F15K| d F A Helga Sigurros Valgeirsdottir

Abstract

The object in this project is to research quality of services provided by The
Directorate of Fisheries in Iceland. The Directorate is responsible for implementing
government policy on fisheries management and handling of seafood products and
services around that. It will be tried to answer the question: “Is the Directorate
providing the quality services it has decided to provide?O

Services are complicated processes, put in the most simple terms, services
are deeds, processes and performances. In most angles of the society you can find
services but the genesis are different. Both private sector companies and public
services provide services thou it is built on different founding's. Private sector
companies are financed on their own but public services on government money and
their services are often provided because of law and regulations that need to be
supported by services. In past few years allot of public services has moved from
government and to private sector companies.

It is important that companies and public services understand the
expectations of their customers so they can fulfill them and provide quality services.
To do that they need good strategy. The directorate of Fisheries has recently been in
strategy planning with the Ministry of Fisheries in Iceland. The strategy has been
reformed after the idea of Balanced Scorecard Strategy planning. If the
implementation of the strategy will work like it is supposed to, The Directorate will
have administrative tool that measures the performance of the strategy it has
developed for it self and communication tool between executives and employees. This
project is derived from the measurement scale of reputation for The Directorate of
Fisheries in their Balanced Scorecard.

Attitude survey was made on registered ship owners. They where asked 24
questions about The directorate of Fisheries, it’s services and image. Results are
generally positive and ship owners are satisfied with the services provided, and it is
clear that The Directorate of Fisheries is providing the quality services it has decided
to provide. Trust and attitude towards The Directorate of Fisheries could be improved
and processes and visibility for the services need to be reconsidered to improve trust

toward it.
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Utdrattur

Tilgangur pessa verkefnis er ad kanna pjonustugeedi Fiskistofu. Fiskistofa er
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pjonustu og eftirlitsstofnun sem annast framkvaemd laga og sér um efirlit med stjorn
fiskveida. Leitast er vid ad svara spurningunni: “Uppfyllir Fiskistofa pau
pjonustugaedi sem hiin hefur sett sér ad uppfylla?0

bjonusta er flokinn ferill sem samanstendur af &tlunarverki, ferli og
frammistodu. Pjonustu er ad finna 4 flestum svidoum samfélagsins en tilkoma hennar
getur verid olik. Badi einkafyrirteeki og opinberar stofnanir veita pjonustu, p6 hin sé
byggd & 6likum grunni. Einkafyrirteekin stydjast vio eigid fjirmagn og geta valid
hvada pjonustu pau hafa i bodi en opinberar stofnanir eru reknar af rikisfé og pjonusta
peirra er oft tilkomin til ad pjonusta 16g og reglugerdir po svo pau hafi eitthvert val
um hvada pjonusta er i bodi. Undanfarin ar hefur mikid af pjonustu rikisins verid faerd
fra hinu opinbera og yfir til einkafyrirtekja og rekstur rikisfyrirtaekja likist sifellt
meira rekstri einkafyrirtekja.

Mikilvaegt er fyrir fyrirteki og stofnanir ad gera sér grein fyