konsultaciju un izglitibas
pakalpojumu sniedz&ju Latvijas teritorija ar plasu lauku konsultaciju centru
tiklu, kura sniegtajiem pakalpojumiem ir bitiska nozime Latvijas ekonomikas
izaugsmes veicinasana, jo tas palidz paaugstinat dazadu nozaru lauku
uznémumu rentabilitdti un konkurtsp&ju, mazinot lielas dalas lauku
saimniecibu ienakumu atkaribu nakotné no dazadiem atbalsta maksajumiem
valsts atbalsta politikas ietvaros. Lauku lauzu izglitoSana palidz laukos
stradajosajiem atrast sev piemerotako un labklajibu veicinosako nodarbi lauku
teritorija un mazinat iendkumu atkaribu no dazadiem socialajiem
maksajumiem. Lauku konsultacijas un izglitibas pakalpojumi aktivizé mazak
akttvos lauku teritoriju iedzivotajus, motivgjot vinus veikt darbibas sava dzives
Itmena uzlaboSanai, mazo saimniecibu parprofiléSanai nelauksaimnieciskas,
netradicionalas un niSas produktu uzneméjdarbibas attistibai, ka ar1 sekmé
lauku teritorija esoSo resursu racionalu un efektivu izmantoSanu. Nozimiga
lauku konsultaciju centru funkcija ir skaidrot sabiedribai lauksaimniecibas un
lauku attistibas politikas jautajumus. Viens no svarigakajiem LLKC mérkiem ir
pilnveidot pieauguso talakizglitibas sistému lauku regionos, klstot par galveno
§1 darba veicgju Latvijas lauku teritorijas.

Latvijas ekonomikas apstaklos, kad jo ipasi tiek aktualizets
valsts budieta dotaciju izlietojuma lietderigums lauku
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attistibas veicinaSanai, Zemkopibas ministrijas(ZM) padotiba
esoSajam LLKC ir svarigi izvértét ikviena konsultdaciju
pakalpojuma atbilstibu lauku uzpémeju vajadzibam, ka ari
meklet iespéjas, ka konsultaciju centriem lietderigak izmantot
uzpémuma materialos un personala resursus, lai padaritu
pakalpojumus efektivakus, vieglak pieejamus un atbilstiga
kvalitate. Lidz ar to LLKC nepiecieSams izveidot sistematisku pieeju
pakalpojumu kvalitates novertésanai uznémuma, kas rosindja autori izveleties
zinatniskas izpétes t€mu ,Klientu orientétu pakalpojumu kvalitates
nodros§inasana lauku konsultaciju uznémumos”. Lai nodroSinatu tadu lauku
konsultaciju un izglitibas pakalpojumu kvalitati, kura ir orient&ta uz klientu, t.i.,
zemniecku un lauku uzpe@méju vajadzibam, nepiecieSams izveidot Vviegli
adapt€jamu un uzlabojumus dodoSu pasreizgjas kvalitates novert€Sanas un
pilnveides modeli. Ta pakalpojumu sniedzgja kvalitates pilnveides pasakumi
sistematiski veicinatu klientu orienteto izglitibas pakalpojumu kvalitates
uzlabo$anos.

Latvija pakalpojumu kvalitates jautdgjumus pétijusi A. Muska (2003),
koncentrgjoties uz tarisma pakalpojumu kvalitates izp&tes un paaugstinasanas
jautajumiem; L. Melece (2004) kvalitates organizatoriskas un ekonomiskas
iesp€jas pétijusi partikas razoSanas primaraja un sekundaraja sektora; J. Eglitis
(2003) stradajis pie kvalitates nodro$inasanas sisteémas izveides izglitibas joma,
bet dzives kvalitates principu isteno$anu un to kriterijus izglitibas joma pétijusi
A. Pridane (2009). L. Bite (2009) pieversusies darba vides kvalitates
problémam Latvija, savukart lauku konsultaciju centru problémas pétijusi M.
Laitane (2003), analizgjot talakizglitibas iesp&jas lauksaimniecibas konsultantu
kompetencu paaugstina$ana un koncentréjoties uz pedagogijas jautdjumiem.
Lauku konsultaciju centru darbibu pétijusi ari M. Le$¢evica (2005), veicot
apjomigu pétijjumu par Latvijas Lauku konsultaciju un izglitibas centra
klientiem un koncentr&joties uz lauku uzpe€méju sadarbibas veidu analizi.
Lietuvas Lauksaimniecibas universitates pé&tnieces V. Atkociiiniene
(Atkociuniené) un R. Miciuliene (Miciuliené) (2007) ir pétijusas Lietuvas lauku
konsultaciju centru macibu pakalpojumu kvalitati, taCu pé&tijumos vinas
lietojusas atSkirigu metodologiju, kura nav speciali pielagota pakalpojumu
kvalitates novérté$anai. Latvija pakalpojumu kvalitates novértéSanas modeli
lauku konsultaciju un izglitibas pakalpojumu joma lidz §im nav pétiti.

Stazgjoties Roskildes Universitate (Danija) 2008. gada, un iepazistoties ar
jaunakajiem arvalstu zinatniskas literatliras avotiem par pakalpojumu kvalitati,
autorei radas papildu iesp€ja iepazities ar arvalstis veiktajiem zinatniskajiem
petijumiem par pakalpojumu kvalitates novertésanas modeliem.

Teémas ierobeZojumi

Ta ka LLKC ar plasu lauku konsultaciju centru tiklu visa Latvijas teritorija
ir lielakais talakizglitibas pakalpojumu sniedz€js lauku uzpe@mégjiem un
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zemnickiem, autores pétjjums par lauku konsultaciju centru kvalitates
nodro§inasanas problemam veikts uz LLKC bazes.

LLKC sniedz plasu pakalpojumu klastu lauku iedzivotajiem, taja skaita
izglitibas pakalpojumus, Kkuru specifika bitiski atSkiras no komercialiem
pakalpojumiem, pieméram, gramatvedibas pakalpojumiem, konsultacijam
lauksaimniecibas tehnologiju jautajumos vai saimniecibu sertifikacijas. Lidz ar
to autore jau sakotngji, defingjot pétijuma virzienu, precizgjusi izpétes objektu -
izglitibas pakalpojumu kvalitates nodrosinasana.

LLKC arT pastavigi organiz€ apmacibas Latvijas Republikas Zemkopibas
ministrijas un tas padotiba eso$o iestazu specialistiem. Bet promocijas darba
autore adapt€jusi kvalitates nodro§inasanas modeli, orientgjoties tikai uz
klientiem zemniekiem un lauku uznéméjiem, pétijuma neicklaujot klientus, kas
ir Latvijas Republikas Zemkopibas ministrijas un tas padotiba esoSo iestazu
specialisti.

Darba apjoma ierobezotibas del izglitibas pakalpojumu nodrosinajums
netieck pétits vienadi dzili visos Latvijas regionos, bet koncentrgjoties
galvenokart uz Zemgales regionu.

Promocijas darba hipoteze

levieSot klientu orientétu izglitibas pakalpojumu kvalitates nodrosinasanas
modeli, var tikt uzlabota izglitibas pakalpojumu kvalitate lauku konsultaciju
centros.

Promocijas darba merkis

Izveidot klientu orientétu izglitibas pakalpojumu kvalitates nodros§inasanas
modeli un aprobét to lauku konsultaciju centros Latvija.

Darba uzdevumi

1. Izpetit pakalpojumu sniegSanas teoretiskos aspektus.

2. Izanalizet pakalpojumu kvalitates novert€sanas metodes.

3. Izzinat lauku konsultaciju un izglitibas pakalpojumu nozimi Latvijas
regionu socialekonomiskas attistibas konteksta.

4. Novertet pakalpojumu sniegSanas kvalitati lauku konsultaciju centros,
salidzinat Zemgales regiona pétijuma un Latvijas regionu kop&ja pétijuma
rezultatus.

5. Izstradat kvalitates novertéSanas modeli lauku konsultaciju centru
izglitibas pakalpojumu kvalitates nodrosinasanai.

Petijuma objekts

Izglitibas pakalpojumu kvalitates nodro§inasana Latvijas regionu
konsultaciju centros.

Pétijuma priekSmets

Izglitibas pakalpojumu kvalitates noveértésanas modeli.

Promocijas darba izmantotas pétijumu metodes:

e monografiska metode — pétjjuma teorétiskajam pamatojumam un
diskusijas veidoSanai — pakalpojumu zinatniskas literatiiras un normativas
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bazes izpétei, starptautiskds pieredzes izzinaSanai lauku konsultaciju
pakalpojumu sniegSanas joma;

e analizes un sint€zes metode — petot pakalpojumu nozaru evolicijas
procesus, Vertgjot un interpret€jot lauku konsultaciju pakalpojumu
organiz€$anas pieejas;

e statistikas metodes (SERVPERF, SERVQUAL aptaujas) — veicot
aptaujas anketu izstradi, datu apstradi un analizi;

e kvalitativo pétijumu metode — intervija;

e logiski konstruktiva metode — interpret§jot pétfjumu rezultatus,
veidojot likumsakaribas, formulgjot atzinas, secinajumus un priekslikumus;

e Pirsona korelacijas koeficienta metode — nosakot saistibas cieSumu
starp socialekonomiskajiem raditajiem;

e hierarhiju analizes metode — klienta gaidu attieciba uz konsultaciju
pakalpojuma kvalitati kriteriju svariguma noteikSanai,

e Palmera kvadrantu analize, autores modificéta — konsultaciju
pakalpojumu dimensiju un to krit€riju svariguma-izpildijuma noteikSanai
alternativas izv€les lémuma pamatojumam.

Petijuma izmantotie informacijas avoti

Ekonomisko likumsakaribu un regionalas ekonomikas attistibas teorétiskas
atzinas balstas gan uz Latvijas, gan Krievijas, ASV, Lietuvas un Zviedrijas
zinatnieku monografijas un zinatnisko pétijjumu publikacijas paustajam
pamatnostadném.

Lauku konsultaciju pakalpojumu sniegSanas pamatpieejas izzinatas,
staz&joties Danija, Roskildes Universitaté, un ka publikacijas lidzautorei
sadarbojoties ar Vacijas Hohenheimas Universitates profesoru Folkeru
Hofmanu (Volker Hoffmann) rokasgramatas ,,Talakizglitiba laukos” (tulk. no
anglu val. — Rural Extension) veidosana.

Savukart pakalpojumu kvalitates teorétiska ietvara pamats rasts kvalitates
teorijas klasiku darbos — V.E. Deminga (Deming), T.S. Fostera (Foster), S.
Sampsona (Sampson), izglitibas pakalpojumu pétnieku L. Harvija un D. Grina
publikacijas (Harvey, Green) u.c., ka ar pakalpojumu kvalitates pétnieku,
kvalitates novertéSanas modelu autoru — V. Zeithamles (Zeithaml), A.
Parasuramana (Parasuraman) un L. Berija (Berry), A. Palmera (Palmer), J.J.
Kronina (Cronin) un S.A. Teilora (Taylor) zinatniskajas monografijas un
publikacijas.

Aptauju dati ieguti laika posma no 2007. lidz 2010. gadam. Autore
veikusi apsekojumus LLKC un Zemkopibas ministrijas rikotajas konferences
un seminaros, kopa aptaujajot 962 respondentu; ka art aprobacijas procesa
LLKC organizetajos apmacibu kursos aptaujajusi 137 respondentus. Veiktas
septinas ekspertu intervijas ar LLKC Talakizglitibas un regionalo nodalu
ilggadejiem vaditajiem un konsultantiem/ekspertiem.

Izmantoti arT starptautisko un valsts iestazu un organizaciju (LLKC, ZM,
ANO, PB) publiski pieejamie informacijas avoti.
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Pétijuma novitates

1. [Izpetiti pakalpojumu nozaru attistibas virzitajspeki un misdienu
pakalpojumu paradigmas.

2. lzanalizetas pasaules vadoSo zinatnieku pakalpojumu kvalitates
novértéSanas metodes.

3. Izzinata lauku konsultaciju un izglitibas pakalpojumu nozime Latvijas
regionu socialekonomiskas attistibas konteksta.

4. Izmantojot pasaules vadoSo =zinatnieku izstradatos pakalpojumu
kvalitates novértéSanas modelus, izstradats kombingts klientu orient&tu
izglitibas pakalpojumu kvalitates novértésanas modelis:

e kura iestradatas izglittbas pakalpojumu veidojosas kvalitates
dimensijas (5) un kvalitates dimensiju kritériji (22);

e kur§ piedava novértéSanas metodologiju tiesi lauku konsultaciju un
izglitibas pakalpojumu kvalitates noteikSanai;

e kuru ir iespjams viegli adaptet un pielietot jebkadu citu izglitibas
pakalpojumu kvalitates novertesanai.

5. Sniegti priekslikumi turpmakai klientu orientetu lauku konsultaciju un
izglitibas pakalpojumu kvalitates nodrosinasanai.

Pétijuma zinatniskais nozimigums

Promocijas darba apkopota un sistematiz&ta informacija bitiski papildina
makroekonomikas teorétisko bazi par pakalpojumu nozaru evoliiciju
socialekonomiskajos procesos. P&tijuma izveértéta lauku konsultaciju un
izglitibas pakalpojumu nozime ekonomikas izaugsmes veicinasana.

Darba izanalizétas pakalpojumu kvalitates novértéSanas metodes un
adaptetas lietoSanai Latvijas apstaklos. Izstradats un praktiskaja petijuma
aprobéts izglitibas pakalpojumu kvalitates novertéSanas modelis. Darba veiktie
pakalpojumu kvalitates pétijumi sniedz praktisku izskaidrojumu jaunu
kvalitates novertesanas metozu pielietojumam konsultaciju un izglitibas joma.

Pétijjuma tautsaimnieciskais nozimigums

Autores izstradatais modelis ir praktiski pielietojams lauku konsultaciju
centru, ka arT izglitibas iestazu klientu orient€tu pakalpojumu kvalitates
nodros§inasanas pasakumu TstenoSana. LLKC Talakizglitibas nodala var
praktiski izmantot autores pétijumu rezultatus izglitibas pakalpojumu
sniegSanas un klientu aptauju organiz€Sanas procesu pilnveidoSanai, ka ari
lemumu pienemsanai par turpmakajam strat€gijam pakalpojumu kvalitates
nodros§inasanai.

Promocijas darba aizstavamas tezes

1. Pakalpojumu kvalitates vértésanas metodika butiski atSkiras no precu
kvalitates verte€sanas sisttemam.

2. Klientu apmierinatibas noveértgjumi sniedz nepietiekamu izpratni par
pakalpojuma kvalitates prioritatem un klientu gaidam attieciba uz pakalpojumu:
vai tas ir 1stenotas, nepiepilditas vai parspétas.
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3. Lauku konsultaciju un izglitibas pakalpojumi ir butisks
priek$nosacijums Latvijas regionu socialekonomiskajai attistibai.

4. Zemgales regiona zemnieki un lauku uzpéméji lauku konsultaciju un
izglitibas pakalpojumiem izvirza augstakas kvalitates prasibas, neka vidgji
Latvija, kas aktualiz€ sistematiskas klientu orient&tas pakalpojumu kvalitates
pilnveidosanas modela ievieSanas nepiecieSamibu.

5. Kombingto izglitibas pakalpojumu kvalitates novert€Sanas modeli
iespgjams izmantot, lai pilnveidotu konsultaciju centros sniegto izglitibas
pakalpojumu kvalitates atbilstibu zemnieku un lauku uznémeju vajadzibam.

1. PAKALPOJUMA JEDZIENA VEIDOSANAS
UN ATTISTIBA

Nodalu veido 17 lapas.

1.1. Dazadu autoru pakalpojuma jédziena izpratnes salidzinajums

Misdienu sabiedriba pakalpojumu izmantoSanas apjomi pakapeniski
izvirzas dazadu labumu izmantoSanas prieksplana. Pakalpojumu sniedzgji vairs
nav tikai sekotaji un atbalsta darbibu sniedzgji precu razotdjiem, bet gan
ietekmigi tautsaimniecibai svarigu funkciju nodrosinataji, jo pakalpojumu
pieejamiba ir biitisks dzives kvalitates raditajs.

Pakalpojumi atSkiriba no precém ir nemateriali; neviendabigi; pakalpojumi
lielakoties ir darbibu, nevis lietu virkne; pakalpojumi vairuma gadijumu tiek
razoti un patéréti vienlaikus, kas nosaka klienta lidzdalibu pakalpojuma
sniegSanas procesd; un pakalpojuma galvena vértiba tiek radita pardevéja un
pirc€ja mijiedarbibas rezultata.

Izpétot zinatnisko literatiru par pakalpojumu nozaru attistibu
socialekonomisko procesu konteksta, autore konstatgjusi, ka p&dgjos
50 gados tapusaja specialaja literattira atrodams plass pakalpojuma definiciju
klasts.

Apkopojot Latvijas un arvalstu autoru dazados laika periodos publicétas
komercpakalpojuma jédziena definicijas, autore atbilstigi miisdienu apstakliem
formulgjusi savu definiciju: ,, Komercpakalpojums ir ta sniedzeja un sanéméja
mijiedarbe radita darbiba un tas rezultats, kas versti uz vajadzibu
apmierinasanu gan péc materialiem, gan nematerialiem labumiem ”.

1.2. Pakalpojumu nozares evoliicija sabiedribas attistibas procesos

Pakalpojumu jomas stavokli var raksturot trTs lielu pasaules civilizacijas
attistibas posmu kontekstos — pirms industrialaja, industrialaja un pasreizgja
postindustrialaja sabiedriba.

1) Pirms industrialaja sabiedriba (verdzibas, feodalaja un agrinas
stadijas kapitalisma iekartd) riipnieciba vai nu veél nepastaveja, vai arT ka
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lauksaimnieciba deva darbu daudz mazakam iedzivotaju skaitam. Pirms
industrialaja laikmeta Joti liela dala nelauksaimnieciskas ekonomikas darbibu
bija balstitas uz cilvéku savstarp&u individualu pakalpojumu sniegSanu, un
majkalpotajiem kopéja arodu klasta bija vislielakais Tpatsvars.

2) Industrialaja sabiedriba, t.i., jau nobriedusa kapitalisma un socialisma
sabiedriba, ripniecibas attistibas rezultata galvenais ekonomikas uzdevums bija
produkcijas masveida razoSana. Fabriku razo$anas jaudam pieaugot, radas
jauna sociala vide ar noalgoto darbinieku kolektivu atbildibu pret savu
saimnieku. RaZoSanas mehanizacijas un $kiru cipas rezultata pakapeniski
pieauga fabrikas darbinieku alga, ar laiku parsniedzot individualo pakalpojumu
sniedz&ju algu. Lidz ar to, pirmkart, majkalpotdja lomu majsaimniecibas
aizvien biezak uzpemas sieviete. Otrkart, vairums majsaimniecibu aizvien
biezak dazadu darbu veikSanai saka izmantot arpakalpojumus, uzticot tos
nelielam firmam un neatkarigiem privatuznémgjiem, tadgjadi veicinot sadzives
pakalpojumu nozaru attistibu.

3) Postindustriala sabiedriba saka veidoties riipnieciski attistitajas valstis
20. gs. otraja pus€. Galvenas uznémgjdarbibas formas $aja laika vairs nav precu
razo$ana, bet gan informacijas apstrade un pakalpojumu sniegSana.
Postindustrialo sabiedribu raksturo izmainas ekonomikas IKP veidojoSo sektoru
ipatsvara attieciba, kur parliecino§i lielako dalu ienem dazadu veidu
pakalpojumi, nevis precu razoSana, ka tas bija industrialas sabiedribas
pastavésanas laika. Postindustrialaja sabiedriba, kuru déve ari par informacijas
sabiedribu, milziga uzmaniba tiek pieskirta ne tikai piekluvei informacijas
avotiem, ko nodros$ina informacijas komunikacijas tehnologijas, bet ari cilvéka
darba ietilpigajiem pakalpojumiem - zinaSanam, specialistu konsultacijam un
citu subjektu uzkratajai personigajai pieredzei.

1.3. Pakalpojumu attistibas dimensijas klientu
vajadzibu apmierinasanai

Jebkura pakalpojumu darbiba ir orienteta uz klienta vajadzibu
apmierinasanu. Tapéc, lai izprastu pakalpojumu jomas mehanismus,
nepiecieSsama arl vajadzibu izpéte. Ikdienas dzivé par vajadzibu tiek uzskatits
LHtrukums”, | nepiecieSamiba”, cenSanas iegit to, ka individam nav. Apmierinat
vajadzibu — tas nozime likvidet kaut ka triikumu, dot vajadzigo. Tomér daudz
dzilaka analize rada, ka vajadzibam ir sarezgita struktiira. Tajas tiek izceltas
divas galvenas komponentes — objektiva un subjektiva.

Objektiva komponente vajadzibas — ta ir reala cilvéka atkariba no argjas
dabas un socialas vides un no vina paSa organisma Ipasibam. Tadas ir
vajadzibas péc miega, baribas, elposanas un citas fundamentalas biologiskas
vajadzibas, bez kuram dzive nav iespgjama

Subjektiva komponente vajadzibas — tas, ko ienes subjekts, ko vins/vina
nosaka un kas ir atkarigs no vina/vinas. Vajadzibas subjektiva komponente — ta
ir cilvéka un vina objektivo vajadzibu apzinaSanas (pareiza vai iluzora) (Service
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management..., 2005). Tikai pasa vienkar$akaja vai idealaja gadijuma cilveki
labi izprot savas objektivas vajadzibas, redz to apmierinaSanas veidus, un
viniem ir viss nepiecieSamais to sasniegSanai

Sareigitdas attiecibas starp objektivo vajadzibu un §is vajadzibas
subjekfivo izpratni rada lielas iespéjas pakalpojumu darbibai.

Vajadziba — tas ir cilvéka stavoklis, kas veidojas uz pretrunu starp esoSo un
nepiecieSamo (vai to, kas cilvékam skiet nepiecieSams) pamata un kas mudina
vinu uzsakt darbibu minéto pretrunu novérSanai. Pakalpojumu darbiba ir viens
no $o pretrunu atrisinaSanas veidiem (Service management..., 2005).

Kopuma jasecina, ka cilvéka vajadzibu attistibas struktira un
likumsakaribas tie§i ietekmé pakalpojumu darbibas attistibu. Vienlaikus
pakalpojumu sniegSanas specialistiem rodas iesp&ja atgriezeniski iedarboties uz
vajadzibu sistému — iesp&ju robezas tas var mérktiecigi veidot un korigét. Sis
cilvéka vajadzibu un intereSu jomas izmainas miisdienu pasaulé tiek Tstenotas
ar specialu metozu un tehnisko Iidzeklu — marketinga, reklamas, valsts
reguléjuma un sabiedrisko organizaciju - palidzibu.

1.4. Miisdienu pakalpojumu paradigmas

Lai izprastu pakalpojumu nozares attistibas mehanismus un prognozétu tas
iesp&jamos nakotnes attistibas scenarijus, nepiecieSams izprast pakalpojumu
paradigmas. Terminu ,,pakalpojumu paradigmas” autore lieto visu zinatnisko
un sociologisko faktoru apziméSanai, kas ietekmé zinatnieku pétjjumus par
pakalpojumu attistibas procesu.

Misdienu ekonomika rada sabiedriba apjomigu pretrunu sistemu, kura
ietvertas ne tikai pre¢u razoSanas, bet arl pakalpojumu sniegSanas procesa
radusas pretrunas.

Preces un pakalpojumi

Censoties izprast atSkiribas starp precém un pakalpojumiem, jakonstate, ka
Sos subjektus nevar uzskatit par pretstatiem, tie drizak parstav viena veseluma
divus aspektus. Tatad $ie divi aspekti - preces aspekti un pakalpojuma aspekti ir
nenoliedzami saistiti, ka rezultata robezlinija starp prec€m un pakalpojumiem
klast aizvien neizteiktaka.

Idealie pakalpojumi un realie pakalpojumi

Ideals pakalpojums — tas ir teorétisks reala pakalpojuma modelis jeb
etalons, uz kuru tiecas pakalpojumu sniedzgjs. No vienas puses, realajam
pakalpojumam jatuvinas Sim etalonam, bet, no otras puses, pats idealais
modelis spgj pilnveidoties pieredzes uzkraSanas rezultata vai ari, mainoties
pieprasijumam péc pakalpojuma. Realaja pakalpojumu sniegSanas procesa
atklajas, ka kads no idealajiem pakalpojuma sniegSanas modeliem ik pa laikam
nonak pretruna ar sabiedribas pieprasijumu, un modelis ir jakorigé. Nemainot
ideala pakalpojuma modeli, praksé nav iesp&jama pakalpojumu sniegSanas
procesa pilnveidoSana.
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Pakalpojumu standartizacija un pakalpojumu individualizacija

Precu tirgus standartizacija un iedzivotaju dzivesveida unifikacija
attistitajas valstis veido pieprasijumu péc attiecigiem liela apjoma
standartiz&tiem pakalpojumiem. Vienlaikus maka izprast klienta specifisko,
individualo pieprasijumu uzskatama par milzigu pakalpojumu attistibas iesp€ju
potencialu. Tade] pakalpojumu sniegSanas joma neizbégami nakas meklet
lidzsvaru starp klientu apkalpoSanas universalam, standartizétam metodém un
katra atseviska klienta vajadzibu ievéroSanu, kas padara piedavatos
pakalpojumus pievilcigakus un konkurétspgjigakus.

Esosais pieprasijums un iespéjas to apmierinat

Pakalpojumu joma pastav tiTs butiskakie faktori, kas ierobezo iesp&jas
apmierinat klientu pieprasijumu: ierobezoti materialie resursi (maksatspgjigs
pieprastjums, ka arT pakalpojumu sniedzo$a uzp€muma finan$u un tehniskas
iespgjas); ierobeZotas zinasanas, prasmes un pakalpojumu tehnologijas, kuras
var bit par iemeslu nespgjai sniegt kadu specifisku pakalpojuma veidu pat tad,
ja materialie resursi ir pieejami pietickama apjoma; sabiedriba pienemtas
tradicijas, morales normas.

Atskirigu klientu grupu vajadzibu apmierinasana

Sakuma var€tu $kist, ka jebkuram uzpe€méjam ir izdevigs iesp&jami plasaks
klientu loks. Tomér resursu ierobeZzojuma un citu ekonomiska rakstura
problému rezultata maksimalo pelnu var git, parorientgjot pakalpojumu tikai uz
atseviskam specifiskam klientu grupam, bet nevis sniedzot to visiem
potencialajiem klientiem.

Lidzsvars starp pakalpojumu materialo ieguvumu un personu
pasrealizacijas vajadzibu apmierinasanu

Sabiedribas vajadzibas, tapat ka atseviska cilvéka vajadzibas, iesp&jams
sadalit divas grupas. Pirma grupa ietver vajadzibas, kuras saistitas ar personas
sp&ju un personibas radosa potenciala (izglitiba, profesionala izaugsme,
zinatniska un makslinieciska darbiba, sasniegumi sporta u.c.) attistiSanu. Otra
grupa savukart ietver vajadzibas izklaidei vai gluzi vienkarsi fiziologisko baudu
apmierinaSanai (dazada rakstura izklaides, kultiras pasakumi, alkohola
lietoSana u.c.). Nav iesp&ams neparprotami noskirt abas §is vajadzibu grupas,
tomér pakalpojumu joma vienmér veidojas zinams lidzsvara punkts, kura tiek
sabalanséta abu grupu pakalpojumu sanemsana.

2. PAKALPOJUMU KVALITATES NOVERTESANA
Nodalu veido 19 lapas, 9 attéli un 1 tabula.

2.1. Kvalitates jedziens, definicijas un principi
Lidz pat musdienam pakalpojumu kvalitates jomas specialisti apnémibas
pilni turpina papildinat jau eso8as kvalitates teorijas, kuras atrodamas gan 20.
gadsimta 60. - 80. gados Deminga, Jurana, ISikavas, Feigenbauma, Krosbija
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u.c. izcilako kvalitates teorijas klasiku darbos; gan pakalpojumu kvalitates
teorijas darbos, kurus zinatnieki aktivi saka izstradat salidzinoSi vélak -
20.gadsimta 80. - 90. gados, pilnveidojot vairuma gadijumu jau novecot
sakusas teorijas. Kvalitates teorijas zinatniskas literatiras klasts 1pasi strauji
paliclingjies kop$ 20. gadsimta 80. gadiem, kad, pastiprinoties globalajai
konkurencei, attistitajas pasaules valstis strauji palielinajas pieprasijums péc
konsultacijam kvalitates sisttmu pilnveidoSana, uztur€$ana un novertesana
uznémumos.

Vispariga kvalitates definicija ir: kvalitate ir pazime, Ipasiba vai to
kopums, kas raksturo priekSmeta, paradibas, procesa atbilstibu noteiktam,
ieprieks paredzeétam (izvirzitam) prasibam (7alakizglitibas kvalitates..., 2001).

Harvijs un Grins (Harvey, Green, 1993), kuri savos pé&tijjumos
koncentrgjusies tieSi uz izglitibas pakalpojumu kvalitates jautajumiem,
kvalitates izpratnes iespgjas grup€jusi kategorijas, no kuram svarigakas ir
sadas:

. kvalitate ka izcilitba; . kvalitate ka parveide;
. kvalitate ka ,,nulle klidu”, . kvalitate ka slieksnis;
. kvalitate ka ,, atbilstiba mérkim”; . kvalitate ka pilnveide.

Izanalizgjot Rietumeiropas kvalitates procediras izglitiba, autore
secinajusi, ka tas balstas drizak uz kvalitati ka pilnveidi, nevis uz standartiem,
un drizak var@tu tikt klasificEtas ka versijas ,atbilstiba meérkim” talak attistits
variants, t.i.:

e izglitibas kvalitate ir jadefin€ saistiba ar konkrétiem mérkiem;

e Sie mérki japieskano konkrétai izglitibas sist€émai;

e dazadam klientu (jeb ,ieintereséto puSu”) kategorijam, gluzi
likumsakarigi, ir dazadi viedokli;

e izglitbas  pakalpojumu  klientu  vajadzibas  klast  aizvien
daudzveidigakas (Talakizglitibas kvalitates..., 2001).

Pakalpojumu kvalitates dimensijas

20. gadsimta 90. gados pasaulé aktualizgjas pakalpojumu kvalitates
novertésanas jautajumi, un arvalstu pakalpojumu kvalitates petnieki p&c dazadu
pakalpojumu sektoru kvalitates probleému plasas empiriskas izpétes izstradajusi
pakalpojumu kvalitates noverte€Sanas teoriju, kurai pamata ir atzinums, ka
pakalpojumu kvalitate vert§jama ka piecu pakalpojumu veidojoso dimensiju
kopums, t.i., materialie labumi, droSums, atsauciba, kompetence un empatija.

2.2. Klientu uztverta pakalpojumu kvalitate un apmierinatiba

Vienkarsakajas kvalitates definicijas teikts, ka kvalitate ir ,, atbilstiba
prastbam” (Crosby, 1995). Ta ka 21. gadsimta pakalpojumu marketinga
galvena pamatnostadne ir regulari sekot I1dzi klienta vajadzibam un vélmém,
tad tas nozimé, ka organizacijam janosaka tadas kvalitates prasibas un
specifikacijas, kuras apmierina klientus.
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Klienta apmierinatibas noveért&jumu ar sanemto pakalpojumu izsaka klienta
gaidu un reala izpildijjuma starpiba. Klienta gaidas ir klienta uzskati par planota
pakalpojuma izpildijumu, kurus radijusi klientu ieprieksgja personiga pieredze,
referento grupu ietekme un pakalpojuma virziSana izmantotie marketinga
komunikacijas lidzekli.

Pakalpojumu kvalitates uzlabosanai jabtt merktiecigi orient&tai uz klientu.
Lidz ar to pakalpojumu sniedzgjiem ir bitiski precizét, kuras kvalitates
dimensijas un kadi uzlabojumi ir nepiecieSami.

2.3. Pakalpojumu kvalitates novértéSanas metodologijas

.Kvalitates novertéSana” ir visaptveroSs jeédziens, kura ietilpst politika,
procesi un darbibas pakalpojuma kvalitates uztur€Sanai un attistibai
(Talakizglitibas kvalitates...2001).

Pakalpojumu kvalitates teorija dominé tris pakalpojumu kvalitates
novérté$anas metodologijas:

o tiek mérits tikai izpildijums (Performance only measures - SERVPERF);

e sagaidamas kvalitates atbilstiba realajai jeb Neatbilstibu modelis

(Disconfirmation model - SERVQUAL);
e svariguma-izpildijuma analize (Importance-performance analysis - IPA).

2.3.1. Izpildijuma novértésana
Vienkarsaka pieeja, ka novertet pakalpojumu kvalitati, ir ligt klientam
novertet pakalpojuma izpildijjumu. Parasti vert€juma diapazons ieklauj atbilzu
variantus no (1) - nekada gadijuma nepiekritu, 1idz (7) — noteikti piekritu.
SERVPERF skala ieklauta tikai viena komponente — uztvertais izpildijums.

Pakalpojums

I 1 1 1 1
Ldimensija 2.dimensija 3.dimensija 4.dimensija 5.dimensija
Nll":l;fll']‘:lile Dro$ums Atsauciba Kompetence Empatija

Avots: autores veidota konstrukcija péc Cronin, Taylor, 1992
2.1. att. Pakalpojumu veidojosas dimensijas

Metodologiski Sai skalai jasastav no 22 jautdgjumiem, kuri verte
22 pakalpojumu veidojoSos mainigos lielumus, kas sagrupéti 5 dimensijas.
(skat. 2.1.att€lu). Jo augstaks ir uztvertais dimensiju izpildijums, jo augstaka ir
kvalitate. Ar formulu (2.1.) to var izteikt $adi:
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sQ, = Zk: Pij (2.1)
=1

kur:
SQi — personas ,,i” uztverta pakalpojuma kvalitate;
k — pakalpojuma Tpasibu skaits/vienibas;
P — personas ,,i” uztvere attieciba uz uznémuma pakalpojuma ipasibas ,,j” izpildijumu
(Cronin and Taylor, 1992; Mc Alexander, Kaldenburg, 1994).
Sads modelis dod iesp&ju analizét pakalpojumu, skatot ta novértgjumu
piecu dimensiju 22 kriterijos (skat. 2.1. tabulu).

2.1. tabula
Pakalpojuma kvalitates dimensijas
Nr.p.k. Dimensija Apgalvojumi

1. Materialo ieguvumu kopums (izskats un fiziskie 1-4
elementi)

2. Drosums (palaviba, akurats izpildjjums) 5-9

3. Atsauciba (izdariba un izpalidziba) 10-13

4, Kompetence (uzmaniba, uzticamiba un drosiba) 14-17

5. Empatija (&rta pakalpojuma sanemsana, laba 18-22
komunikacija un klientu vajadzibu izpratne)

Avots: Zeithaml, Parasuraman, Berry, 1988

2.3.2. Sagaidamas kvalitates atbilstibas realajai
kvalitatei novertesana

Saskana ar $o pieeju tiek uzskatits, ka pakalpojuma kvalitate ir augsta, kad
sanemtaja pakalpojuma attaisnojas klienta gaidas. Zinatniskaja literattra plasu
atpazistamibu guvis Berija, Parasuramana un Zeithamlas izstradatais
SERVQUAL modelis, ar kuru iesp&jams konstatét, ka klients uztver realo
pakalpojuma kvalitati salidzinajuma ar sakotngjam gaidam attieciba uz to.
SERVQUAL modela anketai ir divas dalas - A dala, ti,
22 jautajumi, kas nosaka klientu gaidas un B dala, t.i., 22 jautajumi, kas nosaka
klientu uztverto kvalitati realitaté. Gan A dala, gan B dala tiek ieguts piecu
kvalitates dimensiju Vidgjais aritméetiskais vert€§jums. Abu anketas dalu
vertéjumu starpiba atklaj SERVQUAL meérijumu, kur$ atspogulo, vai klientu
gaidas tiek Tstenotas, parspétas vai nepiepilditas.

Ar formulu (2.2.) to var izteikt $adi:

k
2.2)
SQi = Z(Pu - Eij)
j=1
kur: !
SQi — personas ,,i” uztverta pakalpojuma kvalitate;
k — pakalpojuma Tpasibu skaits/vienibas;
P — personas ,,i” uztvere attieciba uz uznémuma pakalpojuma ipasibas ,,j” izpildjumu;
E — personas ,,i” gaidas attieciba uz ,,j” IpaSibas pakalpojuma kvalitati .
(Berry, Parasuraman, Zeithaml, 1988)
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2.3.3. Svariguma-izpildijuma analize

Svariguma-izpildijuma analiz€ tiek salidzinats pakalpojuma dimensiju
kritériju izpildijums un svariguma pakape klientu izpratné. Svariguma
noteik3anai tiek lietotas 7 vai 10 ballu skalas. Sis analizes rezultata tiek noteikta
izpildijuma un svariguma vidgjo vertgjumu starpiba. Augsts izpildijjuma [Tmenis
relativi mazsvarigam pakalpojuma aspektam norada, ka uznémums velta parak
daudz pilu $§7s pakalpojuma kvalitates dimensijas nodros§inasanai. No otras
puses, vaj§ svariga aspekta izpildijums norada, ka pakalpojuma sniedzgjam
turpmak jaizvirza §1 aspekta uzlaboSana ka prioritate. Iegiitos svariguma un
izpildijuma novertgjuma rezultatus jaievieto matrica (skat. 2.2. attelu), kura
katrs kvadrants iesaka atSkirigus turpmak veicamos pasakumus.

0 A
Augsts g Koncentréties Turpinat
uz kvalitates uzturét kvalitati
8 uzlabosanu eso$aja ltmeni
@
£ 7
El
& 6
E 5 Esosais.
Zema kvalitates.
4 prioritate Rmenis’iv:
3 nepamatoti
Zems 5 augsts
1 >
0 12 3456 7 8 9 10
Zems Augsts
Izpildijums

Avots: autores veidots pec Palmer, 2007
2.2. att. Pakalpojuma kvalitates svariguma un izpildijuma
novertéjumu rezultatu matrica

Svariguma-izpildijuma analize sniedz parskatu par pakalpojuma Tpasibu
svariguma izpildfjuma ranz&jumu klienta izpratn€, palidzot noteikt turpmakas
prioritates. Augsg€jais kreisais kvadrants norada, kadas jomas nepiecieSami
uzlabojumi, bet apaksg€jais kvadrants pa labi norada, kadam jomam uzpemums
Sobrid velta parak lielu uzmanibu un kuras vargtu ietaupit izmaksas, novirzot
tas klienta izpratné aktualaku kvalitates nepilnibu noversanai.

2.3.4. Kombinétie klientu apmierinatibas novértésanas modeli

20. gadsimta 90. gados, lai laikus konstatétu un adekvati novérstu klientu
neapmierinatibu ar dazadu veidu valsts un privata sektora sniegtajiem
pakalpojumiem, aizvien biezak uzmaniba tika versta uz kombinétu
pakalpojumu kvalitates novertéSanas modelu izstradi un ievieSanu prakse.
Izmantojot Sos modelus, iesp&jams ieglt klientu novert€jumu gan par
pakalpojuma materialajiem, gan nematerialajiem ieguvumiem, realo un gaidito
pakalpojuma izpildijumu, kas palidz pakalpojumu sniedz&jiem noteikt
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turpmakas prioritates un to, ka turpmak vislabak apmierinat klientu velmes.
Arvalstls klientu apmierinatibas noteikSanai atpazistamibu guvis zviedru
barometrs (Swedish barometer) (Fornell, 1992), norvégu klientu apmierinatibas
barometrs (Norwegian Customer Satisfaction Barometer) (Andreassen and
Lindestad, 1998) un amerikanu klientu apmierinatibas indekss (American
Customer Satisfaction Index) (Fornell et.al., 1996), ka ari Eiropas klientu
apmierinatibas indekss - ECSI (European Customer Satisfaction Index (ECSI))
(ECSI Technical Commitee, 1998).

3. LAUKU KONSULTACIJU UN IZGLITIBAS
PAKALPOJUMU NOZIME LATVIJAS REGIONU
SOCIALEKONOMISKAS ATTISTIBAS KONTEKSTA

Nodalu veido 46 lapas, 18 atteli un 11 tabulas.

3.1. Lauku konsultaciju un izglitibas pakalpojumu attistiba pasaule

Lauku konsultaciju un izglitibas pakalpojumu pirmsakumi atrodami
1740.gada. Eiropas valstis 18. gadsimta tie galvenokart bija orientéti uz
harizmatisku §1 laika personibu (Horace Plunket, Philip Emmanuel von
Fellenberg, Peter Gsell) holistisku un pieredzes balstitu izglitibas pakalpojumu
sniegSanu.  NepiecieSamibu  péc  Sadiem  pakalpojumiem  noteica
industrializacijas laikmeta iestasanas, kas sekmé&ja nepiecieSamibu mekl&t
kapitalu jauno, strauji augo$o nozaru attistibai. Saja laika zemnieki tikko ka bija
atguvusi brivibu, un to turpmaka dzive vairs nebija atkariga no muiznieka,
baznicas un saimnieka. ST laika ievérojama personiba Filips Emmanuels von
Fellenbergs (Philip Emmanuelvon Fellenberg) (1771 -1844) bija viens no tiem,
kuram ar holistisku un savas pieredzes balstitu pieeju izdevas iedzivinat
lauksaimniecibu Sveicé, Hofvilla (Hofwyl). Fellenbergs pienéma apmekl&tajus
no visas Eiropas, ka arT uzturja sakarus ar visam Saja laika pastavoSajam
lauksaimniecibas skolam. Vina profesionalas izglitoSanas pieredze strauji
izplatijas Danija, Vacija, Francija un Apvienotaja Karalisté (Swanson, Claar,
1984).

20. gadsimta 20. gados Vacija izveidojas lauku konsultaciju pakalpojumu
organizacija, ta sauktas ,konsultaciju grupas” (,,Ringberatung”), kuras var
uzskatit par vienigo pasaulé $ada veida konsultaciju organizé$anas modeli. Sis
idejas virzitajs 1920. gada bija Halles Universitates (Halle University)
profesors Teodors Roemers (Theodor Roemer). Idejas pamata bija zemnieku
apvienosanas asociacija, algojot ,,grupas vaditaju”, kur§ parasti tika izraudzits
no Roemeram tuvas izglitibas iestades beidz&ju aprindam.

Danijas lauku konsultaciju centru modeli Eiropa uzskata par |oti
veiksmigu v€l misdienas. Lidz ar zemnieku brivibas atgtisanu 19. gadsimta
Grundviks (Grundvick) nodibindja zemnieku apmacibu centru sistému, kura
tika nosaukta par ,tautas majrazoSanas vidusskolu” (tulk. no anglu val. -
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people’s home high school), kura jaunie zemnieki tika intensivi apmaciti
saimniecibu vadiSanai.

Lawvija organizétu lauku konsultaciju un izglitibas pakalpojumu darbibas
aizsakumi ir cie$i saistiti ar lauksaimniecibas biedribu aktivo darbibu p&c Pirma
pasaules Kkara, lai péckara trikuma apstaklos palidzetu jaunajam un vecajam
zemnieku saimniecibam gan saimnieciska kopdarbiba, gan lauksaimnieku
izglitosana (Kucinskis, 2004). Lidz Pirmajam pasaules karam Latvija domingja
lielgruntnieciba, bet péc agraras reformas — Iidzigi ka lielakaja dala Eiropas
valstu — mazgruntnieciba. Latvijas jaunie zemes ieguvéji ar milzu entuziasmu
keéras pie darba, tomér lauksaimnieka statuss nevienam uzreiz nenodro$inaja
partikusu dzivi. Vairakumam darbs sakas ar ievérojamam griitibam: nebija &ku,
zeme bija neiekopta, trika majlopu un inventara (Krastins, 1992).
Lauksaimniecibas skolu veidoSana lauku apvidos sakas talit péc Latvijas
Republikas nodibinasanas. Sakuma perioda to veica lauksaimniecibas
organizacijas un pasvaldibas, bet ar 1920. gadu — ar1 valsts. Konsultaciju un
izglitosanu veica divgadigas lauksaimniecibas skolas, kuras bija domatas lauku
saimnieku un saimnieCu apmacibam, ar atSkirigu programmu jaunieSiem un
jauniettm. Lidzas divgadigajam skolam pastav€ja arm Saurdk specializéti
darzkopibas, darznieku, lopkopibas, piensaimnieku un laukstradnieku kursi jeb
ta sauktas prieksstradnieku skolas (Boruks, 2003).

Péc Otra pasaules kara lauksaimniecibas veicinaSanas pasakumi tika
organizéti kolektivo saimniecibu jeb kolhozu sistéma, kur lauksaimnieku
izglitoSana notika centraliz&ti, pildot noradfjumus ,,no augsas”. Vélakajos gados
aktivi saka darboties ari dazadu lauksaimniecibas nozaru biedribas, kuras
koncentrgjas uz izglitibas un attistibas veicina$anas pasakumiem savas nozares
ietvaros.

Lidz ar Latvijas neatkaribas atgiiSanu 1991. gada izveidotais SIA “Latvijas
Lauku konsultaciju un izglitibas centrs”, kura 99% pamatkapitala pieder valstij
un 1% - Latvijas Zemnieku federacijai, kluva par lielako konsultaciju un
izglitibas ~ pakalpojumu sniedzgju gan  lauksaimnieciskas, gan
nelauksaimnieciskas komercdarbibas jautajumos Latvijas lauku iedzivotdjiem
regionu limeni, ka ari par pieauguso talakizglitibas pakalpojumu Tstenotaju
lauksaimniecibas un lauku attisttbas joma. Lai LLKC konsultacijas un
pakalpojumi biitu pieejami lielakajai dalai lauku iedzivotaju, tika izveidoti
26regionalie lauksaimniecibas konsultaciju centri (Latvijas lauksaimnieciba un
lauki, 2005).

Valstis pieredzgjusas atSkirigus konsultaciju pakalpojumu attistibas celus,
piedavajot atskirigus lauku konsultaciju modelus, un neviens no Siem modeliem
nav tik universals, lai to bez izmainam var€tu ieviest citd valsti lauku
konsultaciju pakalpojumu sniedzgja izveidei. Katrs modelis ir veidojies
noteiktos specifiskos vésturiskos un ekonomiskos apstak]os un laika gaita to
ietekm@ ari attiecigi pilnveidojies un pielagojies mainigajai lauksaimniecibas
uznéméjdarbibas videi.
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3.2. Lauku ekonomiskas un socialas attistibas veicinaSanas elementi

Pieaugosa partikas produkcijas razosanas aktualitate, ekonomiskas
izaugsmes stimuléSana, nepiecieSamiba uzlabot lauku iedzivotaju un
lauksaimnieciba nodarbinato iedzivotaju labklajibu, ka arT nabadzibas

ierobezosana, socialo nevienlidzibu novérSana un ilgtsp&jiga dabas resursu
izmanto$ana, kas minéti ka TukstoSgades Attisttbas merki (Millenium
Development Goals), ir visu valstu nacionalie mérki, kuru sasnieg§ana lauku
konsultaciju politikai un aktivitatém ir butiska nozime. Lidz ar to lauku
konsultaciju un izglitibas pakalpojumu loma un funkcijas javerte valsts
socialekonomisko apstaklu, dazadu iedzivotaju socialo grupu un valsts
izstradatas lauku attistibas politikas konteksta (Rural Extension..., 2009).
3.1. tabula
Lauku ekonomiskas un socialas attistibas veicinasanas elementi:
»pamati” un ,,paatrinataji”
Lauku ekonomiskas un socialas Lauku ekonomiskas un socialas
attistibas veicinaSanas pamati attistibas veicinasanas
paatrinataji

Elementu
veids

Elementos ietilpstosie faktori

e  Pardomata lauku e Konsultaciju pakalpojumi
attistibaspolitika e Izglitiba un kvalifikacijas

e  Pamatizglitiba celSana

e  Miers un demokratija Paspalidzibas veicinasana

e Veselibas apriipe Kopienu darbs, kas orientets

e  Juridiskais nodro$inajums uz lauksaimniecibas

un uzticiba iestadeém
Kreditu pieejamiba
Infrastrukttiras
nodro§ingjums
lauksaimniecibas attistibai:
lauku produkcijas noieta
tirgi(t.sk. pieprasijums pec
lauksaimniecibas
produktiem vietgja,
nacionala, regionala un
starptautiska ITmena tirgos,
marketinga sistéma un
lauksaimnieku vélme
iesaistities taja, uzticéSanas
godigu cenu politikai);
jaunastehnologijas
raziguma paaugstinasanai;
tehnikas un citu resursu
pieejamiba uz vietas.

attistibu:

razo$anas stimulé$ana
(subsidijas);

lauksaimniecibas
lietojumplatibu saglabasana,
uzlabo§ana un
paplasinasana;
lauksaimnieku

organizacijas (asociacijas,
grupas, kooperativi).

Avots: Mosher, 1966, Hoffmann., et al., 2009, autores papildinata informdcija
Lauku konsultaciju un izglitibas pakalpojumi tiek definéti ka
lauksaimniecibas un lauku attistibas ,,paatrinatajs” (tulk. no anglu val. -
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acclerator). Sakotn&ji Mosera (Mosher) 1966. gada izstradata klasifikacija
atspoguloja lauksaimniecibas attistibas ,,paatrinatajus” un ,,pamatus” (tulk. no
anglu val. - essentials), kuri galvenokart bija ekonomiskie un politiskie faktori.
Taéu F. Hofmana pétnieku grupa (Hoffmann, Gerster-Bentaya, Christinch, M.
Lemma) 2009. gada papildinajusi $o klasifikaciju (skat. 3.1. tabulu), akcentgjot
arT lauku attistibas svarigumu, ka rezultata klasifikacijas elementu skaits batiski
palielinajies, papildinot esosos faktorus ar vairakiem socialajiem faktoriem, tai
skaita konsultaciju un izglitibas pakalpojumiem.

Tomér lauku konsultaciju un izglitibas pakalpojumu sniedzEju darba
rezultatus nevar vertét viennozimigi. Atskatoties uz 21. gadsimta pirmo dekadi,
jasecina, ka Eiropas valstu lauku konsultaciju organizacijas sp&jusas
apbrinojami labi izdzivot par spiti lauksaimniecibas stagnacijai $aja perioda, jo
ir maksligi uzturétas ar dasnu valsts un ES finans€juma atbalstu. Valstu
pieredze skaidri ilustr€ situaciju, kad konsultaciju sistémas nav sp&jusas izpildit
savus solfjumus kapinat konsultaciju pakalpojumu efektivitati. Ta rezultata
lauksaimniecibas konsultaciju un izglitibas centru reputacija ir butiski kritusies
(Hoffmann, et al., 2009).

3.3. Lauku konsultaciju un izglitibas procesa pamatpieejas

P&c vairaku valstu lauku konsultaciju procesa analizes autore konstat&jusi,
ka lielakoties lauku konsultaciju un izglitibas pakalpojumu process tiek
organizgts, balstoties uz vienu no §Im pieejam:

e no augSas virzitas (tulk. no anglu val. — “from above”) iniciativas
orientéti lauku konsultaciju un izglitibas pakalpojumi;
e no apakSas virzitas iniciativas (tulk. no anglu val. — “‘from below”)

orientéti lauku konsultaciju un izglitibas pakalpojumi

No _augsSas virzitas iniciativas orienteti lauku konsultaciju un izglitibas
pakalpojumi

Ta ka lauku konsultaciju biroji palidz risinat lauku iedzivotaju problémas
ar mérktiecigu investiciju palidzibu, tad butiskakais ir pasa sakuma rapigi
apzinat problému un pakartot darbibas tas risinaSanai. Tas izklausas loti
vienkarsi, ta¢u biezi vien augstako Itmenu lauku attistibas politikas veidotaji to
ignoré. Savos centienos parstavét tautsaimniecibas attistiSanas intereses
politikas veidotaji nereti formul€ lauksaimniecibas problémas un mérkus tikai
teorétiski — no augsas - bez pietickamas apstaklu izp&tes laukos, parasti to
attaisnojot ar laika trikumu vai piepémumu, ka ir jau gana daudz informacijas.

No apaksas virzitas iniciativas orientéti lauku konsultaciju un izglitibas
pakalpojumi

Ka alternativa no augSas virzitas iniciativas orientétiem lauku konsultaciju
un izglitibas pakalpojumiem atzistami no apakSas virzitas iniciativas orientéti
lauku konsultaciju un izglitibas pakalpojumi. No apakSas virzitas iniciativas
orient€tos konsultaciju pakalpojumos problematiskas jomas tiek skatitas lauku
iedzivotajus interesgjosa perspektiva, tapéc iespgjas rast vispiemérotakos
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risinajumus ir daudz lielakas. Sadas situacijas lauku konsultaciju un izglitibas
centri pilda sarezgitu pienakumu: veic starpnieka funkciju starp valsts
lauksaimniecibas politikas veidotajiem un klientu grupam jeb, var arl teikt,
konfliktgjosam perspektivam, censoties radit labaku abu puSu savstarpgju
izpratni. Problému orientetu lauku konsultaciju un izglitibas pakalpojumu
pieejas logiskas sekas ir:

e pakalpojumi tiek orienteti tieSi uz klientu grupam vai apak$grupam,
tiek rasts tads problémas risinajums, kurs vislabak der konkrétajam klientam;

e aktiva klientu grupu un atbalsta sniegSanas iestazu iesaistiSanas
konsultaciju un izglitibas planosanas, Istenosanas un novertésanas procesa;

e konsultaciju un izglitibas pakalpojumu planoSana un Iisteno$ana
notiek, pielagojoties pargjo iesaistito dalibnieku prasibam, neradot kavésanos ar
nozimigu lémumu pienemsanu (Hoffmann, et al., 2009).

3.4. Lauku konsultaciju un izglitibas pakalpojumu sapeémeéji

Lauku konsultaciju un izglitibas centru pakalpojumu klienti parstav
dazadas socialas grupas.

Siksaimniecibu parstavji lauksaimniecibas pamatzinaSanas parasti ir
parmantojusi vai jau apguvusi pa§macibas cela, un viniem visbiitiskako atbalstu
spej sniegt sabiedribas neaizsargato grupu risku samazinasanas programmas,
gan palidzot parkvalificeties un veiksmigak ieklauties darba tirgli, gan arT iegit
papildu zinasanas par saimnieciba esoSo lauksaimniecibas resursu efektivaku
izmantotoSanu, lai izdzivotu laukos. Savukart uz komercialu darbibu orientétam
lauku saimniecibam nepiecieSami izglitibas pakalpojumi lauksaimniecibas
biznesa vadiSana, ka ari izglitibas pakalpojumi raZoSanas un tehnologiju
jautajumos.

3.5. Socialekonomisko raditaju analize Latvijas regionos

Viens no nozimigakajiem regionalas ekonomikas aspektiem ir regionu
intereSu harmonizacija un institucionala nodroSinasana. Ta ka zinaSanas ir
butisks ekonomikas attistibas virzitajspeks, lidztekus daudziem citiem regionu
attistibu veicinoSiem faktoriem ir svarigi, lai visos regionos biitu pieejami
kvalitativi izglitibas pakalpojumi. Eiropas izglitibas problémam veltitaja
konferencé ,,Lideriba, maciSanas un izglitiba ilgtsp&jigai attistibai” Katrina
Lokheda-Strzepka (Lockhead-Strzepka, 2011) uzsvérusi, ka misdienas ipasi
lauku iedzivotajiem ir svarigi nodroS§inat elastigu maciSanas procesu, jo izglitoti
cilveki ir laimigaki, tiem ir labaka veseliba un tie ir gan sociali, gan ekonomiski
aktrvaki.

LLKC ir viena no institlcijam, kas nodrosina lauku konsultaciju un
izglitibas pakalpojumus visa Latvijas teritorija. Tapéc, lai pilnveidotu
pasreizéjos LLKC pakalpojumus un to kvalitati, padarot tos vairak orientgtus uz
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laukos dzivojoso vajadzibam un veicinot kopg€jas socialekonomiskas situacijas
uzlabo$anos laukos, autore analizgjusi regionu socialekonomiskos raditajus.

Par vienu no pamatraditajiem teritoriju attistibas limena raksturoSanai un
attistibas indeksa aprékinasSanai tiek izmantots individualo komersantu un
komercsabiedribu  skaits, r€kinot to wuz 1000 iedzivotajiem (skat.
3.2. tabulu).

3.2. tabula
Ekonomiski aktivo komersantu un komercsabiedribu
skaits uz 1 000 iedz.

Ekonomiski aktivo komersantu un komercsabiedribu skaits uz

Regions 1 000 iedz. pa gadiem
2004 2005 2006 2007 2008 2009
Rigas 32.9 35.1 38.7 42.2 43.5 44.9
Vidzemes 13.8 14.9 17.6 18.9 20.2 20.4
Kurzemes 15.0 16.0 18.6 20.6 21.9 21.8
Zemgales 11.7 12.4 15.4 17.1 18.8 18.4
Latgales 10.5 11.0 12.7 13.9 15.4 15.4
Latvija 22.2 23.8 26.8 29.4 30.8 315

Avots: Regionu attistiba Latvija, 2009
Kops$ 2004. gada individualo komersantu un komercsabiedribu skaits uz
1000 iedzivotajiem valsti kopuma palielingjies vid&ji par 9.3 vienibam. Straujak
tas noticis Rigas regiona, kur skaits ir par 12 vienibam lielaks. Mazaks
palielingjums vérojams Kurzemes regiona — par 6.8, Zemgales regiona — par
6.7, Vidzemes regiona — par 6.6 un Latgales regiona - par
4.8 vienibam. Parskata posma ekonomiski aktivo komersantu un
komercsabiedribu skaita uz 1000 iedzivotajiem maksimalas atSkiribas regionos
svarstijusas no 2.8 lidz 3.2 reizé€m, ko var€tu verteét ka noturigu negativu
regionalo atskiribu pastavésanu (Regionu attistiba Latvija, 2009).
3.3. tabula
Darba mekletaju ipatsvars (vecuma grupa no 15 lidz 74 gadiem),
nodarbinato un bezdarba Iimenis

Raditais 2007. 2008. 20009.
! gads gads gads
Darba meklétaju ipatsvars % no ekonomiski
R . - _ 6.0 7.5 16.9
aktivo iedzivotaju skaita, valstt kopuma
—— 5 —
Datba ’ me}detziu'u 1patsviats % ekonomiski 59 6.8 16.2
aktivo iedzivotaju kopskaita, laukos
—— 5 —
Datba’me_kletziu'u 1patsviats '/o_ f:konomlskl 6.1 79 172
aktivo iedzivotaju kopskaita, pilsétas
Nodarbinatibas ITmenis (vecuma grupa 15-64) 68.4 68.6 61.1
Registrétais bezdarba Iimenis, vidgji perioda 5.7 7.5 16.9

Avots: LR ZM zinojums ,, Latvijas lauksaimnieciba un lauki 2010, 2010
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3.3. tabula ilustreé darba mekl&taju Ipatsvaru, ka arT nodarbinatibas un
bezdarba Iimeni valsti kopuma un atseviski laukos un pilsétas. Tabula redzams,
ka darba mekl&taju Ipatsvara raditaji parskata perioda ir loti strauji augusi — par
136% laukos un par 113% pilsétas.

Lai arT saskana ar Nodarbinatibas valsts agentiiras datiem 2010. gada
31.decembri kopgjais registrétais bezdarba limenis ir krities 1idz 14.3%, tas tik
un ta verteéjams ka loti augsts.

Latvijas regionu un lielako pilsétu konteksta tas skatams 3.1. attéla, kur

redzams, ka Dbezdarba Iimepa atpalicgju grupa joprojam atrodas
Latgale (22,3%).

Registrétais bezdarba limenis valsti 2010.g. 31.decembrT - 14,3%

VENTSPRLS
®120% J
/j VIDZEMES REGIONS /\”’
(*( nica i 16,2%
JURMALA
o wo@ @) mos
15.7% 5y X ~N
» /o 3 10,9% .5~ <
; P & TP L2NR o
. 16,6% JELGAVA e { b . g0
§ 10,9%  ZEMGALES REGIONS . O

JEXABPILS <
\15,8% \ LATGALES REGIONS

22,3%

DAUGAVPILS
® 122%

Avots: autores veidots péc Nodarbinatibas valsts agentiiras datiem
3.1. att. Registréetais bezdarba Iimenis valsti
2010. gada 31. decembri
Jauzsver, ka arT pasa Latgales regiona pastav bitiskas atSkiribas —
registrétais bezdarba Iimenis Daugavpili ir 12.2%, savukart Re&zekné
23%, ko var€tu izskaidrot ar ar plasaku izglitibas pakalpojumu piedavajumu
Daugavpili.
3.4. tabula
Iedzivotaju nodarbinatibas dinamika 2007. - 2009. gada
Latvija (takst. cilv.)

Raditais 2007. 2008. 20009.
! gads gads gads
Ekonor_n1sk1 aktivie iedzivotaji 15-74 g. 1191.1 1215.8 1187.4
vecuma
Nodarbinatie 1119.0 | 11241 986.7
Nodarbma.tle_ la}lksalmnleC}ba,mednlemba 82.6 703 721
un ar to saistitajos pakalpojumos

Avots: LR ZM zinojums ,, Latvijas lauksaimniectba un lauki 20107, 2010
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Analiz€jot 3.4. tabulas nodarbinatibas raditajus Latvija, redzama sakariba,
lai arT  kop&jais nodarbinato  skaits Latvija  salidzinajuma ar
2008. gadu ir ievérojami samazinajies, tomer nodarbinatiba lauksaimnieciba un
mednieciba ir palielinajusies par 1.8 tukst. cilvéku jeb 2.6 % un kopa veido
7.3% no valsti nodarbinato skaita. Tas liek domat, ka ped&o desmitgazu
liberalas tirgus ekonomikas tendences Latvija nav spgjusas radikali ietekmét
sabiedribas uzskatu mainu attieciba uz lauksaimniecibas lomu un funkcijam un
joprojam ievérojama dala lauku iedzivotaju lauksaimniecibu atzist par drosako
izdzivoSanas avotu, Tpasi saskaroties ar ekonomisko krizi un tas sekam.

Nodarbinatiba ir viens no ekonomiskas attistibas raditajiem, kas ir loti ciesi
saistits ar izglitibas limeni (Viksne, 2010). Ari saskana ar Eurostat datiem
pedgjos gados gandriz visas Eiropas valstis novérojama tendence, ka bezdarba
Iimenis samazinas lidz ar izglitibas limena paaugstinasanos (Eurostat, 2009).

Precizaku kopainu par Latvijas regionu lauku lauzu izglitibas limeni sniedz
lauku saimniecibu vaditaju izglitibas limeni, kas ieklauti lauku saimniecibu
struktiiras 2007. gada apsekojuma datos (skat. 3.5. tabulu).

3.5. tabula
Saimniecibas vaditaju sadalijjums pec lauksaimnieciskas izglitibas
Iimena Latvijas regionos 2007. gada

= =
2. B | E. | EE Z =L | By | BE
E3| £z | 23 | Bz | 83 | Bz | 2% | £z
= b < T N ox e I A2 - 2 X L5
g Nz N g °c 9 o & g 2 E o Q2 Q o
=0 S & IS ® 2 =~ 27 o = O & o =
|51 < = = 2 = = = .2 8= &8 X = X o
~ = i< 5 s = ] ® > = 3 2 > 2°8
L Lz | $H | 23 E% | Ez | €8 | ¥3
7| 2¥ | g7 sy | &7 | &2 | g7 | £¥
=% =%
Latvija
kopd 5430 | 100% | 21773 | 100% | 15639 | 100% | 70540 | 100%
Pierigas
regions 992 | 18% 2606 | 12% 2069 | 13% 9367 | 13%
Vidzemes | g 155 | 2904 5168 | 24% 3221 | 21% 11838 | 17%
regions
Kurzemes | gne | 1504 3436 | 16% 2891 | 18% 10013 | 14%
regions
Zemgales | 4575 | 9306 | 3975 | 18% | 2503 | 16% | 12550 | 18%
regions

Latgales 1176 | 22% 6588 30% 4 956 32% 26771 | 38%
regions

Avots: Autores veidota péc CSP datiem, 2007

So datu apkopojums parada, ka vislielakais tadu saimniecibu vaditaju
Tpatsvars, kuri pabeigusi augstako lauksaimniecibas macibu iestadi, ir Zemgales
regiona, kas skaidrojams ar LLU atraSanos Jelgava. Turpreti Latgale ir
vislielakais lauksaimniecibas profesionali tehniskas skolas, arodvidusskolas vai
tehnikumus beiguSo saimniecibu vaditaju 1patsvars. Latgal€ ir arT vislielakais
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Tpatsvars to vaditaju, kuri beigusi macibu kursus dazadu pamatzinaSanu
iegiSanai lauksaimniecibas nozar€s un sane@musi sertifikatu.

Apsekojuma dati norada, ka Latgale ir vl ar1 vislielakais saimniecibu
vadttaju Ipatsvars, kuri praktisko darba pieredzi un iemanas guvusi, stradajot
lauku darbos, ko varétu skaidrot ar to, ka kopgja skaita zina Latgales regiona ir
visvairak lauku saimniecibu.

3.6. tabula
Socialekonomisko raditaju apkopojums par 2008. gadu
Latvijas regionos

—y -~ H=N}

2 2 2 g 2 n N « [
S = = = ™ O~ —_ ==
i £ %N %g% §1§ %%5 §'§§°\°
: = o :E EIR=-™ 1~ o< 2 S =
2 =8 | 52 |§5E| Bz | 28 | E£:22
= =Q SN ° E 2 =z 'S 28z 8=k
2 = Z > Zz N o == 728 5 2285
.§ E 'E % 8 I’d-) |E 5 - |E‘ E _‘% &5
= | = /= |28 "3 | ¢ 75 2

Rigas

regions 2.6 105.2 -0.1 13.2 20.7 23.9

Zemgales

regions 33 26.4 -2.7 14.3 211 25.8

Latgales

regions 6.6 23.9 -7.1 15.1 20.3 19.7

Kurzemes

regions 3.6 22.3 -3.8 14.8 19.5 24.7

Vidzemes

regions 35 15.6 -5.3 13.1 21.3 29.7

Avots: autores veidota péc , Regionu attistiba Latvija 2008 datiem, CSP
datiem, 2008 un LR ZM zinojuma ,, Latvijas lauksaimnieciba un lauki 2010”
datiem

3.6. tabula autore izv€lgjusies 6 raditajus, kuri raksturo iedzivotaju kopgjo
socialekonomisko stavokli no izglitibas un vecuma struktiras viedokla, proti,
bezdarba Itmeni, iedzivotaju skaitu uz 1 km2, iedzivotdju skaita izmainas
(2008. g. pret 2003. g.), bérnu ipatsvaru iedzivotaju vidi, pensijas vecuma
iedzivotaju Tpatsvaru, ka arT saimniecibu vaditaju ar lauksaimniecibas augstako
un vidgo izglitibu TIpatsvaru. Lai noteiktu saistibas cieSumu starp
socialekonomiskajiem raditajiem Latvijas regionos, autore izmantoja Pirsona
korelacijas koeficienta metodi. Latvijas regionu socialekonomisko faktoru
izp8tes ietvaros autore noteikusi Pirsona korelacijas koeficientus starp
3.6.tabulas socialekonomiskajiem raditajiem.

Analizes rezultati apkopoti 3.7. tabula.
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3.7. tabula
Pirsona korelacijas koeficienta matrica

Saimniecibu
Tedzivotaju B Pensijas vaditaji
Bezdarba ledz. skaita i aisr"/':rs vecuma ar
Raditaji Iimenis skaits izmainas 'eg" otai iedzivotaju lauksaim-
2008.9. uz 1 km2 (2008.g. : .;'_V (,,/J)“ Tpatsvars niecibas
pret 2003.9.) vidi (e (%) izglitibu
(%)

Bezdarba Iimenis 2008.g. 1.00

ITedzivotaju skaits uz 1

km? -0.44 1.00

Tedzivotaju skaita

izmainas (2008.g. pret

2003.9.) -0.84 0.77 1.00

Bérnu 1patsvars

iedzivotdju vida (%) 0.70 -0.47 -0.52 1.00

Pensijas vecuma

iedzivotdju ipatsvars -0.27 0.06 0.11 -0.67 1.00

Saimniecibu vaditaji ar

lauksaim-niecibas

izglitibu (%) -0.66 -0.20 0.17 -0.66 0.53 1.00

Avots: veidota péc autores apréekiniem

Aplikojot lauksaimniecibas augstako vai vid€jo profesionalo izglitibu
ieguvuso saimniecibu vaditaju saistibu ar parjiem faktoriem, korelacijas
koeficients ar bezdarba limeni (-0.66), liecinot par vid&ji stingras saistibas
esamibu, pierada — jo augstaka izglitiba, jo zemaks bezdarba Iimenis. Vidgji
stingra saistiba pastav ari starp iedzivotdju blivumu un bezdarba limeni (-0.44).
Tatad — jo mazaks ir iedzivotdju skaits uz 1 km2, jo augstaks bezdarba limenis.
Tapéc Latvijas regionos ir loti svarigi sniegt kvalitativus un uz klientu
vajadzibam orientetus izglitibas pakalpojumus, lai nepielautu talaku
urbanizaciju un emigraciju.

3.6. Talakizglitibas iespéjas Latvijas regionos

Kaut gan Latvijas politiskajos dokumentos ir izvirzits mérkis veicinat
iedzivotaju dzives kvalitati, defingjot zinasanas ka galveno Latvijas izaugsmes
resursu, joprojam pastav butiska disproporcija izglitibas ieguves pieejamiba
laukos un pilsétas, regionos, un izglitibas atskiriga pieejamiba un kvalitate
bremzg valsts izaugsmes tempus (Sannikova, Baltere, 2008).

Lai veiktu detalizétu LLKC pakalpojumu sniegSanas fona izvert§jumu
Latvijas regionos, 2007. gada vasara tika uzsakta problémas pirmsizpéte,
organizgjot izlikaptauju Latvijas regionos, izzinot respondentu viedokli par
LLKC sniegtajiem konsultaciju un izglitibas pakalpojumiem. Bitiskakais
aptaujas mérkis bija noskaidrot, kadi talakizglitibas pakalpojumi laukos
dzivojoSajiem biitu visvairak nepiecieSami.

Ta ka talakizglitibas pakalpojumus regionos bez LLKC piedava ar citas
organizacijas, autore VElgjas izzinat respondentu viedoklus par to, kas vinpu
regiona vislabak varétu nodrosinat talakizglitibas pakalpojumus. Izlukp&tijuma
kopa tika aptaujati 962 respondenti.
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Pétijuma rezultati rada, ka LLKC klientu domas dalas un ir saméra
atskirigas katra regiona (skat. 3.2. att€lu).
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Iestade, kas vislabak nodro$inatu talakizglitibas pakalpojumus laukos

Avots: autores pétijums, 2007
3.2. att. Klientu viedoklis par lauku konsultaciju un izglitibas
pakalpojumu snieg§anu

Autores izlikpétijums Latvijas regionos kopuma atklaja, ka péc
respondentu (zemnieku un lauku uznéméju, LLKC klientu) domam tiem
nepiecieSamos talakizglitibas pakalpojumus laukos vislabak varétu nodrosinat
LLKC biroji un regionu augstakas izglitibas iestades, kuru talakizglitibas kursu
témas ir precizak orientétas uz laukos dzivojoSo praktisko zinasanu
papildinasanu.

Aptaujato LLKC klientu atbildeés domingja viedoklis, ka no LLKC lietisko
pakalpojumu klasta nakotng tiem visnoderigakie biitu izglitibas pakalpojumi.
Tas norada, ka izglitibas pakalpojumu sanems$ana laukos dzivojoSajiem ir
bitiska, un zemnieki un lauku uzneémeji papildu dazadam profesionalu ekspertu
konsultacijam labprat veltitu laiku macibam, ko varétu skaidrot ar1 ar velmi bt
mazak atkarigiem no dazadu maksas arpakalpojumu sanemsanas, véloties
vajadzigas zinasanas apgit pasi.

3.7. LLKC darbibas izverteéjums

3.7.1. Lauku Konsultaciju un izglitibas pakalpojumu sniegSanas
tiesiskais ietvars Latvija

Lauku konsultaciju un izglitibas pakalpojumu sniegSanai saistosas ES,
nacionalas un lokalas tiesibu normas ietvero$as direktivas, regulas, likumi un
citi tiesibu akti:

1. Es tiesibu normas
e Eiropas Komisijas ,Mazizglitibas memorands” SEC (2000) 1832,
(2000.gada 30.0ktobris);
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Eiropas Parlamenta un Padomes Direktiva 2006/123/EK (2006. gada
12.decembris ) par pakalpojumiem ieks$gja tirgi;

Padomes regula (EK) Nr. 1698/2005 (2005. gada 20. septembris) par
atbalstu lauku attistibai no Eiropas Lauksaimniecibas fonda lauku attistibai
(ELFLA);

Padomes Regula (EK) Nr. 73/2009 (2009. gada 19. janvaris), ar ko paredz
kop&jus noteikumus tiesa atbalsta shémam saskana ar kopgjo
lauksaimniecibas  politiku un izveido dazas atbalsta shémas
lauksaimniekiem, ka ari groza Regulas (EK) Nr. 1290/2005, (EK) Nr.
247/2006, (EK) Nr. 378/2007 un atcel Regulu (EK) Nr. 1782/2003;
Komisijas Regula (EK) Nr. 1122/2009 ( 2009. gada 30. novembris), ar ko
paredz siki izstradatus noteikumus, lai Tstenotu Padomes Regulu (EK) Nr.
73/2009 attieciba uz savstarp&u atbilstibu, modulaciju un integréto
administréSanas un kontroles sisttmu saskana ar minétaja regula
paredzg€tajam tiesa atbalsta shemam lauksaimniekiem, ka ari, lai istenotu
Padomes Regulu (EK) Nr. 1234/2007 attieciba uz savstarpgju atbilstibu
saskana ar vina nozare paredz&to atbalsta shemu.

2. Nacionalas tiesibu normas:

- vispargjas:

Izglitibas likums (1999);

Patérétaju tiesibu aizsardzibas likums (1999);

Informacijas sabiedribas pakalpojumu likums (2004);

Lauksaimniecibas un lauku attistibas likums (2004);

LR MK not. Nr.463 ,Kartiba, kada atzist savstarpgjas atbilstibas
konsultaciju pakalpojuma sniedzgjus” (2008);

LR MK noteikumi Nr.269 , Kartiba, kada tiek pieskirts valsts un Eiropas
Savienibas atbalsts lauksaimniecibai tiesa atbalsta shemu ietvaros” (2007);
LR MK noteikumi Nr.1042 ,Valsts un Eiropas Savienibas atbalsta
pieskirSanas kartiba pasakuma ,Lauksaimniekiem un mezsaimniekiem
paredz&to  konsultaciju  pakalpojuma  izmantoS$ana” aktivitate
,Lauksaimniekiem paredz&to konsultaciju pakalpojumu izmantoSana™”

(2008).

- specialas:

Latvijas Lauku attistibas programma 2007.-2013.gadam (2008);
Miuzizglitibas politikas pamatnostadnes 2007.-2013.gadam (2006);

Latvijas nacionalais attistibas plans 2007.-2013.gadam (2006);

,.1zglitibas attistibas pamatnostadnes 2007. — 2013.gadam (apstiprinats ar
LR Ministru kabineta 2006.gada 27.septembra rikojumu Nr.742);

LR ZM rikojums Nr.143 "Par nacionalas programmas "Lauksaimnieku
konsultaciju un saimniecibu paplaSinasanas pakalpojumu dienestu
izveido$ana" ievieSanu" (2005).

3. Lokalas tiesibu normas:
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e SIA “Latvijas Lauksaimniecibas konsultaciju un izglitibas atbalsta centrs”

stataiti (ES, LR 1ZM un LR ZM, 2010).

ES ir tr1s tiesibu aktu veidi — direktivas, regulas un 1@émumi. Direktivas ir
noteikti merki un pamatprincipi, kas ES dalibvalstu valdibam japarpem
nacionalos tiesibu aktos. Regulas ir speka visas ES dalibvalstis, savukart
lemumi attiecas uz TIpasSiem gadijjumiem un tikai uz personam vai
organizacijam, kuram tie ir adreséti.

3.7.2. LLKC pakalpojumu nodroSinajums Latvija
Latvijas Lauku konsultaciju un izglitibas centrs (LLKC) ir sabiedriba ar
ierobezotu atbildibu, kuras 99% pamatkapitala pieder valstij un 1% Latvijas

Zemnieku federacijai. LLKC svarigakas funkcijas ir:

e organizet lauksaimniecibas darbiniecku profesionalas kvalifikacijas
paaugstinasanu;

e veicinat lauku uznémgjdarbibas attistibu,

e nodroSinat Zemkopibas ministrijas paklautiba, parzina un parraudziba
esoSo organizaciju, iestazu un uzpémumu darbinieku talakizglitibu péc
valsts pasiitijuma;

e sagatavot un izplatit jaunako informaciju;

e  veicinat un atbalstit zemnieku (lauku uzneémeju) talakizglitibu.

&3 {7 ESTOMIA

LITHUANIA

BELARUS

)

Avots: autores veidots péc 2010. gada LLKC datiem
3.3. att. Lauku konsultaciju un lauku attistibas biroji Latvija
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2008. gada LLKC organiz§a ieks€ju reformu un izveidoja
17 regionalas struktirvienibas — 9 lauku attistibas birojus (LAB), kas isteno
valsts finansétos pasakumus, un 8 lauku konsultaciju birojus (LKB), kas sniedz
lauksaimniekiem un lauku uzpemegjiem komercpakalpojumus (skat.
3.3. attelu).

LAB nodarbojas ar informacijas apmainas sistémas koordinéS$anu, lauku
politikas jautdjumu skaidroSanu un cie$i sadarbojas ar pasvaldibu attistibas
specialistiem. LAB darbu pilniba doté valsts. Savukart LKB biroji pienem un
apkalpo klientus visa regiona, sniedz tiem maksas pakalpojumus, un ir
pargajusi uz pasfinansesanos.

3.7.3. LLKC sniegto izglitibas pakalpojumu kvalitates
nodrosinasanas problémas

Lauksaimniecibas specialisti, uzsakot darbu LLKC, kompetenci iegist
pakapeniski. Vairakumam no viniem ir pieredze specialitaté, bet papildus
nepiecieSamas specifiskas zinaSanas gan apmacibu vadiSana, gan pasakumu
organizéSana, gan informacijas izplatiSana. Kop§ 2000. gada LLKC
pakalpojumu kvalitates vadibai pamata ir bijusi uznpémuma personala ieks§¢ja
sertifikacijas sistéma, kuras izstrade, vadiba un pilnveidosana, ka ar7 uznpémuma
resursu izlietojuma lietderibas kontrole ir notikusi vertikala pakartotibas
lémumu piegemsanas procesa. Pec 2008. gada reformam LLKC Sis
sertifikacijas sist€mas darbs uz laiku ir partraukts, jo viens no pakalpojumu
kvalitates nodrosinasSanas problému rasanas iemesliem ir parak Sauri definéta
kvalitates nodroSinasanas programma. Intervija LLKC Talakizglitibas nodalas
vaditajs autorei atzinis, ka Sobrid LLKC vislielako uzmanibu velta tiesi lektoru
darba kvalitates uzlabojumiem, kopgjai sistémas efektivizésanai.

Lauku konsultaciju centru pieeja klientiem Latvijas regionos atSkiras.
Katrs birojs veido savu klientu datu bazi un decentralizeti izvélas, ka stradat ar
aktivajiem, mazak aktivakajiem vai neapmierinatajiem klientiem. Ka atklajas
autores veiktaja LLKC ekspertu aptauja, parsvara regionalie vaditaji savu darbu
verte loti pozitivi un uzskata, ka lidz Sim Tstenotie pasakumi vainagojusSies
panakumiem, tapec jebkadas izmainas darba procesos uztver skeptiski. Turklat
centralizeti kvalitates kontroles pasakumi, vinuprat, rosinas nevélamu socialo
spriedzi, radot darbiniekiem bazas un nedro§ibu par vadibas neuztic€Sanos vinu
stenotajiem pasakumiem regiona.

3.7.4. LLKC izglitibas pakalpojumu sniegS§ana Zemgales regiona

Ta ka promocijas darba apjoma ierobezotibas d&| autorei nebija iesp&jams
izpétit visu Latvijas regionu lauku konsultaciju centru darbu, tad autore
izvelgjas sikak raksturot to darbibas apstaklus viena regiona — Zemgalg.

Zemgale darbojas pieci LKB — Jelgava, Dobele Bauska, Aizkraukle un
Jekabpilt un divi LAB — Bauska un Aizkraukle (skat. 3.4. attelu), Zemgale,
Ozolniekos atrodas arT LLKC.
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Avots: Latvijas regionu attistibas portals, autores papildinats, 2010
3.4. att. LLKC izglitibas pakalpojumu nodrosinajums Zemgalé

Apzinot lauku konsultaciju un izglitibas pakalpojumu sniegSanas apstaklus
Zemgalé, autore secina, Ka lauku konsultaciju un izglitibas pakalpojumu
sniedz&ju joma Zemgalé pastav siva konkurence, jo aktivi tirgus dalibnieki ir
gan valsts un pasvaldibu izglitibas iestades, gan ar1 privatas izglitibas iestades
un lauksaimniecibas kooperativi. Spécigu konkurences spiedienu lauku
konsultaciju un izglitibas pakalpojumu tirgii rada lauksaimniecibas produktu
tirgotdji, kuri strada ar arzemju kapitalu, pieméram, BASF Agro Latvija, un spgj
nodrosinat profesionalu konsultantu, specialistu un agronomu konsultacijas bez
maksas, jo pardota produkta izmaksas tas nosedz.

Lidz ar to, stradajot pastiprinatas konkurences apstaklos, LLKC papildu
jau esosajam kvalitates nodroSinasanas sisttmam meklg iesp€jas, ka savu
pakalpojumu klastu un kvalitati padarit vél vairak orient&tu uz klientu.

4, LLKC SNIEGTO IZGLITIBAS PAKALPOJUMU
KVALITATES NOVERTESANA

Nodalai ir 31 lapa, 13 attéli un 5 tabulas.

Klientu apmierinatiba ir biutiska pakalpojumu kvalitates novertéSanas
sastavdala, tapec autore veica klientu apmierinatibas pétjumus par
pakalpojuma produktu veidojoSiem atseviSkiem elementiem, pielietojot
zinatniskaja literatira atpazistamako pakalpojumu kvalitates novert€Sanas
metodologiju. Ta ka LLKC klienti no visiem pieejamajiem pakalpojumiem
nakotné plano visbiezak izmantot izglitibas pakalpojumus, tad pakalpojumu
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kvalitates novertésanas modelis tika pielagots tiesi LLKC izglitibas
pakalpojumu kvalitates novertesanai.

4.1. Pakalpojumu kvalitates novértéSanas modelu instrumentarijs

Saja nodala autore adaptéja un praktiski parbaudija 2. nodala teorétiski
aprakstito pakalpojumu kvalitates modelu: izpildijjuma meriSanas modela —
SERVPERF, sagaidamas kvalitates atbilstibas realajai kvalitatei mériSanas jeb
neatbilstibu modela — SERVQUAL un svariguma-izpildijuma analizes modela
piem@rotibu lauku konsultaciju un izglitibas pakalpojumu kvalitates
noverteSanai. lepazistoties ar pakalpojumu  kvalitdtes novertéSanas
paradigmam, autore defingja noveértéjamo objektu — izglitibas pakalpojuma
kvalitate ka piecu kvalitates dimensiju kriteriju kopums, kura:

1. dimensija: Materialo ieguvumu kopums (izskats un fiziskie elementi);

2. dimensija: DroSums (palaviba, akurats izpildijums);

3.dimensija: Atsauciba (izdariba un izpalidziba);

4.dimensija: Kompetence (uzmaniba, uzticamiba un drosiba);

5. dimensija:Empatija (érta pakalpojuma sanemsana, laba komunikacija un

klientu izpratne).

Petijjuma merkis

Parbaudit REALVERT" un GAIDUVERT? autores adaptétos modelus
LLKC izglitibas pakalpojumu kvalitates noverteésanai.
Meérka sasniegSanai izvirzitie uzdevumi:

1. pétfjuma jautajumu adaptacija Latvijas apstakliem;

2.anketéSana;

3.liegiito rezultatu apkoposana;

4. datu analize;

5. secingjumu izstrade.
Izmantotas metodes

Kvantitativo pétjjumu metode — anketéSana un kvalitativo pétijumu
metode— intervija.
Aptaujas metodologija

P&tijums tika organizéts:

1. grupu aptauju veida ar Latvijas regionu izglitibas pakalpojumu
klientiem;

2. ekspertu intervijas veida ar LLKC regionalo biroju parstavjiem.
Respondentu izveles kriteriji

Aptaujas mérkauditoriju veidoja dazadu lielumu klientu grupas, kas LLKC
apmacibas piedalijas 2009. gada nogale un 2010. gada sakuma.

Aptaujas notika:

* autores LLKC adaptéta modela aprobacija turpmak SERVPERF anglu val. termina vieta lietota ta
latviskota versija — realais vertgjums, turpmak teksta REALVERT
2 autores LLKC adaptéta modela aprobacija turpmak SERVQUAL anglu val. termina vieta lietota ta
latviskota versija — gaidu vért&jums, turpmak teksta GAIDUVERT
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1) Cetros Latvijas regionalajos lauku konsultaciju centros (Jekabpili,
Balvos, Valka, Tukuma) un LLKC Ozolniekos, kur zemniekiem un lauku
uznémejiem grupas tika organizétas apmacibas ,,Biologisko produktu tirgus un
marketings”;

2) divos Zemgales regiona lauku konsultaciju centros (Jelgava un
Ozolniekos), kur zemniekiem un lauku uzpe@megjiem grupas tika organizetas
apmacibas ,,Lauku s€ta — lauku tirisms” un ,,Ganampulku (piena Skirnu)
produktivitates uzlabosana parraudziba eso§am saimniecibam”;

3) Zemgales regiona, kur individuali tika aptaujati LLKC izglitibas
pakalpojumus izmantojusie klienti — dazadu lielumu saimniecibas: naturala
siksaimnieciba Skaistkalné (<2ha); maza komerciala saimnieciba (40<100ha)
Eleja; liela komerciala saimnieciba (>100ha) Krimiinas un lauksaimniecibas
produktu parstrades uzn€mums Dobel€ (sabiedriba ar ierobezotu atbildibu, kura
pec darbinieku skaita un finanSu augs€jas robezas ietilpst vid€jo uzneémumu
kategorija).

Padzilinato interviju dalibnieki ekspertu statusa (7 personas) bija ilggadgjie
LLKC darbinieki — ¢etru regionu (Zemgales, Vidzemes, Kurzemes un Latgales)
LKB parstavji, Zemgales LAB vaditaja, LLKC Talakizglitibas nodalas vaditajs
un Vidzemes LKB lektore/konsultante.

Sasniegta izlase

Aprobacijas pétijuma kopa tika aptaujati 137 respondenti un veiktas
septinas ekspertu intervijas.
Anketas sastavdalas

Visu tris modelu parbaudei autore sagatavoja aptaujas anketu, kura sastav
no 2 dalJam — A dalas (gaidita attieciga krit€rija esamibas svariguma
novert§juma) un B dalas — (izpildijjuma novert€juma). Katra anketas dala ir 22
apgalvojumi par pakalpojuma kvalitati, kuri sekojosa sadalijuma veido katras
dimensijas krit€riju kopumu.

1. dimensija. Materialo ieguvumu kopums: 1. — 4. jautajums.

. Izglitibas pakalpojumu norises telpas, to iekartojums, interjers.

. Klientu darba vietu ergonomiskums.

. Kursu un seminaru izdales materialu nodroSinajums.

. Kursu un seminaru izdales materialu saturs, apjoms, formats.

. dimensija. DroSums, palaviba, akurats izpildijums: 5. — 9. jautdjums.
. Nodarbibu norises laika precizitate.

Lektora savlaiciga nepiecieSamas informacijas sniegSana, svarigako
jautajumu atgadinasana par kursa norises procesu, partraukumu ilgumu.
7. Lektora kvalifikacija.

8. Nodarbibas gito teorgtisko zinasanu lietderigums prakse.

9. Savlaiciga kursa apguves apliecino$a dokumenta nodrosinasana.

3. dimensija. Atsauciba, izdartba un izpalidziba: 10. - 13. jautajums.

10. Darbinieku operativa informacijas sniegSana par izmainam kursa
norises plana.

O NN A LN~
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11. Lektora elastiba attieciba uz klausitaju velmeém.
12. Kursu un seminaru satura aktualitate (iegfitds zinasanas peéc kursu,
seminaru beigSanas neblis novecojusas, tas biis noderigas).

13. Lektora gataviba sniegt klausitajiem individualas konsultacijas.

4. dimensija. Kompetence, uzmaniba, uzticamiba, drosiba: 14. - 17.

jautajums

14. Lektora uzvediba, runasveids, izskats.

15. Kursu, seminaru norises darba vides lietiSkums.

16. Visu limenu personala attieksme pret klientiem.

17 Neskaidribu gadijuma iespgja sanemt informaciju pie jebkura

darbinieka.

5. dimensija. Empatija, iejutiba, klientu vajadzibu izpratne: 18. - 22.

jautajums

18. Individualiz&tas uzmanibas veltiSana jebkuram klausitajam.

19. Izdevigs izglitibas pakalpojumu norises laiks.

20. Izdeviga izglitibas pakalpojumu sanemsanas vieta.

21. Lektora ieinteres€tiba apmierinat klausitaju v€lmes.

22. Lektora gataviba apmierinat klientu specifiskas vélmes.
Ekspertu intervijas autore katram LLKC regionalo biroju parstavim ladza
sniegt noveérté§jumu un komentarus par biroja sniegto izglitibas pakalpojumu
kvalitates piecu dimensiju 22 kritériju izpildijumu.

4.2. LLKC sniegto izglitibas pakalpojumu kvalitates novérteSanas
rezultati Latvija

Turpmak autore apskatis aptauju un interviju rezultatus attieciba uz visu
Latvijas regionu sniegto izglitibas pakalpojumu kvalitates noveértgjumu,
atspogulojot Latvijas regionu LLKC klientu un darbinieku viedokli.

4.2.1. LLKC izglitibas pakalpojumu kvalitates novértéjums regionalo
konsultaciju biroju ekspertu skatijuma

Lai izzinatu LLKC regionalo nodalu vaditaju viedokli par LLKC
sniegtajiem izglitibas pakalpojumiem, #ika organizetas intervijas ar visu
Latvijas regionu LKB vaditajiem un/vai specialistiem, lektori, Zemgales LAB
vaditaju un LLKC Talakizglitibas nodalas vaditaju. Visi intervétie LLKC
regionalo nodalu vaditaji strada pasreiz€ja amata vismaz desmit gadus, bet
Latgales LKB un Zemgales LAB vaditaji — kops 1992. gada, kas deva autorei
iesp&ju uzzinat kompetentu un ar ilgu darba pieredzi apveltitu LLKC
darbinieku viedokli par LLKC pakalpojumu sniegSanas procesu. Ta ka LLKC
Talakizglittbas nodala Ozolniekos ir LKB izglitibas pakalpojumu
metodologiska atbalsta centrs, tad ari Talakizglitibas nodalas vaditaja viedokla
izzinaSana autorei bija svariga. Savukart lai gutu labaku izpratni par lektora
darba specifiku talakizglitibas kursu pasniegSana, tika intervéta arT viena no
ilggadgjam LKB lektorém un konsultanteém.
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Intervijas ar Latvijas regionu LKB darbiniekiem atklaja, ka biroju vaditaji
savu darbinieku izglitibas limeni un klientu apkalpo$anu sava regiona verté ka
loti augstu, TpaSi Zemgale un Latgale. Zemgales LKB vaditaja intervija
akcentgja biroju darbinieku, konsultantu un lektoru augsto kvalifikacijas [imeni,
kas nepartraukti tiek pilnveidots kursos un seminaros. Biitiska prieksrociba
Zemgalg ir kvalificgtu un zinosu specialistu — LLU gan lauksaimniecibas, gan
ekonomikas studiju programmu praktikantu un absolventu — nodarbinaSanas
iesp&jas. Savukart Latgales LKB ka priekSrocibu uzsvéra Latgales klientu
saliedetibu, aktivitati un velmi sadarboties ar LKB wvadibu, lai kopigi
pilnveidotu pakalpojumu kvalitati klientiem v€lama virziena. Visas intervétas
personas ka trikumu mingja fundamentalas klientu datu bazes neesamibu, kas
pasreiz gan esot jau izveides procesa. Turklat visi regionu vaditaji uzsvéra, ka
esoso kvalitates nodrosinasanas sistému nepieciesams uzlabot, tacu Sobrid nav
vienota redz&juma, ka to praktiski nodro$inat visos regionos.

4.2.2. LLKC izglitibas pakalpojumu kvalitates izpildijjuma
novérteésanas rezultati Latvija

Pirma pakalpojuma kvalitates novértéSsanas modela REALVERT
aprobacijai tika izmantota sagatavotas anketas B dala, kura respondentiem
(LLKC apmacibu kursu apmeklétajiem) bija japauz viedoklis par izglitibas
pakalpojuma kvalitati, dodot katru dimensiju veidojoSiem elementiem
vertgjumu 7 ballu skala, kura respondenti pieSkira katram ankatas
apgalvojumam atbilstoso ballu vertgjumu:

1 — nekada gadijuma nepiekritu;

2 — nepiekritu;

3 — drizak nepiekritu, neka piekritu;

4 — dalgji piekritu;

5 — drizak piekritu, neka nepiekritu;

6 — piekritu;

7— pilniba piekrTtu

4.1. tabula apkopotas respondentu pieskirtas vidgjas vertibas piecas
pakalpojuma kvalitates dimensijas.

Pirma pakalpojuma kvalitates mérisanas modela REALVERT aprobacijas
rezultati uzrada, ka, saskapa ar So metodi, kopgja izpildijjuma viszemakais
vertejums pieskirts piektajai kvalitates dimensijai, t.i., empatijai (5.044), bet
visaugstakais vertejums (6.233) otrajai kvalitates dimensijai, t.i., droSumam.
Pargjas tris dimensijas — materialo ieguvumu kopums, atsauciba un kompetence
- ekspertu vidgjais izpildijuma vertgjums ir salidzinosi lidzigs (attiecigi 5.208;
5.958; 5.486), kas, gan jaatzist, nav ar1 loti attalinats no viszemaka — empatijas
dimensijas videja vertgjuma (5.044) No vienas puses, pakalpojuma sniedzgjs
nav neviena dimensija sasniedzis maksimali labako veért§jumu (7.0), bet no
otras puses, vid€jie piecu dimensiju vertgjumi (5.208; 6.233; 5.958; 5.486 un
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5.044) atrodas virs vidgja iesp&jama respondentu pieskirto ballu skaita, kas,
saskana ar $o metodi, vértéjams atzinigi (skat. 4.1. tabulu).

4.1. tabula
LLKC apmacibu grupu REALVERT aptaujas datu rezultati
< = ]
z ~ H 2 | 5| 8 |22
E | 2 E £ 55| 5 | 2%
a s s S | s2| S | &%
E Kursa norises telpas ir masdienigi iekartotas (piem.,
2 1. mebeles, interjers, telpaugi, dekori u.c.) 417 1.07 25.61
gn g Klausitaju darbavietas telpas ir ergonomiskas (piem.,
E 3 2. erti krésli, pielagots apgaismojums u.c.) 4.00 0.94 | 2357
.'g ) Apmacibu  kursa dalibniekiem tiek nodroSinati
% 3. izdrukati izdales materiali 6.72 0.73 10.87
= 4. Apmacibu kursa materialu saturs ir viegli uztverams 5.94 0.70 11.86 | 5.208
5. Kursa nodarbibas sakas un beidzas precizi laika 5.33 1.05 19.76
Pasniedzgjs regulari sniedz klausitajiem informaciju
6. par kursu norises gaitu 6.39 0.83 12.93
w
E Kursa pasniedzgjs ir kvalificéts attiecigas nozares
Z 7. specialists 6.67 0.58 8.66
a Kursa giitas teorétiskas zinaSanas ir lietderigas
8. izmantoSanai praksé 6.22 0.79 12.63
Péc kursa noklausiSanas savlaicigi tiek izsniegts
9. kursa beigSanu apliecinoss dokuments 6.56 0.83 12.68 | 6.233
LLKC regulari informé kursa klausitajus par
10. aktualitatém (piem. nodarbibu laika izmainas) 5.39 1.30 24.07
a Kursa pasniedzgjs ir elastigs attieciba uz klausitaju
5 11. vélmem 5.83 0.69 11.78
E Kursa pasniedzgjs nodroSina kursa jautajumu
= aktualitati (klausttaju zinaSanas p&c kursa beigSanas
12. nebiis novecojusas, tas biis noderigas) 6.28 0.65 10.36
Kursa pasniedzgjs vajadzibas gadijuma ir gatavs
13. shiegt individualas konsultacijas 6.33 0.75 11.77 | 5.958
Kursa pasniedz&ja uzvediba, runasveids un izskats
rada  klausitajos  parliecibu par  pasniedzgja
® 14. profesionalitati 6.61 0.49 7.37
(%)
g LLKC darba vide rada klausitajos parliecibu par
2 15. LLKC profesionalitati 5.17 1.07 20.66
g 16. LLKC personals izturas laipni pret jebkuru klientu 5.22 1.44 27.50
= Gadijumos, ja klausitajam rodas neskaidribas, jebkurs
LLKC darbinieks labprat paskaidro, kur var sanemt
17. vajadzigo informaciju 4.94 1.27 25.65 | 5.486
Jebkur§ klausitajs sanem individualizétu uzmanibu
18. (jutas Tpass) 4.22 1.03 24.40
Apmacibu kursa norises laiks ir izdevigs visiem
;-;L 19. grupas klausitajiem 5.06 0.97 19.19
s Apmacibu kursa nodarbibu vieta ir izdeviga visiem
£ |_20. | grupas Klausttajiem 483 | 083 | 17.24
Kursa pasniedzgjs ir ieintereséts apmierinat klausitaju
21. vélmes 5.89 0.66 11.16
Pasniedzgjs ir gatavs apmierinat  klausitaju
22. specifiskas veélmes 5.22 0.97 18.67 | 5.044
Avots: autores veidota, pamatojoties uz apsekojuma datiem

45



Jaatzist, ka REALVERT modelis sniedz loti aptuvenus LLKC izglitibas
pakalpojumu kvalitates vert€§jumus, kurus uzpemuma vadiba var dazadu
apstaklu ietekme vienlaikus interpreteét gan ka labus, gan nepietiekamus, gan
optimalus. Lidz ar to autore rezumé, ka giitie p&tjjuma rezultati nesniedz
pietickamu izpratni par to, kadi pasakumi butu javeic turpmak pakalpojumu
kvalitates pilnveidoSanai.

4.2.3. LLKC izglitibas pakalpojumu klientu gaiditas kvalitates atbilstibas
realajai kvalitatei noveérteéSanas rezultati Latvija

Nakamaja petijuma darba posma tika veikta LLKC pakalpojumu kvalitates
noveértésana, izmantojot GAIDUVERT modeli (sagaidamas kvalitates
atbilstibas realajai kvalitatei novertesanas modeli).

Saskana ar REALVERT metodologiju pétfjuma sakuma, pirms klients ir
sanémis pakalpojumu, tiek izmantota anketas A dala, kura respondentiem
jaizsaka viedoklis attieciba uz gaidito konsultaciju pakalpojuma kvalitati, dodot
katru dimensiju veidojoSiem elementiem veért§jumu 7 ballu skala, kura
respondenti piekira katram apgalvojumam atbilstoso ballu veért&jumu.

4.2. tabula
LLKC izglitibas pakalpojumu gaiditas kvalitates salidzinajums
ar realo kvalitati

= =
g ~ 'E <} 'E 2 5
= < < |
g = 5 552 | E2@ <
£ s E 2= | 2R @
£ z 3 S= =5
(a] - <« =
O] ~
Kursa norises telpas ir misdienigi iekartotas
E 1. (piem., mébeles, interjers, telpaugi, dekori u.c.) 5.117 4.167 -0.950
g Klausitaju darbavietas telpas ir ergonomiskas
52 (piem., @&rti krésli, pielagots apgaismojums,
& E S .
TR 2. daudzfunkcionala ventilacijas sistema u.c.) 5.245 4.000 -1.245
:"’E‘xo Apmacibu kursa dalibniekiem tiek nodroSinati
% 3. izdrukati izdales materiali 6.468 6.722 0.254
= Apmacibu kursa materialu saturs ir viegli
4. uztverams 6.021 5.944 -0.077
5. Kursa nodarbibas sakas un beidzas precizi laika 4.596 5.333 0.737
Pasniedzgjs  regulari sniedz  klausitajiem
informaciju par kursu norises gaitu (piem.
atgadindjumi par iepriek§ apgito jautajumu, par
g 6. kafijas pauzém) 6.160 6.389 0.229
>§ Kursa pasniedzgjs ir kvalificéts attiecigas nozares
& 7. specialists 6.447 6.667 0.220
Kursa gutas teortiskas zinasanas ir lietderigas
8. izmantoSanai praksé 6.511 6.222 -0.289
Péc kursa noklausiSands savlaicigi tiek izsniegts
9. kursa beigSanu apliecino$s dokuments 5.617 6.556 0.939
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4.2. tabulas turpinajums

H
S, v g 23 2 ,E
g s = E52 g @ <
£ = E =8~ 22 @
a = > = > o
&) &~
LLKC regulari informé kursa klausitajus
par aktualitatém (piem. nodarbibu laika
10. izmainas) 6.160 5.389 -0.771
Kursa pasniedzgjs ir elastigs attieciba uz
3 klausTtaju vélmém (tiek mainiti nodarbibu
El 11. datumi, temas) 5.362 5.833 0.471
2 Kursa pasniedz&js nodrosina kursa
< jautajumu aktualitati (klausTtaju zinaSanas
péc kursa beigdanas nebiis novecojusas, tas
12. biis noderigas) 5.989 6.278 0.289
Kursa pasniedzgjs vajadzibas gadijuma ir
13. gatavs sniegt individualas konsultacijas 5.947 6.333 0.386
Kursa pasniedzgja uzvediba, runasveids un
izskats rada klausitajos parliecibu par
14. pasniedz&ja profesionalitati 5.723 6.611 0.888
LLKC darba vide rada klausitajos
§ parliecibu par LLKC profesionalitati (piem.
% LLKC darbinieku savstarpgjas attiecibas ir
o 15. lietiskas, koordinétas) 5.191 5.167 -0.024
g LLKC personals izturas laipni pret jebkuru
= 16. Klientu 5.830 5.222 -0.608
Gadijumos, ja klausitajam rodas
neskaidribas, jebkur§ LLKC darbinieks
labprat paskaidro, kur var sanemt vajadzigo
17. informaciju 5.479 4.944 -0.535
Jebkur$ klausitajs sanem individualiz&tu
18. uzmanibu (jiitas Tpass) 4.628 4.222 -0.406
Apmacibu kursa norises laiks ir izdevigs
s 19. visiem grupas klausitajiem 5.213 5.056 -0.157
= Apmacibu kursa nodarbibu vieta ir izdeviga
g‘ 20. visiem grupas klausitajiem 5.234 4.833 -0.401
= Kursa pasniedzgjs ir ieintereséts apmierinat
21 klausitaju velmes 5.489 5.889 0.400
Pasniedzgjs ir gatavs apmierinat klausitaju
22. specifiskas vélmes 4.862 5.222 0.360

Avots: autores veidota, pamatojoties uz apsekojuma datiem

Péc tam, kad klients ir san€mis pakalpojumu, tiek izmantota anketas
B dala (ta sakrit ar iepriek§ aprakstita REALVERT pétfjuma anketu), kura,
identiski REALVERT pétijumam, klients novérté pakalpojuma izpildijumu. So
abu anketas dalu kritériju starpiba atklaj GAIDUVERT novértgjumu, kur§
atspogulo, kuru kriteriju izpilde tiesi klientu gaidas tiek Istenotas, parspétas vai
nepiepilditas.

Izrekinot starpibas punktus starp anketas 22 jautdjumiem pakalpojuma
sniegSanas izpildijjuma novértéSanas (B dala) un sagaidamas kvalitates
(A dala) vidgjiem krit€riju vertejumiem, autore ieguva kopainu par katra
atseviska kvalitates aspekta realo izpildijjumu (skat. 4.2. tabulu).

47




GAIDUVERT modelis konkréti uzrada tos LLKC izglitibas pakalpojuma
kvalitates kriterijus, kuru realais izpildjjums ir bijis zemaks, neka to gaidijusi
klienti, un tas attiecinams uz pakalpojumu kvalitates kriterijiem: pakalpojuma
sanemsanas telpu iekartojums; &rtums; pakalpojuma iegttas informacijas
lietderigums; regulara informacijas sanemsana par pakalpojuma aktualitateém;
pakalpojuma sniedzgja laipna attieksme pret klientiem; pakalpojuma sniedz€ja
vélme palidzet klientam atrisinat neskaidribas. Saskana ar GAIDUVERT
kvalitates noveérteSanas metodologiju tas nozimé, ka §is ir LLKC izglitibas
pakalpojumu problematiskas jomas.

Autore konstatdja GAIDUVERT modela priek$rocibu spét atspogulot
pakalpojuma sniedz&jam, kuru kriteriju izpildé pakalpojumu sniedzgjs Klientu
vajadzibu apmierinaSanai velta parak lielas piles, ko klienti realitaté nemaz
negaida vai kas pat izradas klientam mazsvarigi. Saskana ar autores p&tjjumu
lielakajai dalai LLKC reala pakalpojuma izpildes kvalitates kriteriju vidgjie
vertgjumi parsniedz gaiditos, seviski kritérijos: apliecinajuma izsniegSana par
pakalpojuma sanemSanu; pakalpojumu sniedz€ja personala ieinteres€tiba
apmierinat klientu velmes; pakalpojuma izpilditaja gataviba apmierinat
specifiskas klientu vélmes.

GAIDUVERT Latvijas méroga pétijuma rezultatos autores uzmanibu
izpelnfjas  konstatgjums, ka pétjuma vislielaka novirze, t.i., par
-1.2 punktiem, konstatéta tomér klientu nepiepildito vElmju virziena
(maksimala novirze klienta parspéto vélmju virziena ir 0.9 punkti). Tatad
pakalpojumu sniedzgja prioritate péc pétijjuma veikSanas biitu izanalizét, kapéc
Saja pakalpojuma kvalitates dimensija (materialo ieguvumu kopums),
izveidojusies situacija, kad klientu gaidas ir augstakas par realo sniegumu.

4.2.4. LLKC izglitibas pakalpojuma dimensiju svariguma-izpildijuma

novérteéSanas rezultati Latvija

Lai parbauditu svariguma-izpildijuma analizes modela piemérotibu lauku
konsultaciju un izglitibas pakalpojumu kvalitates novértéSanai saskana ar
Palmera kvadranta analizes metodi (Palmer, 2007), sakuma bija nepiecie$ams
noteikt anketas 22 kvalitates kriteriju svarigumu.

Si uzdevuma veikanai autore izmantoja iepriekigja GAIDUVERT
petijuma izstradatas anketas A dalu, kura respondentiem bija japauz viedoklis
attieciba uz gaidito izglitibas pakalpojuma kvalitati, dodot katru dimensiju
veidojoSiem elementiem vertg§jumu 7 ballu skala, noradot katra kriterija
svarigumu (1 — mazsvarigi, 7 — loti svarigi).

Lai spetu noteikt klientu prioritates attieciba uz piecam kvalitates
dimensijam, autore izmantojusi hierarhiju analizes metodi I€mumu
pienemsSanai. LLKC izglitibas pakalpojuma elementu dominans$u hierarhijas
piramida att€lota 4.1. attela.
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4.1. att. LLKC konsultaciju pakalpojumu kvalitates vadibas elementu dom
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Nakamais uzdevums bija noteikt, cik liela mera katrs no pieciem
kriterijiem ir svarigaks vai attiecigi mazak svarigs par pargjiem Cetriem,
izmantojot speciali izstradatu kriteriju grupu salidzinaSanas matricu. Autores
gitie aprékina atklaja, ka no piecam pakalpojuma kvalitates dimensijam pirmas
Cetras ir vienlidz svarigas, bet 5. dimensija empatija nav tik nozimiga, jo tas
svarigums ir tikai 7,7% no 100 procentiem.

Ta ka autore jau ir izm@rijusi LLKC pakalpojuma piecu dimensiju
izpildijuma vidgjas vértibas, pielietojot REALVERT metodi (1. — 5.208;
2. — 6.233; 3. — 5.958; 4. — 5.486 un 5. — 5.044), un noteikusi arT piecu
dimensiju svariguma vidgjas vertibas klientu izpratng (1. — 5.513; 2. — 5.888;
3. = 5.777; 4. — 5.458; 5. — 4.726), tad tas péc A.Palmera kvadrantu analizes
matricas parauga ievietoja matrica.

22 kriteriju svariguma-izpildijuma analize

1.dimensija (1-4)  2.dimensija (5-9) 3.dimensija (10-13) 4.di ija (14-17) 5.di ija (18-22)

@ Izpildjums

B Svarigums

Kriterijs

g
o
¥
&
-
b1
7
- A
-
ﬁ
‘5

12 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22

Videjais vertejums

Avots: autores veidots péc Palmer, 2007
4.2. att. LLKC izglitibas pakalpojumu kvalitates piecu dimensiju
22 veidojoSo Kritériju svariguma-izpildijuma analizes matrica

Svariguma-izpildijuma novért§juma matrica visas piecas kvalitates
dimensijas izvietojusas aug$éja labas puses kvadranta, kas nozimé, ka piecu
kvalitates dimensiju svariguma vértgjumi sakrit ar LLKC sniegto pakalpojumu
izpildijuma vert€jumiem, lidz ar to pakalpojumu kvalitati jaturpina uzturet visas
piecas kvalitates dimensijas I1dz§ingja Iimen.

Izanaliz€jot katru Saja kvadranta koncentrgjusos punktu atseviski (skat.
4.2.attela), atklajas tada pati aina, ka vid€jos vertejumos — kopuma jasecina, ka
pastav tuva svariguma un izpildijuma vertibu sakritiba.

Nemot veéra izglitibas pakalpojuma raksturu, kur§ p&€c savas biitibas ir
komplicétaks, neka taustama prece, jo sevi apvieno vairakus gan materialus,
gan nematerialus raksturlielumus, kuri ir vienlidz batiski klientam, autore
uzskata, ka svariguma-izpildijuma matrica konkrétaja gadijuma nesniedz
pietickami skaidru izpratni par nepilnibam pakalpojuma pasreizgja kvalitate.
Tapec, ka, acimredzot, ar So metodi tas iesp&ams konstatet tikai tados
gadijumos, ja kvalitate ir izcili slikta (nepiecieSami butiski kvalitates
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uzlabojumi) vai izcili laba (esoSais kvalitates I[Tmenis ir nepamatoti augsts, kas
batiski parsniedz klientu gaidas).

4.3. Zemgales LLKC klientu aptaujas rezultatu salidzinajums ar valsts

meroga rezultatiem

Lai parbauditu REALVERT, GAIDUVERT un svariguma-izpildijuma
novértgjuma adaptétos modelus LLKC izglitibas pakalpojumu kvalitates
mériSanai ZemgalE, autore izmantoja tadu paSu pakalpojumu kvalitates
novertésanas modelu instrumentariju, kads aprakstits 4.1. apak$nodala.

Sakuma, lai identificétu LLKC izglitibas pakalpojumu izpildijuma
problematiskas jomas, autore aptaujaja tris dazadu lielumu Zemgales regiona
zemnieku saimniecibu un vidgja lieluma parstrades uzp@muma parstavjus.
Peétijuma rezultati atklaja, ka visiem Cetriem ekspertiem pastav atSkirigas gaidas
attieciba uz LLKC izglitibas pakalpojuma kvalitati. Biitiskakas atSkiribas tika
noverotas starp mazas naturalas saimniecibas vaditajas gaidam un komercialo
saimniecibu parstavju gaidam.

Kopuma mazakas saimniecibas vaditaja izradija daudz tolerantaku
atticksmi pret dazadam pakalpojuma nepilnibam, atzinigi izsakoties par iesp&ju
sanemt valsts dotétu izglitibas pakalpojumu, kuru ta nevarGtu atlauties
apmaksat par saviem lidzekliem, neka vid&jas un lielas zemnieku saimniecibas
parstavji, kuri daudz kritiskak raugas uz dazam, viguprat, pastavosam
nepilnibam izglitibas pakalpojumos. To apliecinaja ekspertu, aktivu
lauksaimniecibas pakalpojumu kooperativo sabiedribu un zemnieku
organizaciju dibinataju un biedru, no vidgjas un lielas saimniecibas sacitais:
lielakam komercialam saimniecibam ir plasas iesp&jas sanemt augsta ITmena
izglitibas pakalpojumus lauksaimniecibas kooperativos un organizacijas, kur
biezi vien var iegiit daudz precizaku un savai nozarei noderigaku informaciju
(skat. 4.3. tabulu).

Kopuma jaatzist, ka vidgja un liela saimnieciba ka pakalpojuma péméji
visbiezak nav bijusi pilniba apmierinati ar kursa lektoru kvalifikaciju un nav
bijusi parliecinati par iesp&jam izmantot ieglitds zinaSanas praksé. Tapat
atsaucibas, izdaribas un izpalidzibas novertgjums parada, ka liela saimnieciba ir
vilusies arT Sajos aspektos — tas gaidas nav Tstenojusas. Tacu vidgjas
saimniecibas gaidas ir Tstenotas. Pilniba apmierinata ar LLKC izglitibas
pakalpojuma sniedz&ju atsaucibu ir mazas saimniecibas parstave. Savukart
parstrades uzp€mums ir gandriz pilniba apmierinats. Ceturtas izglitibas
pakalpojuma produkta dimensijas krit€riju novertgjums ilustré visu cetru
respondentu vilSanos attieciba uz pakalpojuma sniedz&ja kompetenci. Piekta
pakalpojuma produkta dimensija (empatija) atspogulo, cik liela méra LLKC
izprot savu klientu vajadzibas un cik labi reag€ uz klientu specifisku vajadzibu
izpildi. Ar1 $aja aspekta klientiem dazi kriteriji ir bijusi butiskaki, neka tos ir
spgjis istenot un nodrosinat LLKC. Pilniba apmierinata ir vidgji liela
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saimnieciba, savukart visvairak vilies ir lielas saimniecibas vaditajs (skat.
4.3.tabulu).

4.3. tabula
Izglitibas pakalpojumu gaiditas kvalitates salidzinajums ar realo
kvalitati Zemgales zemnieku un uzpéméju novertéjuma (A%, BY)

Krite- Mazais Vidaji liela . Parstrades
rijs nekomerCIaIals komerciala z/s Lielazfs uznémums
zemnieks ’
Nrpk | B A |BA|B| A | BA B A B-A B A B-A
1. 5 2 3 6 6 0 6 6 0 3 6 -3
2 6 5 1 4 5 -1 6 7 -1 7 7 0
3. 7 7 0 5 6 il 6 7 il 7 7 0
4, 7 7 0 5 7 =2 6 7 il 7 7 0
1dim. | 25 | 21 4 20 | 24 -4 24 27 3 24 | 27 3
5. 6 4 2 5 6 il 6 7 il 7 7 0
6. 6 4 2 6 6 0 6 7 -1 7 7 0
7 7 7 0 6 7 -1 6 7 -1 7 7 0
8. 7 7 0 5 7 =2 2 7 5 7 7 0
9. 7 7 0 5 3 2 6 6 0 6 6 0
2.dim. 33 29 4 27 29 -2 26 34 -8 34 34 0
10. 6 6 0 6 7 -1 6 7 il 6 7 -1
11. 2 5 3 6 5 1 6 7 -1 7 7 0
12. 7 7 0 6 7 -1 3 7 -4 7 7 0
13. 7 7 0 6 6 0 6 7 -1 6 7 -1
3.dim. 25 22 3 24 25 -1 21 28 -7 26 28 -2
14. 7 7 0 5 7 2 7 il 6 7 -1
15. 5 6 -1 6 6 0 6 7 -1 6 7 -1
16. 7 7 0 7 7 0 7 7 0 7 7 0
17. 7 7 0 7 7 0 6 7 il 5 7 2
4.dim. 26 27 -1 25 27 -2 25 28 -3 24 28 -4
18. 6 7 -1 6 6 0 6 7 -1 5 7 2
19. 7 6 1 6 7 -1 5 6 -1 5 6 -1
20. 6 6 0 6 6 0 4 6 -2 6 6 0
21. 6 6 0 6 6 0 6 7 -1 6 7 -1
22. 4 -4 6 5 1 6 7 -1 7 7 0
5dim. | 25 | 29 -4 |30 | 30 0 27 33 6 29 | 33 -4

Avots: autores veidota, pamatojoties uz apsekojuma datiem

% pirms pakalpojuma sanems3anas gaidita izglitibas pakalpojuma kvalitate
* realitaté konstatéta izglitibas pakalpojuma kvalitate
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Kopuma jaatzist, ka videja un liela saimnieciba, ka pakalpojuma neméji,
visbiezak nav bijusi pilniba apmierinati ar kursa lektoru kvalifikaciju un nav
bijusi parliecinati par iesp&jam izmantot iegiitds zinaSanas praksé. Tapat
atsaucibas, izdaribas un izpalidzibas, novert€jums parada, ka liela saimnieciba
ir vilusies ar1 $ajos aspektos — tas gaidas nav istenojusas. Tacu vidgjas
saimniecibas gaidas ir Tstenotas. Pilniba apmierinata ar LLKC izglitibas
pakalpojuma sniedz&ju atsaucibu ir mazas saimniecibas parstave. Savukart
parstrades uzp€mums ir gandriz pilniba apmierinats. Ceturtas izglitibas
pakalpojuma produkta dimensijas kritériju noveértgjums ilustré visu Cetru
respondentu vilSanos attieciba uz pakalpojuma sniedz€ja kompetenci. Piekta
pakalpojuma produkta dimensija (empatija) atspogulo, cik liela méra LLKC
izprot savu klientu vajadzibas un cik labi reag€ uz klientu specifisku vajadzibu
izpildi. ArT Saja aspekta klientiem dazi kriteriji ir bijusi butiskaki, neka tos ir
sp&jis 1stenot un nodroSinat LLKC. Pilniba apmierinata ir vidgji liela
saimnieciba, savukart visvairak vilies ir lielas saimniecibas vaditajs.

Lidz ar to LLKC bitu jaizanalizé, kapec radusies $ada situacija, kad
noteikto saimniecibu parstavji ir vilusies konkr&to krit€riju izpildijuma; ka art
bitu jaturpina pakalpojumus diferencét, izvirzot katras klientu grupas veélmes
pirmaja vieta un pakartojot tam atskirigas pakalpojuma snieg$anas iespgjas.

Zemgalg veikta pétijuma otra dala autore analizéja divu Zemgales regiona
macibu kursu grupu izglitibas pakalpojumu kvalitates noveértéjumus, apvienojot
katra kvalitates dimensija iegiitos vid&jos svariguma veértéjumus ( 1. — 5.736;
2—6.244; 3. — 6.111; 4.— 5.875; 5. — 5.967) un izpildijuma veértgjumus (5.708;
6.378; 6.208; 5.569 un 5.956). Tie ilustréti saskapa ar Palmera kvadrantu
analizes metodologiju, izveidojot svariguma-izpildijuma matricu, kura iegitie
ekspertu svariguma un izpildijjuma vidgjie vert€jumi ievietoti attiecigaja
kvadranta.

ArT $aja petijuma visas piecas kvalitates dimensijas izvietojas augsgja labas
puses kvadranta, kas nozime, ka piecu kvalitates dimensiju svariguma
vertgjumi tuvu sakrit ar LLKC sniegto pakalpojumu izpildjjuma vertgjumiem,
lidz ar to jaturpina pakalpojumu kvalitati visas piecas kvalitates dimensijas
uzturet 11dzsingja limen.

Lai gitu precizaku kopainu, autore svariguma-izpildijuma matricas
kvadranta ievietoja visu 22 krit€riju vid§jos verte§jumus Zemgal€ attieciba uz
pakalpojuma svarigumu un izpildijumu (skat. 4.3. att€lu), un redzams, ka gan
svariguma, gan izpildijuma vertibu sakritiba ir tuva. Augstas 4.dimensijas
vidgjas vertibas 14. un 15. krit€rijam apliecina, ka konkréto apmacibu grupu
klienti pat ir bijusi patikami parsteigti par lektora kompetenci un
profesionalitati, kas izradijusies augstaka Itmeni, neka sakotn&ji gaidits
(14 kriterijam-svariguma vidg&ja vertiba ir 5.389; izpildjjumam 6.611; bet
15 krit€rijam attiecigi — 5.611 un 6.556) (skat. 4.3. att€lu).
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1.dimensija (1-4) 2.dimensija (5-9) 3.dil ija (10-13) 4.di ija (14-17) 5.dimensija (18-22)

Kriterijs

Avots: autores veidots péc Palmer, 2007
4.3. att. LLKC izglitibas pakalpojumu kvalitates Zemgale 22
kriteriju svariguma-izpildijuma videjo vertéjumu analizes matrica

Salidzinajuma ar visu Latvijas regionu kopgja pétjjuma datiem matrica
redzams, ka visu pakalpojuma dimensiju svariguma vidgjas vértibas ir
augstakas. Piecu izglitibas pakalpojumu dimensiju svariguma vidgjie vertgjumi
pétijuma par visiem Latvijas regioniem atrodas diapazona no 4.726 lidz 5.888,
bet Zemgalé tie atrodas diapazona no 5.736 lidz 6.244. Tas nozimg, ka
Zemgales regiona izglitibas pakalpojumu klientu prasibas kopuma ir augstakas,
neka vidgji Latvija (skat. 4.4. att€lu).

1.dimensija 2.dimensija 3.dimensija 4.dimensija 5.dimensija
1-4 5-9 10-13 14-17 18-22
71
£61
£ 418
=
= 34
E
&2
; .
& 14
04

1 2 3 4 5 6 7. 8 9 10 11 120 13 14 15 16 17. 18 19. 20. 21 22
Kritérijs

Avots: autores veidots péc Palmer, 2007

4.4. att. LLKC izglitibas pakalpojumu kvalitates 22 kritériju svariguma
vidéjo veértejumu salidzinajums Latvija un Zemgale
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Ka iepriek§ tika konstatets, Latvijas regionu klienti par vissvarigako
uzskata pakalpojuma produkta 2. dimensiju (droSums, palaviba, akurats
izpildjjums), kuras vidga vertiba ir 5.888. Savukart vismazak svariga ir
5.dimensija (empatija, iejiitiba, klienta vajadzibu izpratne), kuras vidgja vertiba
ir 4.726. Zemgales klienti Iidzigi visaugstako svarigumu pieskirusi
2.dimensijai, kuras vidgja vertiba ir 6.244; bet viszemako vertibu ieguvusi
1.dimensija(materialie labumi) — 5.736. Ar izpildijuma Iimenim, ko apliecina
REALVERT vértejumi, Zemgalé sniegti augstaki vertgjumi (skat. 4.5. attelu).

1.dimensija 2.dimensija 3.dimensija 4.dimensija 5.dimensija
1-4 5-9 10-13 14-17 18-22

Vidgjais izpildijums Zemgale

B Vidajais izpildijums Latvija

Vidéjais izpildijuma vértejum:
ok N w s O e o~ ®

Kriterijs

Avots: autores veidots péc Palmer, 2007

45. att. LLKC izglitibas pakalpojumu kvalitates 22 Kkritériju
izpildijuma vidéjo vertejumu salidzinajums Latvija un Zemgale

Saskana ar 4.5. attéla ilustréto informaciju visu pakalpojumu kvalitates
kriteriju izpildijums Zemgalg ir augstaka IimenT, iznemot 3. kritériju (izdrukatu
apmacibu materialu nodroSinajums), 7. kritériju (lektora kvalifikacija),
9. kritériju (kursa apguves apliecinajuma izsniegSana) un 13. krit€riju (lektora
gataviba sniegt individudlas apmacibas), kur vidgjais izpildijums ir tikai
nedaudz zemaks. Salidzinot Latvijas regionu pétijuma rezultatus ar Zemgales
regiona pétijjumu rezultatiem, autore konstatgja, ka Zemgalé dimensiju
svariguma un izpildijuma vid€jo vertibu starpiba ir mazaka un gandriz sakrit
visas dimensijas, t.i., svariguma un reala izpildjjuma vertibas atrodas viena
otrai loti tuvu. Lielako saimniecibu parstavji ir daudz vairak aiznemti,
organiz&jot darbu savas saimniecibas, un, ja apmekle kursus vai seminarus, ir
daudz kritiskaki pret kursu vai seminaru kvalitates nepilnibam, ka rezultata
Zemgales regionu konsultaciju centriem biezak jaanaliz€é un jaizverte, ka
vislabak sabalansét pieejamos resursus starp pakalpojumu kvalitates
dimansijam, neka citos regionos. Sada situacija atbilst art LLKC Talakizglitibas
nodalas vaditaja un Zemgales LKB un LAB vaditaju sacitajam, ka Zemgales
regiona LKB ir vislielakais konkurentu skaits, kas liek daudz uzcitigak
pilnveidot klientu pakalpojumu kvalitates prasibas. P&tjjuma iegiito augsto
svariguma un izpildijuma vidgjo vertibu efektu varétu but radijusi ari lielo
zemnieku kooperativu un organizaciju aktiva darbiba Zemgalg, kas apvieno un
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motivé zemniekus un lauku uznémgjus tickties p€c augstas kvalitates
pakalpojumiem. Visbeidzot, bitiska loma regiona ir LLU, kuras absolventi ir
arl Zemgales zemnieki un lauku uznéméji, kuri Iidz ar universitaté iegiito
augstako izglitibu lauksaimnieciba ir savas prasibas daudz konkrétaki un
kritiski raugas uz izglitibas pakalpojumu nepilnibam, izvirzot LLKC augstas
prasibas.

4.4. Klientu orientétu izglitibas pakalpojumu kvalitates
nodrosinasanas modelis

Nemot véra ieprieks€jas nodalas aprakstito pakalpojumu kvalitates
novertéSanas modelu priekSrocibas un nepilnibas, autore secina, ka LLKC
pakalpojumu sniedzgjiem kvalitates novertésana un nodro§inasana atbalstu spgj
sniegt visi tr1s aprakstitic modeli.

Klientu orientétu izglitibas pakalpojumu kvalitates nodroSinasanai lauku
konsultaciju centros autore iesaka lietot kombin&tu modeli, kur§ apvieno gan
klientu gaidas pirms pakalpojuma sanemsanas attieciba uz pakalpojumu un
pakalpojuma produktu veidojoso kritériju svariguma noteik$anu, gan ari reala
pakalpojuma izpildijuma novértéSanu pakalpojuma nosléguma. Balstoties uz
ieprieks€jos petijumos giito pieredzi un nemot véra lauku konsultaciju centru
izglitibas pakalpojuma virziSanas un sniegSanas specifikas iespgjas, autore
uzskata, ka realitate noskaidrot klientu gaidas pirms pakalpojuma sanemsanas ir
iespgjams. Ka atzinis LLKC Talakizglitibas nodalas vaditajs, ari LLKC
darbinieki secinajusi, ka gaidu noskaidroSana pasreizgjo kvalitates novertésanas
sisttmu spetu butiski uzlabot, tade] esot jau izveidotas pirmas iestradnes $adu
pasakumu TstenoSanai praks€. Ta ka liela dala LLKC klientu ir aktivi LLKC
majas lapas lietotdji un pastavigi seko Iidzi jaunumiem taja, tad ar pieteikSanas
uz kursiem notiek elektroniski, kas LLKC rada iesp&ju ne tikai sanemt
demografiska un sociala rakstura informaciju par katru konkrétu cilvéku, bet ari
noskaidrot klienta gaidas attieciba uz vina izraudzito pakalpojumu.

Autore saskana ar GAIDUVERT modela metodologiju aptaujaja klientus
1si pirms kursu sakuma, personigi ierodoties apmacibu telpa, kas aizn€ma
aptuveni 5-7 miniites. Sada aptaujasana klatiené nodrosina 100% anketu
aizpildiSanu un iesp€ju atbildét uz radusamies jautdjumiem par anketas saturu
un izvéléto atbilzu variantu atzZiméSanu. Veiksmiga ir bijusi arT autores ka
neitralas personas ieraSanas kursu nosléguma aptaujat klientus.

Pirmkart, ka atzinis LLKC Talakizglitibas nodalas vaditajs, ja kursa
nosléguma klientus aptauja pats nolasita kursa lektors jeb LLKC klientu
kontaktpersona, tad klienti Joti biezi izjat diskomfortu, kad jadod slikti, lai art
taisnigi, vertgjumi.

Otrkart, daudzi izglitibas pakalpojumi tiek dot&ti no valsts, un klients par
tiem nemaksa realo cenu, §im faktoram uz valsirdigu pakalpojuma noveértésanu
atsaucoties tadgjadi, ka klients baidas, vai LLKC darbinieki neignorés vina
velmi pieteikties un piedalities nakamajos bezmaksas kursos —, ipasi, ja aptauju
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veic labi pazistams LLKC darbinieks, ar kuru klients pastavigi kontakt&jas, un,
ja vietu skaits kursos biis ierobezots.

Visbeidzot, ka atzinis LLKC Talakizglitibas nodalas vaditajs, problémas
var sagadat arT pasu lektoru negodpratigums, viltojot aptaujas rezultatus. Lidz
ar to autore un LLKC Talakizglitibas nodalas vaditajs ir vienispratis, ka klientu
aptaujasanu jauztic neitralai personai. Nemot vera autores pieredzi visu
pétijumu posmu veik$ana un LLKC darbinieku ieteikumus, autore ir izveidojusi
Klientu apmierinatibas ar _izglitibas pakalpojuma kvalitati paaugstinasanas
modeli (skat. 4.6. attElu).

Pazinojums par apmacibu uzsak$anu lauku konsultaciju un izglitibas
pakalpojumu centra

v

Apmacibu klausitaju gaidu noskaidro$ana attieciba uz planoto apmacibu
(GAIDUVERT)

v

Apmacibu klausitaju gaidu un apmacibu sniedzeja
iespéju salidzinasana

Pieprasijuma —
piedavajuma
atbilstibas pakape

(hierarhiju analize)

neatbilst atbilst
v v
Apmacibu sniegsanas | Apmacibu uzsaksana
parcel$ana uz laiku, kamér
tiks nodro$inata kvalitate v

Klausitaju apmierinatibas novertgjums
(REALVERT) kursu nobeiguma

v

Realas apmacibu kvalitates izpildijuma atskiribas no gaiditas noteikSana
(REALVERT un GAIDUVERT vidgjo vértgjumu starpiba)

v

Svariguma-izpildijuma matricas izmanto$ana lémuma pienemsanai attieciba
uz turpmak veicamajiem pasakumiem klientu orient@tas kvalitates uzturéSanai

Avots: autores veidots
4.6. att. Klientu orientéts izglitibas pakalpojumu kvalitates
nodro$inasanas modelis
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Katrs izglitibas pakalpojums sakas ar pazinojumu par pakalpojuma norises
laiku un vietu, ietvertajam t€mam un lektoriem, kam seko klientu aktiva
interes€Sanas un pieteiksanas klausitaju vietam. P&c autores domam, $aja posma
ir svarigi ne tikai sniegt informaciju klientiem, aktivi aicinot, iedro$inot
piedalities un atbildot uz jautajumiem par kursu tematiku, bet arT izzinat
informaciju no klientiem, ludzot tos biit atsaucigiem un Iidzdarboties kursa
jautajumu preciz€Sana un papildinaSana, izteikt savas vélmes par kursu norises
laikiem, nodarbibu ilgumu, ka arT attieciba uz lektoriem. Viens no
priek$nosacTjumiem klienta pieregistré$anai uz izglitibas pakalpojumu vartu
biit aptaujas anketas aizpildiSana (elektroniski, telefonaptauja vai pirms kursa
sakuma klatieng). P&c §Ts procediiras seko klientu vElmju un kursu organizatora
iesp&ju salidzinasana (skat. 4.6.attelu).

Gadijumos, kad klientu gaidas attieciba uz atseviskiem pakalpojuma
kritgjiem ir augstakas, neka uznémums tas reali sp&j nodrosinat, nepiecieSams
izvertet, cik So kriteriju izmantosana kopg&ja pakalpojuma produkta ir svariga,
veicot hierarhiju analizi. Hierarhiju analize palidz noteikt, cik svarigs ir kriterijs
konkrétaja gadijuma un vai bez ta var iztikt. Ja attiecigais pakalpojuma kritérijs
klientam ir svarigs, pakalpojuma TstenoSana biitu japarcel uz vélaku laiku,
atrisinot jautdjumu par attieciga kritérija nodro§inasanu atbilstiga limeni. Seit
jauzsver, ka gadijuma, ja aptauja tiek veikta Tsi pirms pakalpojuma uzsak$anas,
tad ieghtie rezultati visdrizak noder nevis vairs §1 konkréta kursa, bet gan
turpmak paredz&to kursu planoSana un organizeésana. Tomér arT $ada gadijuma
tas ir ieguvums, jo tad kursa laika ir iesp&ja klientiem izskaidrot sniegta
pakalpojuma nepilnibu iemeslus un izdiskutét turpmakas iesp&jas tos noverst.

Gadijumos, ja klientu gaidas ar uzp€muma iesp&jam sakrit vai neparsniedz
tas, kursu norise notiek saskana ar planu, kam seko klientu aptauja kursa
nosléguma un datu apstrade, ieglistot visus tris pakalpojuma krit€riju izpildes
raditajus: gaidas, svarigumu un izpildijjumu, kas lauj svariguma-izpildijjuma
matrica ieglt kopainu par sniegta pakalpojuma kvalitates stavokli un turpmak
veicamajiem pasakumiem klientu orientetas kvalitates uzturésanai.

Ka iepriek$ tika aprakstits pakalpojumu kvalitates modelu teorétiskaja
apraksta un ka redzams 4.6. attéla, $ads klientu orientéts pakalpojumu kvalitates
pilnveidosanas modelis ir pietickami universals, lai ar nelieliem
papildinajumiem aptaujas anketas to var€tu izmantot citu pakalpojumu
kvalitates novertéSanai. Par to autore parliecinajas personigi ka LLU
Ekonomikas fakultates macibspeks, aptaujajot sava studiju kursa ,, Tirgvediba”
studentus pirms kursa noklausiSanas un péc ta 2009./2010. studiju gada.Lidz ar
to autore secina, ka pakalpojumu kvalitates novértéSanas modeli ir saméra
vienkarsi adaptejami praktiskai izglitibas pakalpojumu novértésanai un palidz
pilnveidot pakalpojumu sniedzéjam pakalpojumu kvalitates dimensijas, kas
sistematiski _veicina _klientu orientétu _izglititbas pakalpojumu _kvalitates
uzlabosanos.
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GALVENIE SECINAJUMI

Misdienu sabiedriba pakalpojumu izmanto$anas apjomi pakapeniski
izvirzas dazadu labumu izmantoSanas priekSplana, kliistot par ietekmigiem
tautsaimniecibai svarigu funkciju nodro§inatajiem, un pakalpojumu
pieejamiba ir bitisks dzives kvalitates raditajs. Tas aktualizé pakalpojumu
sniedz&ju nepiecieSamibu pilnveidot savu pakalpojumu piedavajumu, lai
tie biitu orienteti uz klientu, pieejami, efektivi un kvalitattvi.

Statistiskas kvalitates kontroles metodes, kuras plasi pielieto razoSanas
uznémumos precu kvalitates novert€sanai, ne vienmer iesp&jams pielietot
pakalpojumu sniegSanas joma, tapéc pakalpojumiem nepiecieSams ieviest
kvalitates novértéSanas metodes, kuras tieSo mérjjumu vieta lieto
vertejumus; lai iespgjami daudzpusigak un precizak novertétu pakalpojumu
kvalitati. Masdienas pakalpojumu nozaru analitiki izstrada metodologijas,
kuras kombingti dazadi pakalpojumu kvalitates novertésanas modeli.
Pakalpojumu sniedzgjiem ir biitiski novertét apmierinatibu ar pakalpojumu
ne tikai retrospektivi, bet ari pirms pakalpojuma sanemsSanas, izzinot
klientu gaidas. Pakalpojumu sniedzgjiem ir svarigi noskaidrot, vai klientu
gaidas ir Tstenotas, nepiepilditas vai parspétas.

Pasaule pastav atSkirigi lauku konsultaciju un izglitibas pakalpojumu
snieg8anas modeli, no kuriem katrs modelis veidojies pie noteiktiem
specifiskiem vésturiskiem un ekonomiskiem apstakliem, laika gaita So
apstaklu ietekmé attiecigi pilnveidojies un pielagojies katras konkrétas
valsts lauku uznémgjdarbibas vides apstakliem.

Lauku konsultaciju un izglitibas pakalpojumiem ir butiska nozime gan
partikas produkcijas razoSanas un ekonomiskas izaugsmes stimul$ana,
gan lauku iedzivotaju un lauksaimnieciba nodarbinato iedzivotaju
labklajibas paaugstinasana un socialo nevienlidzibu noveérSana, ka arl
ilgtspejigas dabas resursu izmantoSana. Tap&c lauku konsultaciju un
izglitibas pakalpojumu loma un funkcijas javerte valsts socialekonomisko
apstaklu, dazadu iedzivotaju socialo grupu un valsts izstradatas lauku
attistibas politikas konteksta.

Ta ka zinaSanas ir butisks ekonomikas attistibas virzitajspeks regionu
attistibai, lidztekus daudziem citiem attistibu veicinoSiem faktoriem ir
batiski, lai visos regionos baitu pieejami kvalitativi izglitibas pakalpojumi,
tai skaita talakizglitibas pakalpojumi. Autore veikusi socialekonomisko
faktoru izpéti Latvijas regionos, izmantojot Pirsona korelacijas koeficienta
metodi, un, aplikojot saimniecibu vaditaju (ar lauksaimniecibas augstako
vai vidgjo profesionalo izglitibu) izglitibas Iimena saistibu ar pargjiem
faktoriem, pieradijusi: jo augstaka ir izglitiba, jo zemaks ir bezdarba
limenis. Tapéc Latvijas regionos ir svarigi sniegt kvalitativus un uz klientu
vajadzibam orientétus izglitibas pakalpojumus, lai nepielautu talaku
urbanizaciju un emigraciju.
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Autores izlukpétijums Latvijas regionos atklaj, ka pec respondentu
(zemnieku un lauku uzpéméju) domam tiem nepiecieSamos talakizglitibas
pakalpojumus laukos vislabak varétu nodro$inat LLKC biroji un regionu
augstakas izglitibas iestades, kuru talakizglitibas kursu t€mas ir precizak
orient€tas uz laukos dzivojoSo praktisko zinasanu papildinasanu.

Ta ka lauku konsultaciju centriem Zemgalé jadarbojas intensivas
konkurences apstaklos, ko rada gan ar arzemju kapitalu stradajosie
lauksaimniecibas produktu tirgotaji, gan lielas kooperativas sabiedribas,
gan arT LLU, tad LLKC, papildu jau eso$ajam kvalitates nodroSinasanas
sisttmam, jamekIE iesp&jas savu pakalpojumu kvalitati vél vairak orient&t
uz klientu.

REALVERT modelis sniedz parak aptuvenus LLKC izglitibas
pakalpojumu kvalitates vertgjumus, kurus uznémuma vadiba var dazadu
apstaklu ietekmé interpretét vienlaikus gan ka labus, gan nepietickamus,
gan optimalus. Gutie pétjuma rezultati kopuma nesniedz pietickamu
izpratni par to, kadi pasakumi turpmak biitu javeic pakalpojumu kvalitates
pilnveidosanai.

GAIDUVERT modelis konkréti uzrada pakalpojuma kvalitates kriterijus,
kuru realais izpildijums ir bijis zemaks, neka to gaidijusi klienti, un tas
attiecinams uz pakalpojumu kvalitates krit€rijiem: pakalpojuma
sanemsanas telpu iekartojums; &rtums; pakalpojuma iegiitas informacijas
lietderigums; regulara informacijas sapems$ana par pakalpojuma
aktualitatéem; LLKC apkalpojosa personala laipna atticksme pret klientiem
un vélme palidzet atrisinat neskaidribas, ka arT pakalpojuma sanemsanas
vietas izdevigums. Saskana ar GAIDUVERT kvalitates novértéSanas
modeli tas nozimg, ka §Ts ir pakalpojumu sniedzgja problematiskas jomas.
GAIDUVERT modelis arT rada pakalpojuma sniedzgéjam, kuru kriteriju
izpildei tiek veltitas parak lielas piiles, cenSoties paaugstinat klientu
apmierinatibu, tacu realitaté tas klientus atstdj vienaldzigus. Saskana ar
autores petijumu lielakajai dalai LLKC reala pakalpojuma izpildes
kvalitates kritériju vidgjie vert€jumi parsniedz gaiditos, seviski kritérijos:
apliecinajuma izsniegSana par pakalpojuma sanemsanu un lektora gataviba
apmierinat specifiskas klientu vélmes. Vienlaikus GAIDUVERT Latvijas
meéroga pétljuma rezultatos autores uzmanibu izpelnijas konstat€jums, ka
pétijuma vislielaka novirze, t.i., par -1,1 punktu, konstatéta tomér klientu
nepiepildito v€lmju virziena (kop&ja maksimala novirze klienta parspéto
velmju virziena ir 0,7 punkti). Tatad pakalpojumu sniedzgja prioritate butu
izanalizét, kapéc Saja pakalpojuma produktu veidojosa dimensija
(materialo ieguvumu kopums) izveidojusies situacija, kad klientu gaidas ir
augstakas par realo sniegumu.

Pakalpojumu kvalitates svariguma-izpildijuma novertéSanas modela
aprobacija, saskana ar Palmera aprakstito metodologiju ievietojot pétijuma
rezultatus tiem paredz€taja matrica, atklajas, ka visu piecu kvalitates
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dimensiju svariguma vidgjie vert§jumi sakrit ar LLKC sniegto
pakalpojumu izpildijuma vert€jumiem. Saskana ar svariguma-izpildijuma
novertésanas metodologiju tas nozimé, ka LLKC pakalpojumu kvalitate
vertejama ka adekvata konkrétajiem apstakliem. Autore uzskata, ka LLKC
izglitibas pakalpojumu kvalitates noveértéSanu, izmantojot tikai svariguma-
izpildjjuma modeli, nav iesp&jams veikt pietiekami precizi, jo ar $o metodi
nepilnibas var konstatét tikai tados gadijumos, ja tas ir loti izteiktas.
Zemgales regiona LLKC izglitibas pakalpojumu produkta svariguma-
izpildijjuma novértésanas modela rezultati salidzinajuma ar visu Latvijas
regionu kopgja pétijuma datiem parada, ka Zemgalé gan izpildijuma, gan
svariguma visu pakalpojuma kvalitates dimensiju vid€jas veértibas ir
augstakas. Tas nozimg, ka Zemgales regiona izglitibas pakalpojumu
klientu prasibas ir augstakas, neka vidgji Latvija. Tas pats attiecas arT uz
izpildjjuma Iimeni — tam sniegti augstaki novertgjumi.

Atskiribas Latvijas regionu kopg€ja pétijjuma un Zemgales pétijuma
rezultatos skaidrojamas ar Zemgalg atrodoSos otru lielako lauksaimnieciba
izmantojamo zemju apjomu aiz Latgales un Zemgales zemes auglibu, kas
ir butiska priekSrociba lauksaimniecibas nozares attistibai $aja regiona.
Lielakas un turigakas lauku saimniecibas ir sp&jigas vairak maksat par
konsultaciju un izglitibas pakalpojumiem, Iidz ar to $adu uznémumu
prasibas péc pakalpojumu kvalitates ir augstakas, kas savukart uzliek
pienakumu Zemgales regiona konsultaciju centriem stradat ar lielaku
atdevi, neka citos regionos. Saskapa ar LLKC ekspertu sacito Zemgales
regiona lauku konsultaciju centriem ir ari vislielakais konkurentu skaits,
kas liek Zemgales parstavjiem daudz efektivak pilnveidot klientu izvirzitas
pakalpojumu kvalitates prasibas.

Autores  izstradatais  klientu orientetu  pakalpojumu  kvalitates
pilnveidoSanas modelis ir pietickami universals, lai to ar nelieliem
papildinajumiem aptaujas anketas varétu izmantot dazadu izglitibas
pakalpojumu kvalitates novert€sanai. Tas palidz ieglit kopainu par sniegta
pakalpojuma kvalitates stavokli un turpmak veicamajiem pasakumiem
klientu orienttas kvalitates uzturéSanai, kas sistematiski veicina klientu
orientétu izglitibas pakalpojumu kvalitates uzlaboSanos.

PROBLEMAS UN PRIEKSLIKUMI TO RISINASANALI

1. probléma

LLKC, ka Zemkopibas ministrijas padotiba esoSa iestade, ir paklauta

vados§as iestades virzitas iniciativas oriente€tu pakalpojumu izstradei un
nodro§inasanai Latvijas laukos, ka rezultata lauku konsultaciju centros Tstenotie
lauku konsultaciju un izglitibas pakalpojumi biezi vien ir orient&ti vairak uz
pakalpojumu, neka uz klientu.
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Iespéjamie risinajumi

1. Zemkopibas ministrijai, planojot Tstenojamas talakizglitibas aktivitates
laukos, ir svarigi izvel&ties konsultaciju un izglitibas programmu satura
témas, vadoties no lauku saimniecibu perspektivas, iesaistot tas kopigas
diskusijas un noskaidrojot aktualakos lauku konsultaciju centru izglitibas
programmas ieklaujamos jautajumus.

2. Regionalajiem lauku konsultaciju biroju vaditdjiem nepiecieSams
uznemties iniciativu klientu padomju izveidei savos regionos, iesaistot
klientus pakalpojumu kvalitates pilnveido$anas procesa.

2. probléma
LLKC organizgto izglitibas pakalpojumu piedavajums biezi dublgjas gan

ar regiona augstskolu, gan paSvaldibas un privato izglitibas iestazu kursu

piedavajumu. Turklat dala So izglitibas pakalpojumu praktiski nav orientgta uz
laukos dzivojoSiem interesgjosu t€mu apguvi. Tas rada situaciju, kad LLKC
materialie un cilveékresursi tiek izmantoti nelietderigi.

Iespéjamais risinajums
LLKC talakizglitibas nodalai un regionalo biroju vaditajiem, gatavojot

izglitibas pakalpojumu piedavajumu, vairak jakoncentréjas uz tadu izglitojosu

pasakumu organizé$anu, kas veicina interesi par lauksaimniecibas produktu
razo$anu savam patrinam vai lauku uznémgjdarbibas attistiSanu, nepielaujot
turpmaku lauku iedzivotaju urbanizaciju un emigraciju.

3. problema
Lauku konsultaciju centros klientu orientétu izglitibas pakalpojumu

kvalitates nodro§inasanas ievieSanu kavé nepietickama informacijas pieejamiba

par lauku saimniecibu vaditaju un tajas nodarbinato izglitibas Itmeni un
talakizglitibas nepiecieSamibu.

lespéjamais risinajums
LLKC, sadarbiba ar pasvaldibam un analiz€jot LR Centralas statistikas

parvaldes apkopoto informaciju, jaaktualizé un sistematiski jaanalize

talakizglitibas pakalpojumu nepiecieSamiba konkrétas teritorijas iedzivotajiem,
veidojot tai atbilstigu talakizglitibas pakalpojumu piedavajumu.

4. problema
LLKC talakizglitibas nodalas datu bazes informacijas resursi ir

nepietickami lauku konsultaciju centru sniegto izglitibas pakalpojumu

kvalitates [iTmena izmainu dinamikas noveértéSanai valsts meroga.

Iespejamais risinajums
LLKC vadibai un Valsts Lauku tikla specialistiem jaturpina darbs pie

vienotas LLKC klientu datu bazes izveides un pilnveides, izmantojot $o

informaciju pakalpojumu kvalitates nodrosinasana.

5. probléema
Latvijas lauku konsultaciju uzpémumos ir Sauri definéta kvalitates

nodro§inasanas programma, kura balstas uz uzp@muma darbinieku ieks$gjo

sertifikaciju un sistematiskiem klientu apmierinatibas retrospektiviem
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petijumiem, kas sniedz nepietickamu izpratni par pakalpojuma kvalitates

dimensiju uzlabo$anas prioritatem.

Iesp€jamie risinajumi

1. Lauku konsultaciju pakalpojumu sniedzgjiem jaizmanto kombinéts lauku
konsultaciju un izglitibas pakalpojumu kvalitates nodrosinasanas modelis,
kura apvienota izglitibas pakalpojumu klientu gaidu un pakalpojuma
sniedz&ja iesp&ju salidzinasana kombinacija ar klientu pieprasijuma un
piedavajuma atbilstibas pakapes noteikSanu un svariguma-izpildjjuma
analizes izmantoSanu Iémuma pienemsanai par turpmako izglitibas
pakalpojumu kvalitates strategiju.

2. LLKC Talakizglitibas nodalai jakoordiné sadarbiba starp regionalajiem
lauku konsultaciju centriem, jaturpina tiem sniegt metodologijas atbalsta
pasakumus un kombingtais lauku konsultaciju un izglitibas pakalpojumu
kvalitates nodrosinasanas modelis regulari jauzlabo ar papildu novért&jamo
kriteriju ieklausanu modell vai esoSo kriteriju parformulesanu atbilstigi
klientu ieteikumiem, jo kvalitates verte€Sanas sist€mai jaattistas lidz ar
izmainam argja vide.

6. problema
Latvijas lauku konsultaciju centros reti tick veikti profesionali klientu

apmierinatibas ar sniegtajiem pakalpojumiem pétfjjumi, kaut gan S$ada

informacija no klientiem tiek iegiita; ta rezultata dazadu jomu specialistu
sniegto profesionalo konsultaciju kvalitates pilnveides problémas netiek
pietiekami aktualiz&tas.

Iespejamais risinajums
LLKC vadibai vairak jasadarbojas ar zinatniskajam institficijam, piesaistot

atbilstigus nozares specialistus ne tikai izglitibas pakalpojumu kvalitates

problému izpétei, bet arT praktisku lauksaimniecibas konsultaciju pakalpojumu
kvalitates jautajumu risinasanai.

SLEDZIENI

1. Promocijas darba pétijumam defingtie darba uzdevumi ir izpilditi, darba
merkis ir sasniegts un darba izvirzita hipotéze ir pieradita.

2. Darba wuzdevumu izpildei izmantotas atbilstigas kvalitativas un
kvantitativas pétfjumu metodes — monografiska, analizes un sintézes,
logiski konstruktiva metode, Pirsona korelacijas koeficienta metode,
hierarhiju analizes metode, statistikas metodes (SERVPERF un
SERVQUAL aptaujas: anketéSana un intervéSana) un pakalpojumu
kvalitates svariguma-izpildijuma Palmera kvadrantu analizes metode.

3. Promocijas darba atspogulota pakalpojuma jédziena evoliicija sabiedribas
attistibas procesos. Izzinata lauku konsultaciju un izglitibas pakalpojumu
nozime Latvijas regionu socialekonomiskas attistibas konteksta.
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Promocijas darba pétfjuma teorétisko nozZimigumu rada p&tijuma izmantota
apvienota pasaules vadoSo pakalpojumu teoriju un pakalpojumu kvalitates
novertéSanas metozu autoru teordtiska baze, kas sniedz praktisku
izskaidrojumu jaunu kvalitates noveértéSanas metozu pielietojumam
izglitibas pakalpojumu joma.

Praktiskaja pétijuma, aptverot Latvijas regionus, aprobéti autores
izstradatie Latvijas lauku konsultaciju un izglitibas pakalpojumu kvalitates
novertéSanas modeli. Konstatétas izglitibas pakalpojumu kvalitates dazadu
noveértésanas sistemu nepilnibas un izstradats klientu orientéts izglitibas
pakalpojumu kvalitates nodrosinasanas modelis.

Teorétisko kvalitates mérisanas modelu aprobacijas procesa giitas atzinas
un ieteikumi ir praktiski pielietojami lauku konsultaciju centru, ka ari
izglitibas iestazu klientu orient&tu pakalpojumu kvalitates nodrosinasanas
pasakumu 1stenoSana.

Autores izstradatais kombingtais klientu orientetu izglitibas pakalpojumu
kvalitates nodrosinaSanas modelis butiski atvieglo pakalpojumu
sniedz€jiem lémumu pienemSanas procesu attieciba uz turpmak
veicamajiem pasakumiem klientu orientetas kvalitates uzturgSanai.



INTRODUCTION

Knowledge and timely information access are significant preconditions for
the management of any farm regardless of its size. After Latvia accession to the
European Union, the activities of Latvia agricultural industry enterprises are
implemented according to the European Common Agricultural Policy, which
determines the need to receive regular and timely information about the
industry topicalities both regarding normative acts and support mechanisms, as
well as new farm management methods, which substantially assist in farm
modernization according to the European Union (EU) standards.

The Regulation No.1783/2003 of Council of Europe defines that all the EU
member states, including Latvia, have to establish their household advisory
services’ system. This is necessary to help the farmers to meet modern and high
quality agricultural standards related to environment and animal protection,
plant protection, food harmlessness, animal well-being and good agricultural
and environment conditions (Regulation N0.1783/2003 of Council of Europe).
According to this Regulation, Latvian Rural Advisory and Training Centre
(LRATC) is administrating the rural and agricultural advisory system in Latvia.
The aims of rural and agricultural advisory system are to help farmers be more
aware of material flows and processes on farms’ level connected with
environment, food safety, animal health and well-being. LRATC nowadays has
become the largest provider of rural extension services with a dense network of
offices in all Latvia territory, which provide significant assistance to farmers
and rural entrepreneurs, favouring their competitiveness and reducing their
dependency on support payments. The education of rural population can help
rural inhabitants to regain self-confidence, motivates them to look for
alternatives to make living and reduces dependency on social payments, as well
as facilitates rational and effective use of natural resources. Another important
task of LRATC is to provide explanatory work on topical agricultural and rural
development policy issues.

One of LRATC most important aims is to improve the adult further
education system in rural regions becoming the main provider of these services
in rural areas of Latvia.

In the present economic situation, when the effectiveness of the national
budget subsidies’ use is especially activated in Latvia, it is important for
LRATC, as an enterprise subordinated to the Ministry of Agriculture of the
Republic of Latvia, to search for possibilities how to make reasonable use of
its material and human resources to ensure the services more efficient,
accessible and in adequate quality.

For this reason, it is necessary to create a systematic approach for the
evaluation of services’ quality in LRATC, which was the author’s motivation to
choose a scientific research theme “Assurance of Customer Guided Services’
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Quality at Rural Advisory Centres”. In order to provide such a rural and
agricultural extension system, which is customer-guided, it is necessary to
develop a model for evaluation and improvement of the current service quality.
The model must be easily adaptable and should assist the service provider in
the activities connected with service quality improvement, which systematically
furthers the improvement of customer guided training services’ quality.

In Latvia service quality issues have been studied by 4.Muska (2003)who
has mainly concentrated on tourism services’ quality research and improvement
issues; L.Melece (2004) has investigated the organizational and economic
potentialities of quality in the primary and secondary sector of food production;
J.Eglitis (2003) has worked at quality assurance systems in education sector,
but the implementation of quality of life principles and their criteria in scope of
education has been studied by A.Pridane (2009). L.Bite (2009) has researched
work environment quality problems in Latvia. Whereas, M. Laitane (2003) has
analyzed the possibilities of further education for rise of rural advisors’
competences concentrating on pedagogical issues. The activities of rural
advisory centres have also been investigated by M.Les¢evica (2005) who has
performed an in-depth research of LRATC and focused her research on analysis
of rural entrepreneurs’ cooperation problems. Scientists V.Atkociuniene
(Atkociuniené) and R.Miciuliene (Miciuliené) (2007) from Lithuania University
of Agriculture have performed quality evaluation of Lithuanian rural advisory
centres; however, they have used a different methodology.

Whereas, models for evaluation service quality models have not yet been
researched in rural advisory and training area.

In 2008, the author had her in-service training in Roskilde University
where she had a possibility to access the latest scientific literature sources
dealing with service quality issues, foreign authors’ scientific research works
devoted to service quality studies and theoretical models for service quality
evaluation. Literature studies caused author’s interest to find out deeper insights
into the methods of service quality evaluation.

Research Limitations

As LRATC is the largest provider of extension services for rural
entrepreneurs and farmers with an extensive network of rural advisory and
training services’ centres in all the territory of Latvia, the author has used
LRATC as the base for her research.

LRATC renders a wide choice of services for rural population, and the
specifics of training services significantly differs from specifics of commercial
services, e.g., accounting services, technical services or farm certification.
Therefore, the author has already initially defined the direction of the research —
assurance of training services’ quality.

LRATC renders services not only for external customers but also regularly
organizes training courses for the specialists of the Ministry of Agriculture of
the Republic of Latvia and for specialists employed by the institutions
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subordinated to the ministry. The author has adapted the quality assurance

model focusing on customers — farmers and rural entrepreneurs, excluding

those customers who are specialists of the Ministry of Agriculture and its
subordinated institutions.

Due to the Ph.D. thesis volume limitation, the training services’ provision has

not been analyzed equally deep in all Latvia regions, focusing on Zemgale

region instead.

Research hypothesis
The introduction of customer-guided training services’ quality assurance

model can improve the quality of training services at rural advisory centres.

The objective of the Ph.D. thesis is to develop a customer guided training

services’ quality assurance model and approbate it in rural advisory centres in

Latvia.

The objectives of the research were to:

1. investigate the theoretical aspects of service provision;

2. analyze service quality evaluation methods;

3. study the importance of rural advisory and training services in the context
of Latvia regions’ social and economic development;

4. evaluate the quality of service provision at rural advisory centres, compare
the research results of Zemgale region with the aggregated results of Latvia
regions;

5. develop a quality evaluation model for assurance of training services’
quality at rural advisory centres.

Research object — assurance of training services’ quality at rural advisory

centres in Latvia regions.

Research subject — training services’ quality evaluation models.

Research methods applied:

e monographic method — for the theoretical substantiation of the research
and formation of discussion, as well as for the aggregation of scientific
literature devoted to theoretical aspects of service quality, normative base
studies, investigation of international experience regarding rural advisory
and training service provision;

e method of analysis and synthesis — in the research of evolution processes
of service industries, assessing and interpreting the main approaches of
organizing rural advisory and training services;

o statistical methods (SERVPERF, SERVQUAL surveys) — in the process of
developing a survey questionnaire, data processing and analysis;

e qualitative research method — interview;

o logically constructive method — to interpret the research results, to form the
regularities and to formulate the findings, conclusions and proposals;

e Pearson correlation coefficient method — to detect the firmness of
connection among social and economic indicators;
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e Hierarchical analysis method — to detect importance of each criterion of
customers’ expectations regarding the quality of training services;

e Palmer’s quadrant analysis modified by the author for detecting
importance and performance of services’ quality dimensions and their
criteria to justify the decision regarding the alternative.

Materials used for research
The theoretical findings of economic regularities and development of

regional economy are grounded on Latvian, Lithuanian, Russian, the USA, and

Swedish scientists’ monographs.

The basic approaches to rural advisory and training service provision have
been studied during the author’s in-service training at Roskilde University,
Denmark, as well as during the author’s collaboration with Professor Volker
Hoffmann (University of Hohenheim) at preparing a publication for the manual
“Rural Extension”.

Whereas, the theoretical framework of service quality is grounded in
quality theoreticians’ works — V.E. Deming, T.S. Foster, S. Sampson, as well as
education quality researchers’ L.Harvey and D.Green works, and monographs
and publications of the authors: V.Zeithaml, A.Parasuraman, L.Berry,
A.Palmer, JJ. Cronin and S.A. Taylor who have concentrated on service
quality evaluation models.

The survey data were obtained during the period from 2007 to 2010. The
author has surveyed the conferences and seminars organized by LRATC and
the Ministry of Agriculture, where in total 962 respondents were surveyed.
During the approbation process at LRATC courses, the author surveyed
137respondents and had seven expert interviews with experienced officers of
LRATC - the Head of Further Education, officers of regional structural units
and advisors-experts.

The public data and information sources of international and national
institutions and organizations (LRATC, Ministry of Agriculture, United
Nations Organization, World Bank) have also been used for the research work.
Research novelty
1. The author has researched the main driving forces and modern paradigms

of service industries.

2. The theoretical part performs analysis of the quality evaluation methods
developed by the worldwide leading quality theoreticians.

3. The importance of rural advisory and training services in the context of
social and economic development of Latvia regions has been found out in
practical research.

4. The author has used quality evaluation models developed by the worldwide
leading scientists to elaborate her composite customer guided model for
evaluation of training services’quality, which:

e contains five dimensions with in total 22 criteria, forming the quality of a
training service;
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o offers evaluation methodology, which is specially designed for detecting
the quality of rural advisory and training services;

e iseasy to adapt and use for evaluation of any other training service.

5. The author has presented her proposals for further providing of customer
guided rural advisory and training services.

Scientific significance of the research
The aggregated and systematized information of the research work

substantially supplements the theoretical base of macroeconomics regarding the

evolution of service industries in social and economic processes. The research
provides an assessment of the role of rural advisory and training services in the
furthering of economic growth.

The author has analyzed the methods of service quality evaluation and has
adapted them for application in Latvia conditions. The model for training
services’ quality evaluation has been developed and approbated in the practical
research. The findings of the service quality research provide a practical
explanation, how new quality evaluation methods can be applied in the area of
rural advisory and training services.

Economic significance of the research
The author’s developed model can be practically applied at rural advisory

and training centres, as well as educational establishments for implementation

of customer guided quality provision activities. The Further Education

Department of LRATC can practically use the author’s research findings for the

improvement of service provision and organization of customers’ survey, as

well as for decision taking regarding the further strategies of the service quality
assurance.

Theses to be defined

1. The methodology for evaluation of service quality significantly differs
from the systems used to evaluate the quality of goods.

2. Evaluation of customer satisfaction provides insufficient comprehension of
the service quality priorities and customers’ expectations regarding the
service: if they are delivered, undelivered, or over delivered.

3. Rural advisory and training services are a significant precondition for the
social and economic development of Latvia regions.

4. In Zemgale region, farmers and rural entrepreneurs have higher quality
demands than on average in Latvia, which activates the necessity to
introduce a model for a systematic customer guided services’ quality
improvement.

5. The composite model of training services’ quality evaluation can be
applied to improve the compliance of training services provided at rural
advisory centres with the needs of farmers and rural entrepreneurs.
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1. FORMATION AND DEVELOPMENT OF
A SERVICE CONCEPT

Chapter consists of 17 pages.

1.1. The Comparison of a Service Concept in the Comprehension of
Different Authors

In a modern society, the amount of services’ use is gradually overcoming
the use of different other benefits. The service providers are not any more just
followers and supporters to the producers of goods, but they tend to become
influential providers of functions highly relevant to the national economy since
availability of services is a significant indicator of life quality.

Unlike goods, services are intangible, heterogeneous; they are more a chain
of activities not things. Besides, services in most of cases are produced and
consumed simultaneously, which determines customer’s involvement in the
service provision process. Finally, the main value of a service is created in the
result of a customer-provider interaction.

After the study of the scientific literature regarding the development of
service industries in the context of social and economic processes, the author
has found out that during the last 50 years, a plentiful amount of service
definitions has been created.

After aggregating the definitions of both Latvian and foreign authors,
which have been published in different time periods, the author, according to
the nowadays conditions, has formulated her own definition: “Commercial
service is an activity and its result created by customer’s and provider’s
interaction, which is guided to satisfy the customer’s needs consisting of both
tangible and intangible benefits .

1.2. Evolution of Service Industry in the Processes of Society Development

The condition of the service industry can be characterized in the context of
three extensive development stages — pre-industrial, industrial and post-
industrial society.

1) In the pre-industrial society (slavery, feudal and early stage of
capitalism system), industry either did not exist at all or created workplaces for
a significantly less number of population than it did in agriculture. In the pre-
industrial age, a big part of non-agricultural economy activities were grounded
on the people’s mutual individual service provision; and domestic servants
comprised the largest specific weight in the total choice of crafts.

2) In the industrial society, i.e., already mature capitalism and socialism
systems, due to the results of industrial development, the main aim of national
economy was to produce mass production. In the result of increasing
production capacity, a new social environment was created where hired
workers took a shared responsibility in front of their master. The mechanization
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of production and class war gradually resulted in the rise of factory workers’
wages, and consequently exceeded the wages of individual service providers.
Therefore, firstly, women more often undertook the role of a domestic servant
in the households. Secondly, most of households more often started to
outsource the services previously performed by a household itself.
Consequently, a number of small enterprises and independent private
entrepreneurs increased, which furthered the development of service industries.

3) The post-industrial society started to develop in the industrially
developed countries at the end of the 20" century. In this period, the processing
of information and provision of services replaced the previously main forms of
entrepreneurship, which used to be connected with the production of goods.
The post-industrial society can be characterized also by the shift in specific
weights ratio between the sectors of the GDP structure, where nowadays
services but not goods have the largest specific weights. In the post-industrial
society, which is often called an information society, special attention is paid
not only to the information access provided by information and communication
technologies, but also to human effort inclusive services — knowledge,
specialists’ consultations and other services, which comprise human’s
accumulated personal experience.

1.3. Development of Service Dimensions for Satisfaction of
Customers’ Needs

The activity of any service is to satisfy the needs of a customer. Therefore,
in order to understand the mechanisms of service industry it is also necessary to
study the public needs. In our daily life, a need is regarded as “shortage” or
“necessity”, or “aspiration to obtain something that an individual is in short of”.
To satisfy a need means eliminate its shortage. However, deeper analysis
reveals that needs have a complex structure, in which the two basic components
— objective and subjective could be distinguished.

Objective component of the needs — it is a real individual’s dependence on
external and social environment, as well as on individual’s, as human body’s,
qualities. The need for sleep, food, breathing and other fundamental biologic
needs, which support human’s life, as well as some most important social
needs, belong to this category.

Subjective component of the needs is formed by everything what is
determined by and depends on the person. The subjective component of a need
is individual’s awareness of his/her objective needs (substantial and
insubstantial) (Service Management, 2005). Only in the simplest and ideal
situation an individual can clearly realize his/her objective needs and can see
the ways, how to satisfy them and, finally, owns all the necessary things to
achieve them.

However, complicated relationships between objective and subjective
understanding of the need causes wide possibilities for the service activities.
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Need — is individual’s state, which is formed by contradictions between the
existing things and the necessary things (or even things, which only an
individual regards as necessary) motivating a person to start up activities in
order to eliminate the contradictions. Service activities provide ways, how to
solve these contradictions (Service management..., 2005).

In general, the author admits that the structure of individual’s need
development and its regularities directly influence the development of service
activities. At the same time, service providers have possibilities to create a
feedback and exert the system of needs — within limits they can purposefully be
formed and adjusted. These transformations of individual’s sphere of needs and
interests nowadays are implemented by special methods and technical resources
— marketing, advertising, national regulations and involvement of public
organizations.

1.4. Contemporary Service Paradigms

In order to realize the mechanisms of the development of service industries
and forecast their possible further development scenarios, it is necessary to
study the contemporary service paradigms. The author uses the term “service
paradigm” regarding all the scientific and sociological factors influencing
scientists’ research on the development of services.

The new economics causes a number of contradictions in the society. Part
of them can be attributed to service provision.

Goods versus services

After doing one’s utmost to distinguish the differences between goods and
services, the author came to the conclusion that goods and services actually
cannot be regarded as opposites, they rather represent two aspects of the same
continuity. Consequently, goods and services are indisputably connected. Thus,
the borderline between goods and services tends to becomes less distinct.

Ideal services versus real services

Ideal service — it is a theoretical model of a real service or a standard,
which is an aspiration of all service providers. On the one hand, the real service
should approximate to this standard, but on the other hand, the ideal model can
improve only in the result of experience accumulation or due to the changes in
the public demand. Occasionally, in the process of service provision, it turns
out that a long time existing ideal service model has become so out-dated that
now comes in conflict with society demands, the way out is — it need to be
adjusted. In case, if the ideal service model is not adjusted, then practically it
cannot improve.

Standardized services versus personalized services

The standardization of the commodities market and unification of
population’s lifestyles causes the demand for appropriate amount and
standardized services. At the same time, an ability to realize customer’s specific
and individual demands nowadays grants a huge potential for service providers.
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Therefore, service providers should regularly search for the balance between
standardized servicing methods and possibilities, how to satisfy individual
customer needs, as this overall makes services more attracting and competitive.

Demand versus supply

In the service industry, there are three major factors restricting abilities to
satisfy customer demand, i.e., — limited material resources (solvent demand,
financial and technological capabilities of the service provider); limited
knowledge and limited service technologies (which, even if the material
resources are available in sufficient amount, may be a reason of inability to
render some specific kinds of services). Furthermore, the traditions and moral
norms adapted by the society may substantially mishalance the real demand and
supply relation.

Satisfaction of heterogeneous needs of customers

Initially, it might seem that it is advantageous for any entrepreneur to
satisfy as many customers, as possible. However, due to the restricted resources
and other economic problems, the maximal profit can be achieved by aiming
the service only at separate groups of customers, but not all the customers who
would possibly be glad to be serviced.

The balance between the service material benefits and individual’s
self-realization

The needs of society, as well as needs of an individual could be divided in
two groups. The first group includes the needs connected with the development
of individual’s personal abilities and creative potential (education, professional
growth, scientific and artistic activities, and achievements in sport). Whereas,
the second group includes the satisfaction of needs connected with
entertainment (culture events) or just with physiological delights (food, drinks).
It is impossible to distinguish the both groups of needs unambiguously;
however, in service industry there is a tendency to aspire for a particular
equilibrium, in which services, satisfying the needs of both the groups, are
appropriately balanced.

2. EVALUATION OF SERVICE QUALITY
Chapter consists of 19 pages, comprises 9 figures and 1 table.

2.1. Quality Concept, Definitions and Principles

Up to nowadays, service quality specialists are full of determination trying
to supplement already existing theories of quality, which are founded both in
the most outstanding quality theoreticians and classics’ of the middle of the
20"century — Deming, Juran, Ishikawa, Feigebaum, Crosby a.0. works and
works of service quality theoreticians, which caused scientists interest
comparatively later — in the 80-90s of the 20" century. New approaches for
updating and improving some of the already outdated quality theories, are
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energetically being proposed by the new theoretician and practitioner
enthusiasts.

The volume of scientific literature sources has increased with enormous
speed, especially after the 80-ies of the 20™ century, when due to the intensive
global competition the demand for improvement of quality consultancy,
improvement, maintenance and evaluation systems swelled rapidly in the
developed countries of the world.

The general definition of quality is — quality is an indication, property or
their aggregate, which characterizes the compliance of an object, phenomenon,
or process with particular, previously determined requirements (Further
Education Quality..., 2001).

Harvey and Green (1993) focused their research to education quality
issues and categorized quality comprehension in groups emphasizing the six
most important of them:

e  quality as excellence; e  quality as reorganization;
e quality as “zero defects”’; e  quality as threshold;
. quality as “compliance with aim” ; e  quality as improvement.

After analysis of the Western Europe quality procedures, the author admits
that they are rather based on quality as improvement, but not as compliance
with standards; and furthermore, it could be classified as adherent and modified
variant of the version “compliance with aim”, i.e., :

e the quality of education must be defined according to particular aims;

e these aims must be adjusted to the particular system of education;

e different stakeholders’ categories naturally represent different opinions;

e the needs of education service customers become more and more diverse.

(Further Education Quality..., 2001).

Service quality dimensions

In the 90s of the 20" century, the issues of service quality evaluation were
activated and service quality scientists, after empirical research of quality
problems in different service sectors, developed the theory of service quality. It
is grounded on the resolution, that service quality is evaluated as an aggregate
of five quality dimensions, i.e., tangibles, reliability, responsiveness,
assurance and empathy.

2.2. Customers’ Perceived Service Quality and Satisfaction

The simplest quality definition says that quality is “compliance with
requirements” (Crosby, 1995). Since the basic approach of marketing in the
21% century is to analyze customer demands and needs on regular basis, then it
means that organizations have to determine such quality requirements and
specifications, which can satisfy customers.

The evaluation of satisfaction for a received service is expressed as a
difference between customer’s expectations and real performance. Customer’s
expectations are customer’s viewpoints regarding the real performance of the
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planned service. These viewpoints are formed by the influence of referent
groups and means of marketing communication used in the promotion activities
of the service.

The quality improvement activities should be purposeful and customer
guided. Therefore, what is important for service providers — is finding out in
which quality dimension exactly these improvements are necessary, and then
exactly this one dimension of the service should be reorganized according to
the customers’ needs.

2.3. Methodology for Service Quality Evaluation

“Quality evaluation” is an all-inclusive concept, comprising policy,
processes and activities necessary for the maintenance and development of
service quality (Further Education Quality...2001).

The theory of service quality provides three main frameworks for service
quality evaluation:

e  Performance only evaluation (SERVPERF);
¢ Disconfirmation model(SERVQUAL);
¢ Importance-performance analysis (IPA).

2.3.1. Performance-Only Evaluation

The simplest approach to evaluation of service quality is simply to ask
customers to rate the performance of service. Usually the evaluation range
includes reply variants from (1) — strongly disagree, to (7) — strongly agree.

The SERVPERF scale includes only one component — perceived
performance. Methodologically this scale should consist of 22 statements,
which regard 22 variables forming service quality. These variables are
categorized in five dimensions (see Figure 2.1).

Service

| | | | | | | |
Dimension 1 Dimension 2 Dimension 3 Dimension 4 Dimension 5
Tangibles Reliability Responsiveness Assurance Empathy

Source: author’s construction after Cronin, Taylor, 1992
Fig. 2.1. Service quality forming dimensions

A higher perceived performance implies higher service quality. In equation
form, it can be expressed as:
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k
sQ = > Pij 21)
j=1
where:
SQi- perceived service quality of individual
k - number of attributes / items
P - perception of individual “i” with respect to performance of a service firm on attribute “j”
(Cronin and Taylor, 1992; Mc Alexander, Kaldenburg, 1994).
This model enables the service provider to analyze its service inspecting
22criteria of the five dimensions (see Table 2.1.).

i
1

Table 2.1.
Service quality dimensions

No. Dimension Statements

1. Tangibles (appearance of physical elements) 1-4

2. Reliability (dependability, accurate performance) 5-9

3. Responsiveness (promptness and helpfulness) 10-13

4, Assurance (competence, courtesy, credibility and 14-17
security)

5. Empathy (easy access, good communications, and 18-22
customer understanding)

Source: Zeithaml, Parasuraman, Berry, 1988

2.3.2. Evaluation of Disconfirmation

By this approach, a service is deemed to be of high quality when
customer’s expectations are confirmed by subsequent service delivery. In
scientific literature, the SERVQUAL model developed by Berry, Parasuraman
and Zeithaml has gained a worldwide recognition. This model enables a service
provider to detect, how customers perceive real performance of the service in
comparison with their initial expectations.

SERVQUAL questionnaire contains two parts —A part, with 22 statements,
detecting customers’ expectations and B part with 22 statements detecting
customers’ perceived quality in reality. Both parts of the questionnaire obtain
the arithmetic mean value for each of the dimensions. The difference between
both parts of the questionnaire reveal the SERVQUAL evaluation, which
diagnoses if customers’ expectations are delivered, undelivered or over-
delivered.

In equation form, it can be expressed as:

k

SQ; = Z(Pu - Eij) (22)
where: i=t

SQi — perceived service quality of individual ,,i”;
k — number of service attributes / items;

P — perception of individual ”i”” with respect to performance of a service firm attribute “”;
E = service quality expectation for attribute “j” that is the relevant norm for individual “i”.

(Berry, Parasuraman, Zeithaml, 1988).

76



2.3.3. Importance-Performance Analysis

Importance-performance analysis (IPA) is a simple and easy to use
approach that compares the performance of service elements with the
importance of each of these elements to the customer.

IPA analysis calculates a performance minus importance score. High
performance of a relatively unimportant aspect of the service could indicate that
the service provider is “over-delivering” on this aspect of service quality. On
the other hand, poor performance of an important item indicates a priority area
for service provider’s action.
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High 9 Concentrate Keep up
8 quality the good
7 improvements work
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e here

3 6

=t

=3 5

£ 4 Possible-over=

= Low delivery-of
3 priority guality.
2

Low 1
0 >

12 3 45 6 7 8 9 10
Low High
Performance

Source : author’s design according to Palmer, 2007
Fig. 2.2. The grid of a service quality importance and performance
evaluation

The resulting scores for importance and performance can be plotted on a
grid (see Figure 2.2.), with each cell in the grid representing a different course
of service provider’s action.

IPA allows customers’ rankings of a service importance and performance
of service to be plotted on a grid, from which it is easy to identify service
provider’s priorities. Top left-hand quadrant shows priority areas for
improvement, while in the bottom-right quadrant the service provider may be
over-delivering and could even save costs by reducing levels of quality.

2.3.4. Composite Models for Evaluation of Customer Satisfaction

In the late 90-ies of the 20™ century, a special attention gradually started to
arise around customers’ dissatisfaction with both public and private sector
services, which caused the need to develop composite service quality models
and their introduction in practice.

The use of composite models revealed customers’ evaluation of both
tangible and intangible benefits of the service, as well as expected service
performance, which all in all helped service providers to identify the further
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priorities, how customers’ needs could be better met. Nowadays, many quality
evaluation systems, which ground on composite quality evaluation model, are
applied, e.g., Swedish barometer (Fornell, 1992), Norwegian Customer
Satisfaction Barometer (Andreassen and Lindestad, 1998) and American
Customer Satisfaction Index (Fornell etal., 1996), as well as European
Customer Satisfaction Index (ECSI Technical Commitee, 1998).

3. IMPORTANCE OF RURAL ADVISORY AND
TRAINING SERVICES IN THE CONTEXT OF LATVIA
REGIONS SOCIAL AND ECONOMIC DEVELOPMENT

Chapter consists of 46 pages, comprises 18 figures and 11 tables.

3.1. Development of Rural Advisory and Training Services
in the World

Advisory and training services aimed specifically at farmers started around
1740. In the European countries rural advisory and training services in the
18"century mostly associated with charismatic persons of that time (Horace
Plunket, Philip Emmanuel von Fellenberg, Peter Gsell), who holistically
shared their own experience rendering various services to others.

The beginning of industrialization age activated the need for such services.
Farmers who had just gained freedom and become independent of landlords,
church or master, actively started to set up their own farms.

A notable personality of this time was Philip Emmanuel von Fellenberg
(1771-1844) who by his holistic and experience-based approach managed to
call agriculture into being in Switzerlan, Hofwyl. Fellenberg accepted visitors
from the whole Europe and kept up relations with all the agricultural schools,
which existed in that time. His professional training experience rapidly spread
in Denmark, Germany, France and the United Kingdom (Swanson, Claar,
1984).

In the 20s of the 20™ century in Germany a model of agricultural extension
organization arose that is the only one of its kind in the world: the so called
“Ringberatung” (Advisory Circles). The idea was promoted by Professor
Theodor Roemer and grounded on idea that a group of customers create their
advisory services themselves, and finance and mange it in such a way that the
advisor or trainee is the employee of their association.

A highly successful model in Europe can be studied today in Denmark.
After farmers’ liberation Grundvigk was able to establish a system of farmer
training centres in the 19" century called “people’s home high school”, where
young farmers were trained intensively for leadership tasks. As the result, years
later the small farmers’ parties had majority in parliament and the whole food
and agricultural value chain today is owned by farmers’ cooperatives.
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In Latvia, the provision of organized advisory and training services is
closely connected with the active movement of agricultural associations, which
started after the 1% World War with aim to help the old and new farms to
overcome after war poverty and further cooperation, fostering farmers’ learning
(Kucinskis, 2004). If up to the 1% World War the large landownership
dominated in Latvia, then after the agrarian reform, in the same way as in
majority of European countries, small landownership dominated.

The new land owners got down to work with enormous enthusiasm.
However, the status of a farmer did not provide to anybody immediate
prosperous life. Most of farmers experienced serious difficulties, as they did not
own buildings, the land was not cultivated, and there was a lack of cattle and
inventory (Krastins, 1992). The establishment of agricultural schools in rural
areas started right after the foundation of the Republic of Latvia. In the
beginning the process was administrated by agricultural organizations and local
authorities, but starting with 1920 — also by the state. The rural advisory and
training services were provided by two-year agricultural schools, which were
devised for farmers and housekeepers with different programs for male and
female youth. Apart from two-year schools there were also narrow
specialization schools offering courses in horticulture, gardening, animal
husbandry, dairy producers and agricultural workers (Boruks, 2003).

After the 2" World War, agricultural stimulation activities were organized
in scope of collective farms, where the training of farmers took place unitary. In
the latest years, associations of different agricultural industries started their
work concentrating mainly on training and promotion activities in scope of
their particular industry.

Alongside with regaining Latvia independence in 1991, “Latvia Rural
Advisory and Training Centre” Ltd. was founded. Today 99% of its equity
capital belongs to the state and 1% — to the Federation of Latvia Farmers.
LRATC became the largest provider of services for both agricultural and non-
agricultural business in Latvia rural areas on regional level, as well as the the
provider of adult further education in agricultural and rural development issues.
In order to ensure availability of rural advisory and training services for the
major part of rural population, 26 regional rural advisory centres were
established in all Latvia territory (Latvian Agriculture and Rural Areas, 2005).

The author admits that the countries have gone different ways to develop
rural advisory and training models, and therefore, their models considerably
differ. At the same time, none of the models is so universal that could be easily
and invariably introduced for other country’s advisory and training system
management. Since every particular model has developed under specific
historical and economic conditions, its ultimate formation has been developed
according to these particular conditions and has been adapted to particular
variables of the country’s agricultural environment.
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3.2. Social and Economic Elements Favouring Rural Development

Increasing food production, stimulating the economic growth, increasing
the welfare of farm families and rural people, reducing poverty and social
inequalities, sustainable use of natural resources, and participatory
development, as summarized in the Millennium Development Goals,
(http://www.un.org/milleniumgoals/) are all governmental goals to which
agricultural and rural advisory and training policies and activities can make a
significant contribution. So, rural advisory and training services must be seen in
relation to a country’s overall socio-economic situation of different population
groups, and the government policies adapted by a country for rural
development and agriculture (Rural Extension..., 2009).

Table 3.1.
Economic and social elements favouring agricultural and
rural development

Elements Economic_and social essentials Economic and_social
for agricultural and rural accelerators for agricultural and
development promotion rural development promotion

e  Sound rural development e Extension services
policy e Education and training
e  Basic education e  Self-help promotion
e  Democracy and peace e  Community development
e  Health services work specifically for
e Legal certainty and agricultural development:
reliability of institutions - Production incentives
" e Credit availability (subsidies); _
b= e Basic infrastructure - Conserving, improving
£ specifically for agriculture: and  expanding
K - Rural markets for farm agricultural land;
2 products (which includes - Farmers’ organizations
b demand for farm products (associations, groups, co-
© at local, national, regional operatives).
g and international level, a
& marketing system and
farmers’ confidence in the
working of the marketing
system and reliability of
fair prices)
- New technologies to
increase production;
- Local availability of
supplies and equipment.

Source: Mosher, 1966, Hoffmann., et al., 2009, author’s supplemented
information

According to the early classification of Mosher (Mosher, 1966) the
development of agriculture is favoured by a number of so called “accelerators”
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and “essentials”, which are mainly all economic and a few political factors.
However, in 2009 a group of scientists under the guidance of Professor
Hoffmann (Hoffmann, Gerster-Bentaya, Christinch, M.Lemma, 2009)
supplemented this classification emphasizing apart from agricultural
development also the importance of rural development, which resulted in
supplementing the economic factors of Mosher’s classification with several
social factors, int. al. rural advisory and training services (see Table 3.1.)

Rural advisory and training services are included in “accelerators” group,
as they aid and enhance the development process to anticipate and avoid
problems or to minimize the negative effects of development on certain
categories of actors in rural development.

Nevertheless, the work results of rural advisory and training service
providers cannot be assessed only positively. The retrospection to the first
decade of the 21% century gives evidence that rural advisory and training
organizations of the European countries, despite stagnation of agriculture in this
period, have admiringly well survived owing to artificial their maintenance by
receiving generous support both from national budgets and the European Union
funds. The experience of the countries clearly illustrates the situation where
advisory and training systems have not kept their promises to raise efficiency of
their services. Consequently, the reputation of rural advisory and training
centres has seriously decreased (Hoffmann, et al., 2009).

3.3. Basic Approaches to Rural Advisory and Training Services

The analysis of several countries’ experience revealed to the author that
basically rural advisory and training services’ process is organized according to
one of these approaches:

o “from above” initiative guided approach to rural advisory and training
services;

o “from below” initiative guided approach to rural advisory and training
services.

From above initiative guided approach to rural advisory and

training services

As rural advisory and training centres help rural population to solve
problems by purposeful investments, then already in the beginning, it is
important to study carefully the problem and subordinate all envisaged
activities to its solution. Although it sounds very simple, often higher level
policy makers ignore it. Policy makers, in their aspirations to represent the
interests of the national economy, often “from above” formulate the problems
and aims of agriculture — which is characteristic of insufficient research of
situation in rural areas. Lack of time or opinion, that the existing information
amount is already sufficient, are the two cost common justifications used in
such cases.
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From below initiative guided approach to rural advisory and

training services
As an alternative for the “from above initiative guided approach” is “from

below initiative guided approach” to rural advisory and training services, in
which the problematic areas are considered from the perspective of rural
population. Thus, there are more possibilities to find better solution. In such
situations rural advisory and training centres undertake a complex
responsibility — they undertake the mediator’s function between the conflicting
perspectives — national agriculture policy makers and customer groups, creating

a better understanding of each other’s problems. The logical outcome of

problem-based rural advisory and training services are:

e services are guided directly at customer groups or sub-groups; the
suggested solution to the problem is to the utmost suitable for a particular
customer;

e customer groups and support providing institutions actively involve in the
process of providing rural advisory and training services;

e the planners and implementers of rural advisory and training services take
into consideration the requirements of other involved parties, eliminating
delays in taking relevant decisions. (Hoffmann, et al., 2009).

3.4. Customers of Rural Advisory and Training Services

The customers of rural advisory and training services consist of different
social groups.
The representatives of small farms have usually inherited the basic farming
knowledge from their ancestors or mastered by self-education. What helps to
them are programs aimed at directly reducing risks and vulnerabilities, such as
social welfare systems, helping to retrain and more successfully align with the
labour market, as well as obtain additional knowledge, how to use the available
agricultural resources more efficiently to survive in the countryside.

Whereas, services aimed at commercial farmers provide special trainings
for agricultural business management, courses on agricultural production and
technologies.

3.5. Analysis of Social and Economic Indicators in Latvia Regions

One of the most important aspects of regional economics is harmonization
and institutional provision of interests of the regions. As knowledge is a
significant driving force of economics, then in order to ensure development of
all regions the availability of qualitative training services is highly relevant
alongside with many other factors furthering development. In the 7th
International Conference on Leadership, Learning and Education for
Sustainable Development, devoted to education problems in Europe, the key
note speaker Lockhead-Strzepka (Lockhead-Strzepka, 2011) emphasized, that
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nowadays it is highly relevant to ensure a flexible learning process for
everybody, especially for rural population, because educated people are
happier, healthier and they are more socially and economically active.

LRATC is one of the institutions, which provides rural advisory and
training services in all the territory of Latvia. Therefore, the author has
performed analysis of social and economic indicators of Latvia regions to
improve the quality of the present services focusing them more precisely on the
needs of rural population, which, in its turn, would favour the social and
economic situation in rural areas.

One of the basic indicators used for characterization of the territory
development level and calculation of development index is the number of
individual merchants and commercial companies on 1000 people (see
Table 3.2.).

Since 2004, the number of individual merchants and commercial
companies on 1000 people has in general increased for on average 9.3 units.
More rapidly it took place in Riga region, where the increase of units was 12.
A smaller increase was detected in Kurzeme region — for 6.8, Zemgale region —
for 6.7, Vidzeme region — for 6.6 and Latgale region — for 4.8 units. During the
accounting period, maximal differences in economic active merchants and
commercial companies on 1000 people have varied between 2.8 up to 3.2times,
which gives evidence of constant negative regional differences (Development of
Latvia Regions, 2009).

Table 3.2.
Economic active merchants and commercial companies on
1 000 people, annually

Annual number of economic active merchants and
Region commercial companies on 1 000 people

2004 2005 2006 2007 2008 2009
Riga 32.9 35.1 38.7 42.2 435 449
Vidzeme 13.8 14.9 17.6 18.9 20.2 20.4
Kurzeme 15.0 16.0 18.6 20.6 21.9 21.8
Zemgale 11.7 12.4 15.4 17.1 18.8 18.4
Latgale 10.5 11.0 12.7 13.9 15.4 15.4
Latvia 22.2 23.8 26.8 29.4 30.8 31.5

Source: Author’s design according to Development of Latvia Regions, 2009

Table 3.3. reflects the specific weight of job seekers, as well as level of
employment and unemployment in the country in total and separately in rural
areas and cities. The table shows that the indicators of job seekers in the
accounting period have very rapidly increased — for 136% in rural areas and for
113% in cities.
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Table 3.3.
Specific weight of job seekers (in age group from 15 to 74), level of
employment and unemployment

Indicator 2007 2008 2009
Specific weight of job seekers % of economic 6.0 7.5 16.9
active population, total in Latvia
Specific weight of job seekers % of economic 5.9 6.8 16.2
active population, total in rural areas of Latvia
Specific weight of job seekers % of economic 6.1 7.9 17.2
active population, total in cities of Latvia
Employment level (age group 15-64) 68.4 68.6 61.1
Registered level of unemployment, average in 5.7 7.5 16.9
the period

Source: Author’s calculations according to the information of Ministry of
Agriculture of the Republic of Latvia 2008-2010.

Although on 31* December 2010, according to the State Employment
Agency data, the total registered level of unemployment declined up to 14.3%,
it could still be counted as very high. The unemployment spread in the context
of Latvia regions and cities is described in Figure 3.1., which reveals that
Latgale still falls behind other regions (22.3%).
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Source: State Employment Agency of the Republic of Latvia, 2010
Fig. 3.1. Registered level of unemployment in Latvia
in December 2010
However, the author admits that in scope of the very same Latgale region,
significant irregularities persist — the registered level of unemployment in
Daugavpils is 12.2%, whereas in R&zekne 23%, which, alongside with
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Daugavpils favourable location, also could be explained by wider supply of
education services in Daugavpils.

After analysis of employment indicators of Table 3.4., the author observed
that although in comparison with 2008 the total number of employed
population in Latvia has remarkably declined, the employment in agriculture
and hunting after all has risen for 1.8 thousand people or 2.6%, and in total
incorporates 7.3% of employed population, which is illustrated in Table 3.4.
Consequently, the author assumes that despite liberal market economy
tendencies of the last decade, which were aimed at changing the public opinion
of the role of agriculture and its functions, there has still remained a
considerable part of rural population who obstinately resists this policy. In
authors opinion, rural population who more often faces the consequences of
economic crisis currently in Latvia more often considers that agriculture is the
most reliable source of survival.

Table 3.4.
Dynamics of population employment in 2007-2009 in Latvia
(thousand people)

Indicator 2007 2008 2009
Economic active population, age group 15-74 1191.1 | 1215.8 1187.4
Employed 11190 | 11241 | 986.7
Employed in agriculture, hunting and related services 82.6 70.3 72.1

Source: Author’s calculations according to the information of Ministry of
Agriculture of the Republic of Latvia, 2010

Employment is one of the economic development indicators closely
connected with the level of education (Viksne, 2010). Moreover, the aggregated
data of European statistics reveal that in the last years in most of the European
countries the following tendency was detected — the rise of education level
implies decline of unemployment (Eurostat, 2009).

A more precise overview of education level of rural population in Latvia
regions is described in Table 3.5., which aggregates the data of rural farm
structure in 2007.

The aggregated data give evidence that the highest specific weight of those
farm owners who have graduated from a higher agricultural institution has
concentrated in Zemgale region, which could be explained by the fact that
Latvia University of Agriculture (LLU) is located in Zemgale. Whereas, in
Latgale there is the highest specific weight of those farm owners who are
graduates from agricultural professional, technical and vocational schools and
technical colleges. In addition, the highest specific weight of different
agricultural orientation courses’ certificate holders was detected in Latgale, too.
Moreover, the survey data indicate that Latgale takes a leader position in
having the highest specific weight of those farm owners who have obtained
practical work experience and skills in practical working in their farms. This
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could be explained by the fact that in scope of just a qualtitative structure
(regardless of farm size), among all regions, exactly in Latgale there is the
largest total number of farms.

Table 3.5.
Division of farm owners according to the levels of agricultural education in
the regions of Latvia in 2007
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In Table 3.6., the author has chosen 6 indicators, which characterize the
total social and economic condition of population from the view point of
education level and age structure, i.e., the level of unemployment, number of
inhabitants on 1 square kilometre, changes in number of inhabitants (2008
versus 2003), specific weight of children, specific weight of inhabitants in
pensioners’ age, as well as farm owners with higher and secondary professional
agricultural education. In order to detect the tightness of relationship among
social and economic indicators, the author used Pearson’s correlation
coefficient method.

The author, in scope of researching of social and economic factors in
Latvia regions, has detected Pearson’s correlation coefficients among social
and economic indicators of Table 3.6. The results of the analysis are aggregated
in Table 3.7.

The analysis of relationship of farm owners with higher or secondary
professional agricultural education with other factors demonstrate that the
comparatively strong correlation coefficient with unemployment level (-0.66)
indicates that higher education level implies lower unemployment level.
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Table 3.6.
Survey of social and economic indicators in the regions of
Latvia in 2008
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Riga 2.6 105.2 -0.1 13.2 20.7 23.9
Zemgale 3.3 26.4 -2.7 14.3 21.1 25.8
Latgale 6.6 23.9 -7.1 15.1 20.3 19.7
Kurzeme 3.6 22.3 -3.8 14.8 19.5 24.7
Vidzeme 3. 15.6 -5.3 13.1 21.3 29.7

Source: Authors calculation according to the data of “Development of Latvia
Regions 2008, State Revenue Service, and Report of Ministry of Agriculture of
the LR “Latvian Agriculture and Rural Area 2010

Comparatively strong relationship was also detected between the density of
inhabitants on 1 square kilometre and unemployment level (-0.44), which gives
evidence that the less density of inhabitants on 1 square kilometre implies
higher unemployment level. Therefore, in Latvia regions it is highly relevant to
provide qualitative education and training services, which are customer-guided,
to eliminate further urbanization and emigration (see Table 3.7.)

Table 3.7.
Matrix of Pearson Correlation Coefficient
Changes in Specific Specific Specific weight of
Unempl the number P weight of farm owners with
oyment Number of of weight of inhabitants higher or
Indicators inhabitants . . children ;
level on 1 sa/km inhabitants (%) in secondary
2008 a (2008 vs. ° pensioners’ agricultural
2003) age (%) education (%))
Unemployment
level 2008 1.00
Number of
inhabitants on 1
sa/km -0.44 1.00
Changes in the
number of
inhabitants
@008 vs. 2003 | -0.84 0.77 1.00
Specific weight
of children (%)
070 | 047 | -052| 1.00
Specific weight
of inhabitants in
pensioners’ age
(%) -0.27 0.06 0.11 | -0.67 1.00
Specific weight
of farm owners
with higher or
secondary
agricultural
education (%)) '0.66 '0.20 0.17 '0.66 0.53 1.00

Source: author’s calculations
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3.6. Further Education Possibilities in Latvia Regions

Despite the fact that in the political planning documents of Latvia there is
determined an aim to advance life quality of the population, and knowledge is
defined as the main resource of economic growth, still serious disproportions in
education availability among rural areas, cities and regions of Latvia exist, and
furthermore, uneven levels of education services’ quality hinder the total
growth rate (Sannikova, Baltere, 2008).

In order to perform a detailed evaluation of LRATC service provision
background, in the summer of 2007 the author, in scope of the preliminary
research, organized a preliminary survey in Latvia regions to find out the
respondents’ opinion of LRATC further education services. The purpose of the
research was to find out, which training services would be the most necessary
for rural population. Since, apart from LRATC, there are also other further
education service providers in Latvia regions, the author’s intention was to find
out respondents’ view point on the question — “which of the further education
service providers can best of all meet the needs of rural population?” In total
962 respondents participated in the survey.

The survey results reveal that respondents’ opinions vary and are rather
different in each region (see Figure 3.2.).

The author’s survey gives evidence that according to respondents’ view
point the best providers of further education services necessary for rural
population after all are LRATC regional offices and those higher education
establishments in the regions, which offer further education course themes
guided to improvement and supplement of practical knowledge of rural
population.
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Source: author’s research data, 2007
Fig. 3.2. Customers’ opinion of rural advisory and training
service provision
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The dominant opinion of the respondents was that training services would
be the most necessary for them from the entire LRATC services’ offer. This
fact indicates that the provision of training services is important for rural
population and, apart from other specialists’ consultations, farmers and rural
entrepreneurs would willingly spare time for trainings. The author considers
that farmers’ intention to reduce their dependence on pay-outsourced services
and wish to master the necessary skills themselves could be an explanation of
such a fact.

3.7. Appraisal of LRATC Activities

3.7.1. Legal Framework of Rural Advisory and Training Services
Provision in Latvia

The mandatory directives, regulations, laws and other legal acts including

European Union, national and local legal norms are:

1. European Union legal acts

e  European Commission “Memorandum of Lifelong Learning” SEC (2000)
1832, (30 October 2000);

e Directive 2006/123/EC of the European Parliament and of the Council of
12 December 2006 on Services in the Internal Market;

e Council Regulation (EC) No 1698/2005 of 20 September 2005 on Support
for Rural Development by the European Agricultural Fund for Rural
Development (EAFRD);

e Council Regulation (EC) No 73/2009 of 19 January 2009 establishing
common rules for direct support schemes for farmers under the common
agricultural policy and establishing certain support schemes for farmers,
amending Regulations (EC) No 1290/2005, (EC) No 247/2006, (EC) No
378/2007 and repealing Regulation (EC) No 1782/2003;

¢ COMMISSION REGULATION (EC) No 1122/2009 of 30 November
2009 laying down detailed rules for the implementation of Council
Regulation (EC) No 73/2009 as regards cross-compliance, modulation and
the integrated administration and control system, under the direct support
schemes for farmers provided for that Regulation, as well as for the
implementation of Council Regulation (EC) No 1234/2007 as regards
cross-compliance under the support scheme provided for the wine sector.

2. National legal norms

- general

e Law on Education (1999);

e The Consumer Rights Protection Law (1999);

e Information Society Services Law (2004);

e Law on Agriculture and Rural Development (2004);
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Regulations of the Cabinet of Ministers of the Republic of Latvia No0.463
“Procedure of Recognition of Mutual Compliance Advisory Service
Providers”(2008);

Regulations of the Cabinet of Ministers of the Republic of Latvia No 269
“Procedure of the Assignment of State-Aided and the European Union
Support for Agriculture in Scope of Direct Support Schemes” (2007);
Regulations of the Cabinet of Ministers of the Republic of Latvia N0.1042
"Procedure of the State and the European Union Support Assignment for
the Measure “Use of Advisory Services Provided for Farmers and
Foresters” in the activity “Use of Advisory Services Provided for Farmers”
7 (2008).

- special

Rural Development Programme for Latvia 2007-2013 (2008);

Lifelong Learning Policy Approaches 2007-2013 (2006);

Latvian National Development Plan 2007-2013 (2006);

~Approaches to Education Development 2007-2013 (approved on
27September 2006 by the Cabinet of Ministers of the Republic of Latvia,
order No.742);

Order No0.143 of the Ministry of Agriculture of the Republic of Latvia on
“Introduction of the national program “Establishment of Farmers’
Advisory and Farms’ Extension Service Agency” (2005).

Local legislation norms

Statutes of “Latvia Rural Advisory and Training Centre” Ltd. (European
Union, Ministry of Education of the Republic of Latvia and Ministry of
Agriculture of the Republic of Latvia data, 2010)

The European Union legislation contains directives, regulations and

decisions. The directives determine aims and basic approaches, which must be
adapted in the national laws by governments. The regulations are valid in all

the

European Union countries. Whereas, decisions are applicable to special

occasions and only to the persons and organizations, to which they are
addressed.

3.7.2. Provision of Rural Advisory and Training Services in Latvia
LRATC is a limited liability company, and 99% of its equity capital

belongs to the state and 1% to Latvian Farmers Federation. The main functions

of
[ ]
[ ]
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LRATC are:
to organize the professional training of agricultural enterprises’ employees;
to favour the development of rural entrepreneurship;
to provide the public procurement training for employees of the
organizations and institutions subordinated to the Ministry of Agriculture;
to prepare and disseminate the latest information;
to favour and support farmers’ (rural entrepreneurs’) further education.
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Source: author’s design according to LRATC data, 2010
Fig. 3.3. Structural Units of Latvia Rural Advisory and
Training Centre

In 2008 LRATC organized its internal reform and established 17 regional
structural units — 9 rural development offices (RDO), which implement the state
financed activities, and 8 rural advisory offices (RAO), which provide
commercial services to farmers and rural entrepreneurs (see Figure 3.3.).

RDOs deal with the coordination of information exchange system,
explanation of rural policy issues and closely collaborate with development
specialists of municipalities. RDOs work is fully subsidized by the state.
Whereas, RAOs accept and service customers of their region providing them
pay-services, and have become self-financing LRATC units.

3.7.3. Quality Assurance Problems of Training Services
Provided at LRATC

New specialists, hired by LRATC, obtain their competence gradually.
Although most of them already have some experience in the speciality, it is still
necessary to master specific knowledge in, e.g., conducting of trainings,
organization of activities and dissemination of information. Since 2000 up to
now, the management of services’ quality assurance of LRATC has been based
on the personnel inner certification system. The development, management,
improvement and control of the resources’ usefulness have been implemented
in the process of vertical subordination decision taking.
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After the reforms of 2008, LRATC has temporarily terminated the work of
its certification system, as one of the reasons for the emergence of quality
problems was too narrowly defined quality assurance program.

In the personal interview the Head of Further Education of LRATC has
admitted to the author that the main attention currently is being paid to the
improvement of lecturers” work quality, and LRATC is searching for systems,
how to make it more efficient. The access to customers differs in Latvia
regions. Regional officers develop their customers’ database singly and take
decisions decentralised on their working strategies with less active and
unsatisfied customers in their region. The author’s performed experts’
interview revealed the fact that each regional officer evaluates his/her regional
office work very positively and considers that all the previously implemented
measures in particular regions so far have been successful. Thus, any changes
in the further work processes regional LRATC officers regard sceptically.
Furthermore, centralized quality evaluation activities, in their opinion, would
cause negative social stress, raising employees’ concerns and insecurity of
managements’ distrust in their implemented activities in the region.

3.7.4. Provision of LRATC training services in Zemgale

Due to the limited volume of the Ph.D. thesis, the author could not perform
the research of rural advisory centres in all the regions of Latvia. Therefore, the
author performed a detailed research of one region — Zemgale.

There are five RAOs — in Jelgava, Dobele, Bauska, Aizkraukle and
Jekabpils, and two RDOs — in Bauska and Aizkraukle (see Figure 3.4.).
LRATC central office and methodological centre is also located in Ozolnieki,
Zemgale.

Source: LatvzaReglonal Develapment Portal and author’s supplemented
information
Fig.3.4. att. Provision of LRATC training services in Zemgale
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After exploration of rural advisory and training services’ provision in
Zemgale, the author concludes that there is a tough competition among the
providers of rural advisory and training services. Active market participants are
state and municipal educational establishments, as well as private educational
establishments and agricultural cooperatives. Vigorous pressure is caused also
by merchants working with foreign capital, e.g., BASF Agro Latvia, as they are
able to ensure professional specialists’ and agronomists’ advisory and training
services free of charge just because the sales prices of their products cover
them.

Tough competition among service providers in Zemgale motivates LRATC
to search for new possibilities, how to make their services and services’ quality
assurance systems more guided to the customers.

4. EVALUATION OF TRAINING SERVICES’ QUALITY
AT LRATC

Chapter consists of 31 pages, comprises 13 figures and 5 tables.

Customer satisfaction is an important element of a service evaluation
process. Therefore, the author performed customer satisfaction surveys of the
particular elements of the training service product by applying the most
recognizable service quality evaluation methodologies described in the
scientific literature.

The author’s model for evaluation of LRATC services was adapted for the
evaluation of training services’ quality as LRATC customers in the author’s
preliminary research most often expressed the wish to use exactly training
services in the future from all the services available for them.

4.1. Set of Instruments for Service Quality Evaluation

In this chapter the author adapted and practically tested the three service
quality models, which were theoretically described in the second chapter —
SERVPERF, SERVQUAL and IPA to detect their suitability for the evaluation
of training services provided by rural advisory and training centres.

After analysis of service quality evaluation paradigms, the author defined
the object to be evaluated — quality of a training service as a totality of five
quality dimensions, in which:

Dimension 1: Tangibles (appearance of physical elements);

Dimension 2: Reliability (dependability, accurate performance);

Dimension 3: Responsiveness (promptness and helpfulness);

Dimension 4: Assurance (competence, courtesy and security);

Dimension 5: Empathy (easy access, good communications and customer

understanding).
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The aim of the survey is to test SERVPERF and SERVQUAL models
adapted by the author for the evaluation of the quality of training services
provided by LRATC.

The tasks to be performed:

1. adaptation of the survey statements for Latvia conditions;

2. questioning;

3. aggregation of the obtained results;

4. data analysis;

5. preparing of conclusions.

Methods to be applied

Quantitative research method — questioning and qualitative research
method — interview.
Methodology of the Questioning

The survey was organized:

1. in form of group questioning involving the customers of training
services from Latvia regions;

2. in form of experts’ interviews with the regional representatives of
LRATC.

Criteria for the Choice of Respondents

The target group of the survey was formed by different size groups, which
participated in LRATC training courses at the end of 2009 and beginning of
2010.

The survey took place:

1) In four rural advisory centres of Latvia regions (Jekabpils, Balvi,
Valka and Tukums) and at LRATC central office in Ozolnieki, where
training courses “The Market and Marketing of Organic Products”
were organized for farmers and rural entrepreneurs;

2) In two rural advisory centres of Zemgale region (Jelgava and
Ozolnieki), where farmers and rural entrepreneurs attended training
courses “Country Estate — Rural Tourism” and “Improvement of the
Heard (milk breed) Productivity in the Supervised Farms”

3) In Zemgale region, where the author individually surveyed four
LRATC customers of training services — different size farms: a self-
subsistence farm in Skaistkalne (<2ha); a small commercial farm
(40<100ha) in Eleja; a large commercial farm (>100ha) in Krimunas
and an agricultural produce processing company in Dobele (limited
liability company, which according to the number of employees and
highest financial margin belongs to the middle size enterprise
category).

The experts participating in the deep interviews (seven persons) were all

experienced LRATC officials — the representatives of the four regional RAOs
(Zemgale, Vidzeme, Kurzeme and Latgale), Head of Zemgale RDO, Head of
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LRATC Further Education Department and a Lecturer-Advisor of Vidzeme
RAO.
Surveyed sample

In the approbation survey altogether 137 respondents were surveyed and
seven experts’ interviews were performed by the author.
Parts of the survey

For testing all the three models, the author prepared a survey consisting of
two parts — A part (evaluation of importance of the particular expected
criterion) and B part (evaluation of performance). Each part of the survey
consists of 22 statements regarding the service quality, which in the following
divisions make up a total service quality.
Dimension 1. Tangibles (statements 1 to 4)

1. Training classes and facilities, their equipment and interior.

2. Ergonomics of customer work places.

3. Assurance of training course handouts and study materials.

4. Content, volume and format of handouts and study materials.

Dimension 2. Reliability (statements 5 to 9)

5. Accuracy of training course scheduled time.

6. Lecturer’s timely provided necessary information, reminding of the most
important issues connected with the training course process and coffee
breaks.

7. Lecturer’s qualification.

8. Practical usefulness of the theoretical knowledge obtained in the course.

9. Timely assurance of the document certifying the course attendance

Dimension 3. Responsiveness, promptness, helpfulness (statements 10 -13)

10. Employees’ operative provision of the necessary information regarding
the alteration of the training course schedule.

11. Flexibility of the lecturer regarding the wishes of the training course
customers.

12. Topicality of the courses and seminars’ content (the obtained
knowledge after the course and seminar completion will not be
outdated, they will be useful).

13. Lecturer’s willingness to provide customers with individual
consultations.

Dimension 4.. Assurance, competence, security (statements 14 —17)

14. Lecturer’s behaviour, speech and appearance.

15. Provision of a formal training environment.

16. All levels employees’ positive attitude to customers.

17. Possibility to receive the necessary information at any employee in
case of uncertainty.

Dimension 5. Empathy, good communications, customer understanding
(statements 18 — 22)
18. Provision of individual attention to any customer of a training course.
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19. Convenient timing of the training course.

20. Convenient place location of the training course classes.

21. Lecturer’s interest in satisfying customer needs.

22. Lecturer’s willingness to satisfy specific needs of the customers.

The representatives of the experts’ interviews were asked to give their
assessment and comments about the performance of the training service
22criteria of the five quality dimensions. The experts expressed their opinions
regarding their regional offices.

4.2. Evaluation Results of LRATC Training Services’ Quality in Latvia

Further, the author will analyze the results of surveys and interviews
regarding the overall evaluation of training service quality in Latvia regions
reflecting the viewpoints of LRATC customers and employees from all Latvia
regions.

4.2.1. Evaluation of LRATC Training Services’ Quality by the Experts of
Regional Advisory Centres

In order to find out the LRATC regional officers’ opinion regarding the
training services rendered by LRATC, the author organized interviews with
four regional RAO officials (the head of the regional office and/or a
specialist), a lecturer, the Head of RDO and the Head of LRATC Further
Education Department. All the interviewed regional representatives have been
employed at LRATC for more then 10 years, but the Head of Zemgale RAO
and the head of Latgale RAO since 1992, which enabled the author to find out
the opinions of the most experienced and competent LRATC employees on
LRATC service provision process. As the Further Education Department,
located in Ozolnieki, is the methodological support centre of all the rural
advisory centres, the author’s intention was to find out also the opinion of its
officers. Whereas, in order to obtain a better understanding of lecturers’ work
in conducting further education training courses, the author interviewed one of
most experienced RAO lecturers and advisors.

The interviews with Latvia regional officers revealed the fact that all heads
of regional departments evaluate their own work as very successful, especially
in Zemgale and Latgale. The Head of Zemgale RAO especially emphasized the
high level of employee, advisors and lecturers’ qualification, which is
constantly being raised in courses and seminars. A remarkable advantage of
Zemgale region is its better possibilities to hire well-qualified and competent
specialists from the graduates and trainees of LLU both agricultural study
programs and economic study programs. Whereas, the Head of Latgale RAO
praised the unity, activity and willingness to collaborate with RAOs to improve
jointly the quality of services making services more guided to satisfaction of
customers’ needs. The disadvantage mentioned by all the interviewed persons,
was lack of customers’ fundamental database, which is yet in the process of
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creation. Besides, all the regional officers emphasized that the former quality
assurance system needs to be improved, however, now there is a lack of unitary
vision, how it could be implemented in all the regions.

4.2.2. Evaluation Results of LRATC Training Services’
Performance in Latvia

For the approbation of the first quality evaluation model SERVPERF the
author used B part of the questionnaire. In this questionnaire, the respondents
(the customers of LRATC training courses) had to express their opinion of the
quality of training services assigning appropriate evaluation of the 7-grade
scale:

1 —in no case agree;

2 — disagree;

3 — rather disagree than agree;
4 — partly agree;

5 — rather agree than disagree;
6 —agree;

7— fully agree.

The respondents’ assigned average values in the five service quality
dimensions are aggregated in Table 4.1.

The approbation results of SERVPERF indicate that according to this
method, the lowest evaluation was assigned to the Dimension 5, i.e., empathy
(5,044), but the highest (6,233) to the Dimension 2, i.e., reliability. The
evaluations of the rest three dimensions — Dimension 1 (tangibles),
Dimension 3 (responsiveness) and Dimension 4 (assurance) have been
evaluated by experts as comparatively equal (accordingly 5,208; 5,958; 5,486),
which at the same time is not very distant form the lowest evaluation — the one
assigned to empathy dimension (5.044). On the one hand, the service provider
has not reached the maximal grade (7.0) in any of the dimensions, but, on the
other hand, the average evaluations (5.208; 6.233; 5.958; 5.486 un 5.044) are
above the average, which according to this method should be regarded
positively.

Yet the author admits that SERVPERF model provides very approximate
evaluations of LRATC quality evaluations, which could be regarded by the
management as the case might be — both good and insufficient or even simpler
— as optimal. Therefore, the author concludes that the obtained research results
provide insufficient understanding of activities to be implemented to improve
the service quality.
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Table 4.1.

SERVPERF survey results of LRATC training groups
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Training classes and facilities (e.g. furniture,
interior, plants, decorations etc.)are modern and
@ 1. well equipment 4.17 1.07 | 25.61
e Customers’ work places are ergonomic (e.g.
> 2. comfortable chairs, adjusted lights etc. ) 4.00 0.94 | 2357
c - - —
] Course customers are provided with the training
= 3. course handouts and study materials 6.72 0.73 | 10.87
The content of the handouts and study materials is
4. easily understandable 5.94 0.70 | 11.86 5.208
Training courses take place precisely in the
5. scheduled time. 5.33 1.05 | 19.76
The lecturer timely provides customers with the
é’ 6. information about the course procedure 6.39 0.83 | 12.93
E The lecturer is a qualified specialist of the
© 7. appropriate industry 6.67 0.58 8.66
© Theoretical knowledge mastered during the course
o 8. will be useful in practice 6.22 0.79 | 12.63
After the course completion customers are timely
provided with the document certifying the course
9. attendance 6.56 0.83 | 12.68 6.233
LRATC employees regularly inform customers
@B (e.g. about the alteration of the training course
%z 10. schedule). 5.39 1.30 | 24.07
cl:) The course lecturer is flexible to the customers’
= 11. wishes 5.83 0.69 | 11.78
2 Topicality of the courses and seminars’ content
=} (the obtained knowledge after the course and
o . X : h
@ seminar completion will not be outdated, they will
o 12. be useful). 6.28 0.65 | 10.36
In case of need the lecturer is ready to provide
13. customers with individual consultations. 6.33 0.75 | 11.77 5.958
Lecturer’s behaviour, speech and appearance
convinces  customers of the lecturer’s
a5 14. professionalism 6.61 0.49 7.37
"C’ LRATC work environment convinces customers
© 15. of LRATC professionalism 5.17 1.07 | 20.66
>
(2]
2 16. LRATC staff has a kind attitude to any customer 5.22 1.44 | 27.50
In case of uncertainty customers can receive the
17. necessary information at any employee. 4.94 1.27 | 25.65 5.486
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Table 4.1. continued
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Any customer of a training course receives
18. individual attention 4.22 1.03 24.4
- The timing of the training course is
= 19. comfortable for all customers. 5.06 0.97 19.19
=
8 Place location of the training course classes is
e 20. convenient for all customers of the group. 4.83 0.83 17.24
e Lecturer is interested in satisfying customers’
21 needs. 5.89 0.66 11.16
Lecturer is ready to satisfy specific needs of
22. the customers. 5.22 0.97 18.67 5.044

Source: Author’s calculations according to the survey data

4.2.3. Evaluation Results of LRATC Customers’ Expectations of Training
Services and Compliance of the Service Expectations with the Real Service
Performance in Latvia

The next research stage was devoted to the service quality evaluation using
SERVQUAL model (disconfirmation model).

According to SERVQUAL methodology, before the service is received, it
is necessary to survey customers using A part of the questionnaire. In this part,
the customers are asked to express their opinion regarding the expected quality
of the service by assigning appropriate evaluation for each element of the
quality dimensions in 7-grade scale (see chapter 4.2.2.).

After the customer has received the service, B part of the questionnaire is
used (it matches with the SERVPERF questionnaire). In this questionnaire
identically to SERVPERF customers, evaluate the performance of the service.
The score difference of both questionnaires parts (B-A) reveals SERVQUAL
evaluation indicating, in which criteria performance the customers’
expectations were met, over delivered or undelivered.

After the calculation of difference scores between the 22 statements values,
the author obtained an overview of the real performance of each criterion (see
Table 4.2.).

SERVQUAL model precisely indicated those criteria of LRATC service
quality, which had lower performance level, than customers had expected. Most
of all in a particular situation it regards training classrooms, comfort, usefulness
of information received during the training, regular provision of information
about the topicalities, kind attitude of the service provider’s staff, the
willingness of the service provider to help customers to clear up uncertainties
and advantageous place location of the training courses.
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Table 4.2.
Comparison of LRATC training services’ expected quality with real
performance quality
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Training classes and facilities (e.g. furniture, interior,
plants, decorations etc.)are modern and well
B 1. equipment 5.117 4.167 -0.950
e Customers’ work places are ergonomic (e.g.
k) 2 comfortable chairs, adjusted lights etc. ) 5.245 4.000 -1.245
c - - —
] Course customers are provided with the training
= 3. course handouts and study materials 6.468 6.722 0.254
The content of the handouts and study materials is
4. easily understandable 6.021 5.944 -0.077
Training courses take place precisely in the scheduled
5. time. 4.596 5.333 0.737
The lecturer timely provides customers with the
> 6. information about the course procedure 6.160 6.389 0.229
= The lecturer is a qualified specialist of the
'% 7 appropriate industry 6.447 6.667 0.220
i Theoretical knowledge mastered during the course
04 8. will be useful in practice 6.511 6.222 -0.289
After the course completion customers are timely
provided with the document certifying the course
9. attendance 5.617 6.556 0.939
. LRATC employees regularly inform customers (e.g.
4 10. about the alteration of the training course schedule). 6.160 5.389 -0.771
qC) The course lecturer is flexible to the customers’
S 11. wishes 5.362 5.833 0.471
2 Topicality of the courses’ and seminars’ content (the
8_ obtained knowledge after the course and seminar
a 12. completion will not be outdated, they will be useful). 5.989 6.278 0.289
o@ In case of need the lecturer is ready to provide
13. customers with individual consultations. 5.947 6.333 0.386
Lecturer’s behaviour, speech and appearance
@ 14. convinces customers of the lecturer’s professionalism 5.723 6.611 0.888
o " -
c LRATC work environment convinces customers of
o 15. LRATC professionalism 5.191 5.167 -0.024
§ 16. LRATC staff has a kind attitude to any customer 5.830 5.222 -0.608
< In case of uncertainty customers can receive the
17. necessary information at any employee. 5.479 4.944 -0.535
Any customer of a training course receives individual
18. attention 4.628 4.222 -0.406
> The timing of the training course is comfortable for
= 19. all customers. 5.213 5.056 -0.157
8 Place location of the training course classes is
e 20. convenient for all customers of the group. 5.234 4.833 -0.401
o8 21. Lecturer is interested in satisfying customers’ needs. 5.489 5.889 0.400
Lecturer is ready to satisfy specific needs of the
22. customers. 4.862 5.222 0.360

Source: Author’s calculations according to the survey data
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According to the methodology of SERVQUAL evaluation, it means that
these are problem areas of the service provider.

SERVQUAL model precisely indicated those criteria of LRATC service
quality, which had lower performance level, than customers had expected. Most
of all in a particular situation it regards training classrooms, comfort, usefulness
of information received during the training, regular provision of information
about the topicalities, kind attitude of the service provider’s staff, the
willingness of the service provider to help customers to clear up uncertainties
and advantageous place location of the training courses. According to the
methodology of SERVQUAL evaluation, it means that these are problem areas
of the service provider.

Moreover, the author ascertained that a remarkable advantage of the
SERVPERF model is its ability to reflect the areas, where the service provider
over delivers its services, i.e., is doing its utmost to meet the needs of the
customers, although in reality the customers never expect that their needs
would be met completely, or which even turns out to be insignificant to them.
According to the research results, the majority of LRATC service quality real
performance criterions exceed the expected ones: assurance of the document
certifying the course attendance, willingness of the staff to satisfy customers’
needs and readiness of the lecturers to satisfy specific needs of the customers.

However, in scope of SERVQUAL research, the author found out that the
largest deviation, i.e., -1.2. grades was Yyet detected in the direction of
undelivered expectations (the maximal deviation in the direction of over
delivered or exceeded expectations is 0.9. grades). Consequently, the priority of
the service provider is to find out why exactly in this service quality dimension
(i.e., tangibles) customers’ expectations have been higher than real performance
of the service.

4.2.4. Importance-Performance Evaluation Results of LRATC Training
Services’ Quality Dimensions in Latvia

In order to evaluate the suitability of importance-performance analysis
(IPA) for evaluation of rural advisory and training services according to
Palmer’s matrix analysis method (Palmer, 2007), first it was necessary to detect
the importance of the quality 22 criteria.

For accomplishing this task, the author used the A part questionnaire of the
SERVQUAL survey, in which each respondent had to express his/her opinion
regarding the expected quality of the service, assigning evaluation for each
criterion of the quality dimensions in 7 grade scale (1 — unimportant, 7 — very
important).

To detect customers’ priorities regarding the five quality dimensions, the
author used a hierarchical analysis method for decision-making. The pyramid
of LRATC training service elements’ dominants is described in Figure 4.1.
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Lecturer’s willingness to satisfy specific
needs of the customers

Identification of LRATC training service quality level

and alternatives for its perfection

Empathy

Lecturer’s interest to satisfy customers’ needs

Convenient place location of the training

| Convenient timing of the training course

Provision of individual attention to a customer

Assurance

Willingness of the staff to help to clear
uncertainties

Reduce quality

assurance costs

Positive attitude to customers

Provision of a formal training environment

Lecturer’s behaviour, speech and appearance

Responsiveness

Lecturer’s willingness to provide individual
consultations

Topicality of the courses’ content

Flexibility of the lecturer

Regular informing about the news

Assurance of the course certificate

Reliability

Practical usefulness of knowledge

Lecturer’s qualification

Inform customers of the particular

course levels and training

possibilities

Keep up the good

quality level

Timely provided information about the course
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Accuracy of the course scheduled time
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Concentrate on
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Source: Author’s design according to Saati, 1980
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Next task was to detect the extent, to which each of the five criteria is more
important or accordingly less important than the other four, using a specially
elaborated matrix for the comparison of criteria groups. The author’s
calculations gave evidence that from the five quality dimensions, the
Dimensions 1-4 are equally important, but the Dimension 5 (empathy) is less
important, as its importance was only 7.7% of 100%.

As the author has already evaluated the average values of the five service
quality dimensions using SERVPERF method (1. — 5.208; 2. — 6.233; 3. -5.958;
4. —5.486 un 5. — 5.044), and detected the average importance values of the
service criteria in customers’ opinion (1. — 5.513; 2. — 5.888; 3. — 5.777; 4. —
5.458; 5. — 4.726), then it was possible to plot them on a grid according to
Palmer’s IPA methodology.

In the IPA matrix, all the five quality dimensions have concentrated in the
top-right quadrant, which means that the five quality importance values comply
with LRATC service performance evaluations. Consequently, the quality level
should be kept up on the same level as before.

After detailed analysis of each value concentrated in this quadrant
(see Figure 4.2.), the author found out the same outlook, as in average values of
the dimensions — the general conclusion is that a close match of importance and
performance values exists.

Importance analysis of the 22 criteria

Dimension 1 (1-4)  Dimension 2 (5-9)  Dil ion 3 (10-13) Dil ion 4 (14-17) Dimension 5 (18-22)

ma]

& Performance

& Importance

Averege evaluatiot
o P N W b OO N

A |

T R T T
DD
[ s s )

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22

Criterion

Source: author’s calculations and design according to Palmer, 2007
Fig. 4.2. Importance-performance analysis matrix of the 22 criteria
forming the five quality dimensions of LRATC training service

Considering the character of a training service, which has a more
complicated essence than a tangible commodity, as in service there are
integrated both several tangibles and intangible characters, which are equally
important to the customer, the author concludes that importance-performance
matrix in a particular situation does not provide sufficiently clear understanding
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of gaps in the present quality. Obviously, this method enables to detect them
only in cases if quality is seriously low (extensive quality improvement is
necessary) or exceedingly high, (the present quality level is unsubstantiated
high, which remarkably exceeds customers’ expectations).

4.3. Comparison of LRATC Zemgale Customers’ Survey Results with the
National Scale Results

To test SERVPERF, SERVQUAL and IPA models for evaluation of
service quality evaluation at LRATC Zemgale, the author used the same set of
instruments as described in Chapter 4.1.

For identification of the problem areas of LRATC training services’
performance, the author surveyed three different size farms of Zemgale region
and one middle-size processing company. The survey results revealed that all
the four experts have different expectations regarding the LRATC training
service quality. The most distinctive differences were detected among the
expectations of the representatives of a small farm and commercial farms. In
general, the representative of a small farm demonstrated more tolerant attitude
to different service quality gaps. Moreover, the representative praised the
possibility to access to the state subsidized training services, which she would
not be able to pay herself. Whereas, a middle-size farm and a large farm
representatives were more critical of some gaps in training service quality,
which according to their view point, exist. The fact, that both the
representatives of a middle-size and large commercial farms are founders and
active members of agricultural services’ cooperatives and farmers’
organizations, gives evidence that larger commercial farms have wider
possibilities to receive high level training services in their cooperatives and
organizations, which often provide more precise and useful information for the
particular agricultural industry.

In general, the middle size and the large size farms most often have been
disappointed with the course lecturer’s qualification and have not been
convinced of being able to use the obtained knowledge in practice. Also
regarding the responsiveness, reliability and assurance evaluation shows that
the large farm’s expectations of these aspects have not been met. However, the
expectations of the middle size farm have been met.

The representative of the small farm has been fully satisfied with
responsiveness of LRATC training services’ provider. Whereas, the processing
enterprise has been almost fully satisfied. The evaluation of the Dimension 4
demonstrates that all the respondents have been disappointed of the service
providers’ competence. The Dimension 5 (empathy) illustrates to what extent
LRATC understands its customers’ needs and how well reacts to the
implementation of customers’ specific needs. In addition, in this aspect several
criteria have been important to the customers but LRATC has not managed to
implement them fully (see Table 4.3).
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Table 4.3.
Comparison of the training service expected quality with its real
performance quality in Zemgale farmers’ and entrepreneurs’ evaluation

(A%, BY)
Gimension | o arm | commergialfarm | farm | Prosessing enterprise
No. B A B-A B A | B-A B| A [BA B A B-A
1 5 2 3 6 6 0 6 6 0 3 6 -3
2 6 5 1 4 5 -1 6 7 -1 7 7
3 7 7 0 5 6 -1 6 7 -1 7 7
4. 7 7 0 5 7 -2 6 7 -1 7 7 0
Dimension 1 25 21 4 20 24 -4 24 | 27 -3 24 27 -3
5. 6 4 2 5 6 -1 6 7 -1 7 7 0
6. 6 4 2 6 6 0 6 7 -1 7 7 0
7. 7 7 0 6 7 -1 6 7 -1 7 7 0
8. 7 7 0 5 7 -2 2 7 -5 7 7 0
9. 7 7 0 5 3 2 6 6 0 6 6 0
Dimension 2 33 29 4 27 29 -2 26 | 34 -8 34 34 0
10. 6 6 0 6 7 -1 6 7 -1 6 7 -1
11. 2 5 3 6 5 1 6 7 -1 7 7 0
12. 7 7 0 6 7 -1 3 7 -4 7 7
13. 7 7 0 6 6 0 6 7 -1 6 7 -1
Dimension 3 25 22 3 24 25 -1 21 | 28 -7 26 28 -2
14. 7 7 0 5 7 -2 6 7 -1 6 7 -1
15. 5 6 -1 6 6 0 6 7 -1 6 7 -1
16. 7 7 0 7 7 0 7 7 0 7 7 0
17. 7 7 0 7 7 0 6 7 -1 5 7 -2
Dimension 4 26 27 -1 25 27 -2 25 | 28 -3 24 28 -4
18. 6 7 -1 6 6 0 6 7 -1 5 7 -2
19. 7 6 1 6 7 -1 5 6 -1 5 6 -1
20. 6 6 0 6 6 0 4 6 -2 6 6 0
21. 6 6 0 6 6 0 6 7 -1 6 7 -1
22. 4 -4 6 5 1 6 7 -1 7 7 0
Dimension 5 25 29 -4 30 30 0 27 | 33 -6 29 33 -4

Source: Author’s calculations, according to the survey data

The middle size farm is fully satisfied, but the most disappointed is the
large farm owner. Consequently, LRATC should analyze the reasons of such a
situation when the representatives of the above-mentioned farms have been
disappointed in the performance of the particular criteria. It would also be

® Expectations of the training service quality
® Real performance of the training service quality
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advisable to continue the differentiation of the services, placing customers’
needs in the first place and subordinate different possibilities of service
provision to these needs.

In the second part of the research, the author analyzed evaluations of the
training service quality assigned by two training groups in Zemgale region. The
research combined average importance evaluations for each quality dimension
(1. — 5.736; 2. — 6.244; 3. — 6.111; 4. — 5.875; 5. — 5.967) and performance
evaluations (5.708; 6.378; 6.208; 5.569 and 5.956).

They were illustrated according to Palmer’s quadrant analysis
methodology in an importance-performance matrix. The author plotted the
average importance-performance values in the appropriate quadrant of the
matrix. Also in this research all the five quality dimensions located in the top
right-hand quadrant, which means that the evaluations of the five quality
dimensions’ importance closely matches to the performance evaluations of
LRATC services. Consequently, service quality of all the dimensions should be
maintained on the same level as before.

To obtain a more precise overview of Zemgale respondents’ importance
and performance evaluations regarding training services quality, the author
plotted all average evaluations of the 22 criteria in the importance-performance
quadrant (see Figure 4.3.), which shows that the match of both importance and
performance values is close.

Dimension 1 (1-4) Dimension 2 (5-9) Dimension 3 (10-13) Dimension 4 (14-17) Dimension 5 (18-22)

® Average importance
Average performance

Average eveluatior

Criterion

Source : author’s design according to Palmer, 2007

Fig. 4.3. Importance-performance analysis matrix of the 22 criteria

forming the five quality dimensions of LRATC training service in

Zemgale region

High average values of the criterion 14 and 15 of the Dimension 4 give
evidence that the customers of the particular training groups even were
agreeably surprised of lecturer’s competence and professionalism, which turned
out to be on higher level than it was expected (criterion 14 — average
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importance value is 5.389, but performance is 6.11; criterion 15 accordingly —
5. 611 and 6.556).

In comparison with the total aggregated data of Latvia regions all average
importance values of the quality dimensions are higher. If the average values of
the five dimensions of training service quality in Latvia regions are located in
the diapason from 4.726 to 5.888, then in Zemgale region they are in the
diapason from 5.736 to 6,244.

Dimension 3 Dimension 4 Dimension 5
10-13 14-17 18-22

Dimension 1 Dimension 2

~

o

3]

~

B Average importance in Zemgale
8 Average importance in Latvia

w

o

-

Average eveluations of importanc

o

12 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17. 18 19. 20. 21 22

Criterion

Source: author’s design and calculations according to Palmer, 2007
Fig. 4.4. Comparison of the LRATC training services’ 22 quality
criteria importance in Latvia and Zemgale

It means that in Zemgale customers have higher demands regarding
training services’ quality than on average in Latvia (see Figure 4.4.).

As it was already detected before, the customers of all Latvia regions have
claimed the quality Dimension 2 (dependability, accurate performance) as the
most important, which was assigned an average value 5.888. Whereas, the
least important is Dimension 5 (empathy, good communication, customer
understanding), which was assigned an average value 4.726.

Zemgale customers have similarly assigned the highest importance to
Dimension 2, which has an average value 6.244; but the lowest value has been
assigned to Dimension 1 (tangibles) — 5.736.

The SERVPERF evaluations also give evidence of the higher level of
performance in Zemgale (See Figure 4.5.).

According to the information illustrated in Figure 4.5., the performance of
all the quality criteria in Zemgale is on higher level, except criterion 3
(provision of printed training materials), criterion 7 (lecturer’s qualification),
criterion 9 (assurance of the course certificate) and 13 (lecturer’s willingness to
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provide individual consultations), which all have been assigned only slightly
lower evaluations.

Dimension 1 Dimension 2 Dimension 3 Dimension 4 Dimension 5
10-13 18-22

® Average performance in Zemgale
B Average performance in Latvia

Average eveluation of performanc
o Rk N W & O o N ®

1 2 3 4 5 6 7 8 9 100 11 12 13 14 15 16 17. 18 19. 20. 21. 22
Criterion

Source: author’s design and calculations according to Palmer, 2007
Fig. 4.5. Comparison of the LRATC training services’ 22 quality criteria
performance in Latvia and Zemgale

After comparison of the research results in Latvia and Zemgale the author
detected that in Zemgale the difference between the average importance and
performance values is less and almost matches in all the dimensions, i.e.,
importance and real performance values are located very close to each other.
The representatives of larger farms are much busier with organizing the work in
their farms, and if they find time to attend courses or seminars then are much
more critical of the training services’ quality gaps, which enforces advisory
centres in Zemgale to work with more effort than in other regions. Such a
situation complies with the view point of LRATC Head of Further Education
and Zemgale RAO - in Zemgale there is the toughest competition, which
enforces Zemgale representatives to work more assiduously trying to improve
service quality according to the customers’ demands.

The high importance and performance values’ effect in the research could
also been caused by the active work of large farmers’ cooperatives and
organizations in Zemgale, which unify and motivate farmers and rural
entrepreneurs to aspire for high quality services. Finally, LLU also has a
significant role in the region, as a big part of its graduates are those farmers and
rural entrepreneurs who after the graduation from agricultural higher education
programs have higher demands and who are more critical of gaps in training
services, which all results in higher quality demands to LRATC.

4.4. Customer-Guided Training Services’ Quality Assurance Model

Considering the advantages and disadvantages of the service quality
evaluation models described in the previous chapters, the author concludes that
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all the three models described before can assist LRATC service providers to
evaluate and ensure the quality level of their services.

For the customer-guided training services’ quality assurance at rural
advisory centres the author proposes to use a composite model, which
combines both evaluation of customers’ expectations regarding the service,
evaluation of importance of the service quality criteria and finally evaluation of
the real service performance after the receiving of a service.

Considering the experience accumulated during the previous researches
and taking into account the possibilities of the rural advisory and training
services’ promotion and provision, the author holds a view that in reality it iS
possible to detect customers’ expectations before the service. The Head of
LRATC Further Education Department admits that also LRATC employees
have already found out that detecting of customers’ expectations could
remarkably improve the existing quality evaluation system. Therefore, the first
elaboration foreruns for its implementation in practice have already been made.
Since most of LRATC customers are active users of LRATC website and
regularly follows its news, the application for its organized courses takes place
electronically, which enables LRATC to receive apart from customer’s
demographic and social data, also customer’s expectations regarding the
services he/she applies.

The author according to SERVQUAL model methodology personally
surveyed the customers shortly before the beginning of the course in the study
room. It took approximately 5-7 minutes. Such a survey in presence ensures
100% filling in questionnaires and a possibility to answer questions (if such
occur) about the questionnaires’ content and marking of statements. In the
author’s opinion, also the possibility to have a neutral person as a survey
conductor has been successful. Firstly, the Head of LRATC Further Education
admitted that in situations, when the lecturer of the course personally conducts
the survey after the course, customers often feel uncomfortable to assign low
evaluations. Secondly, many training services are subsidized by the state and
customers do not pay the real charges of these services. Thus, this factor
restrains customers to be honest in the evaluation of services, especially if the
survey is conducted by a well-known and familiar LRATC officer who has
often been in contact with the customer. In such a situation the customer might
have doubts of being ignored next time when there could arise a possibility to
apply for free of charge courses (especially if the number of course listeners
would be limited).

Finally, the Head of LRATC Further Education admits that the lecturers’
dishonesty falsifying the survey results could occur. Therefore, the author and
the Head of LRATC agree that the conducting of the survey should be
delegated to a neutral person.

Considering the author’s experience during all the stages of the research
and recommendations of LRATC employees, the author has developed the
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Model for Improving Customers’ Satisfaction with the Quality of a Training
Service (See Figure 4.6).

Announcement about a new extension service at a rural advisory centre

v

Detection of customers’ expectations regarding the planned
training service (SERVQUAL)

v

Comparison of customers’ expectations and service
provider’s potentialities

«7."...1. The demand-supply. . . 7>
: '.:.:.:.:.:Ct_)mpl.ignce.:.:.:.:.:.'.'

Does not comply Comply
Postpone the training service Implementation of the training service
until the adequate quality level
is ensured v

Assessment of customers’ satisfaction
after the service (SERVPERF)

v

Detection of the difference between the real service performance and customers’
expectations (residual between SERVPERF and SERVQUAL average
evaluations)

IPA grid application for decision taking regarding the further measures to be
taken for assurance of customer-guided quality maintenance

Source: Author’s construction
Fig. 4.6. Customer-guided training services’ quality assurance model

Each training service starts with an announcement of the time and place of
the course, included themes and lecturers. After that, customers actively start to
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take interest and apply for the course listeners’ places. In the author’s opinion
at this period, apart from giving information, actively encouraging customers to
apply and answering their questions about the course themes, it is also highly
relevant to accumulate information from customers. Therefore, customers
should be requested to be responsive and collaborate in the process of
specification of the course issues, supplementing them and giving their
suggestions regarding the timing of the course, length of lectures and wishes
regarding the lecturers. One of the preconditions on the customer’s registration
for the training service could be filling in the questionnaire (electronically, by
telephone or in person before the course). After this procedure, the customers’
wishes and capabilities of the course provider should be compared.

In situations, when customers’ expectations of particular criteria of the
service are higher than the service provider can ensure, it would be necessary to
assess, how important the presence of these criteria is in the total service
product applying hierarchical analysis. Hierarchical analysis helps to detect, if
the presence of each particular criterion is or is not important to the customer. If
the particular criterion turns out to be important, then it would be advisable to
postpone the training service and try to ensure its provision on the appropriate
level. Hereby, the author adds that shortly before the service provision it is
almost impossible and rather can be useful for the planning of next course
organization. Nevertheless, it is still a benefit, as in such a situation the service
provider can explain customers the reasons of the service gaps and discuss with
them further possibilities, how to eliminate them.

In situations, when customers’ expectations match with capabilities of the
service provider or do not exceed them, the course can take place according to
the plan and after the course; customers’ survey should be conducted. In the
survey — expectations, importance and performance regarding the service
quality should be detected. This enables the service provider to perform
importance-performance analysis and obtain an overview of the quality
condition of the service and further steps to be taken for the maintenance of the
customer-guided quality.

According to the theoretical description of the service quality models and
as shown in Figure 4.6., such a customer-guided model for improvement of
service quality is universal enough to be used with little adjustments in the
questionnaires also for the quality evaluation of other services apart of training.

The author ascertained with this possibility personally, while in scope of
her study work at LLU, delivered “Marketing” lectures and surveyed her
students’ quality expectations and evaluation of the real performance of the
course in the study year 2009/2010. Therefore, the author concludes that
service quality evaluation models are easy to adapt for the practical evaluation
of training services and helps service provider to improve the quality
dimensions, which systematically furthers the improvement of customer-guided

service quality.
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MAIN CONCLUSIONS

In a modern society, the amount of services’ use is gradually overcoming
the use of different other benefits becoming influential providers of
functions highly relevant to the national economy. Nowadays, availability
of services is a significant indicator of life quality. These driving forces
activate service providers to improve their service supply making services
more precisely guided to the customer, available, efficient and qualitative.
Statistical quality control methods, which are widely applied in
manufacturing for measuring the quality of goods, can seldom be used in
service industries. Therefore, in service industries it is necessary to
introduce quality evaluation methods, which instead of quantitative
measurements use evaluations. Nowadays, analysts of service industries
develop methodologies, which combine different models for service
quality evaluation.

It is important for a service provider to obtain not only a retrospective
evaluation of customer’s satisfaction with the service, but also customer’s
expectations before the service. It is essential for service providers to find
out if customers’ expectations are delivered, undelivered or exceeded.

The countries have used different models of rural advisory and training
service provision. Each country’s model has developed under specific
historical and economic conditions, its ultimate formation has been
developed according these particular conditions and has been adapted to
particular variables of the country’s agricultural environment.

Rural advisory and training services are of crucial importance to the food
production, stimulating economic growth increasing the welfare of farm
families and rural people, reducing poverty and social inequalities,
sustainable use of natural resources. Consequently, the role and functions
of rural advisory and training services must be seen in relation to a
country’s overall socio-economic situation of different population groups,
and the government policies adapted by a country for rural development
and agriculture.

As knowledge is a significant driving force of economics, then in order to
ensure the development of all regions, availability of qualitative training
services is highly relevant alongside with many other factors furthering
development. The author has performed analysis of social and economic
factors in Latvia regions using Pearson’s correlation coefficient method.
The study of relationship of farm owners with higher or secondary
professional agricultural education with other factors gives evidence that
higher education level implies lower level of unemployment. Therefore, in
Latvia regions it is highly relevant to provide qualitative education and
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training services, which are customer-guided, to eliminate further
urbanization and emigration.

The author’s preliminary survey gives evidence that according to
respondents’ (farmers and rural entrepreneurs’) view point the best
providers of further education services necessary for rural population are
LRATC regional offices and those higher education establishments in the
regions, which offer further education course themes guided to
improvement and supplement of practical knowledge of rural population.
Rural advisory centres in Zemgale work in a tough competition
environment caused by merchants working with foreign capital, large
agricultural cooperatives and LLU. This enforces LRATC additionally to
already existing quality assurance systems to search for new possibilities,
how to make services more guided to the customers.

SERVPERF model provides over approximate evaluations of LRATC
training services’ quality evaluations, which could be regarded by the
management as the case might be — as good and insufficient at the same
time, or even simpler — as optimal. Therefore, the obtained research results
provide insufficient understanding of activities to be implemented to
improve the service quality.

SERVQUAL model precisely indicates those criteria of LRATC service
quality, which had lower performance level than customers had expected.
In a particular situation, it regards training classrooms, comfort, usefulness
of information received during the training, regular provision of
information about the topicalities, kind attitude of the service provider’s
staff, and the willingness of the service provider to help customers to clear
up uncertainties, as well as advantageous place location of the training
courses. According to the methodology of SERVQUAL evaluation, it
means that these are problem areas of the service provider.

SERVPERF model also reflects those areas, where the service provider
over delivers its services, i.e., is doing its utmost to meet the needs of the
customers, although in reality the customers never expect that their needs
would be met completely or which even turns out to be insignificant to
them. According to the research results, the majority of LRATC service
quality real performance criterions exceed the expected ones: assurance of
the document certifying the course attendance; willingness of the staff to
satisfy customers’ needs and readiness of the lecturers to satisfy specific
needs of the customers. However, in scope of SERVQUAL research the
author found out that the largest deviation, i.e., -1.2. grades was yet
detected in the direction of undelivered expectations (the maximal
deviation in the direction of over delivered or exceeded expectations is 0.9.
grades). Consequently, the priority of the service provider is to find out
why exactly in this service quality dimension (i.e., tangibles) customers’
expectations have been higher than real performance of the service.
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In scope of the approbation of the service quality importance-performance
evaluation model, the author plotted the research results in matrix
according to Palmer’s methodology and detected that the five quality
dimensions have concentrated in the top-right quadrant, which means that
the five quality importance values comply with LRATC service
performance evaluations. Consequently, the quality level is adequate for
the particular conditions. The author considers that evaluation of LRATC
quality using only the importance-performance analysis model does not
provide sufficiently clear understanding of the gaps in the present quality.
Obviously, this method enables to detect them only in cases if the gaps are
very distinct.

The comparison of evaluation results of LRATC training services’ quality
importance-performance model in Latvia regions and Zemgale region
indicates that the average importance and performance values of all the
service quality dimensions are higher in Zemgale. It means that the
demands of Zemgale training services’ customers are higher than in Latvia
on average. The same regards the level of performance — in Zemgale it has
higher evaluations.

The differences between the research results of Latvia regions and the
results of Zemgale region could be explained by the fact that among all
Latvia regions Zemgale incorporates the second largest area of agricultural
land after Latgale. The fertile lands have always been a significant
advantage of the development of agricultural industries in this region.
Larger and prosperous farms are able to pay more for advisory and training
services, wherewith their requirements regarding the service quality are
higher, which enforces advisory centres in Zemgale to work with more
effort than in other regions. According to LRATC experts’ information,
Zemgale is also exposed to the toughest completion, which enforces
Zemgale representatives to work more assiduously trying to improve
service quality according to the customers’ demands.

The author’s developed model of customer-guided service quality
improvement is universal enough to be used with little adjustments in the
questionnaires also for the quality evaluation of other training services.
The model helps to obtain an overview of the provided quality condition of
the provided service and further measures to be taken for the customer-
guided quality maintenance, which systematically favours improvement of
customer-guided training services’ quality.



MAIN PROBLEMS AND THEIR
POSSIBLE SOLUTIONS

Problem No.1

LRATC, as an institution subordinated to the Ministry of Agriculture, is
subjected to the development and provision of from above initiative guided
services for rural Latvia. As the result, advisory and training services provided
at rural advisory centres are often more product-guided than customer-guided.
Possible solutions

1. It is important for the Ministry of Agriculture, in scope of planning its
further education activities in rural areas, to choose the themes of the
advisory and training programs considering the perspectives of farmers,
involving them in joint discussions and finding out the most topical issues
to be included in the training programs of rural advisory and centres.

2. The regional officers of rural advisory centres should take initiative to
establish customers’ boards in their regions, involving customers in the
process of service quality improvement.

Problem No.2
The supply of LRATC training services often overlap with the supply of

training courses offered by both regional higher educational establishments and
private and municipal educational establishments. Moreover, part of these
training services practically is not guided to obtaining knowledge in issues
interesting for rural population. This causes the situation when material and
human resources of LRATC are uselessly wasted.

Possible solution

The Further Education Department of LRATC and regional officers in the
process of developing a training service supply should more concentrate on
organizing of such educational events, which promote the interest in production
of agricultural produce for individual consumption or development of
agricultural business, eliminating further urbanization of emigration of rural
population.

Problem No.3

Insufficient access to information of farm owners and workers’ education
level and further education needs hinder the introduction of customer-guided
service quality provision at rural advisory centres.

Possible solution

LRATC, in collaboration with local municipalities and alongside with
analysis of the information aggregated by LR State Revenue Service, should
activate and systematically follow the demand trends for further education
services in particular population areas. Accordingly, appropriate further
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education supply intentionally harmonized for the particular territories should
be prepared by LRATC.
Problem No.4

The information resources of LRATC Further Education Department are
insufficient to evaluate on the national scale the dynamics of training services’
quality provided by rural advisory centres.
Possible solution

The LRATC management and National Rural Network specialists should
continue work at improvement of the joint LRATC customers’ database and
use this information for service quality assurance.

Problem No.5

The quality assurance program of rural advisory centres is narrowly
defined, basing on the internal certification and systematic retrospective
researches of customers’ satisfaction, which provides insufficient
understanding of the priorities regarding the improvement of service quality
dimensions.

Possible solutions

1. The providers of rural advisory services should use the composite model
for evaluation of rural advisory and training services’ quality, which
combines detection of the training services’ customer expectations and
capability of the service provider in the combination with the customer
demand — use of performance analysis for decision taking regarding the
further strategy of the training services’ quality.

2. LRATC Department of Further Education should co-ordinate the
cooperation among the rural advisory centres of the regions providing
them a methodological support and regularly supplementing the composite
quality assurance model with additional criteria to be included in the model
or updating the existing criteria according to customers’ recommendations,
as the system of quality evaluation has to develop alongside with changes
of external environment.

Problem No.6
Despite having a regular feedback on customers’ satisfaction, rural

advisory centres seldom perform professional researches of such information.

Therefore, the quality improvement problems of professional services are not

enough activated.

Possible solution

LRATC management should more collaborate with scientific institutions
involving the specialists of appropriate industries not only for investigation of
the training services’ quality problems, but also for investigation of quality
issues of the practical agricultural advisory services.
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STATEMENTS

The tasks, defined for the research of Ph.D. thesis have been accomplished
and the aim of the research has been achieved. The set hypothesis has been
proved.

The following qualitative and quantitative research methods have been
used for the accomplishment of the research tasks — monographic method,
method of analysis and synthesis, logically constructive method, Pearson’s
correlation coefficient method, hierarchical analysis method, statistical
methods  (SERVPERF and SERVQUAL interviews, surveys) and
importance-performance Palmer’s quadrant analysis method.

The Ph.D. thesis reveals the evolution of a service concept in the processes
of society development. The importance of rural advisory and training
services has been studied in the context of social and economic
development of Latvia regions.

The theoretical significance of the research grounds on the summarization
of the theoretical base of the world leading authors of service quality
evaluation methods, which provides a practical explanation how new
quality evaluation methods can be applied in the area of training services.
In scope of the practical research, including Latvia regions, the author’s
developed models for evaluation of LRATC training services’ quality were
approbated. The gaps of different quality evaluation systems were
detected; and the author has developed a customer-guided training
services’ quality assurance model.

The findings, obtained during the approbation of the theoretical quality
evaluation models, can practically be applied for the implementation of
Services’ quality assurance activities at rural advisory centres, as well as
educational establishments.

The author’s developed composite model for assurance of customer-guided
training services’ quality significantly facilitates the decision taking
process regarding the further measures to be taken for the maintenance of
customer-guided quality.
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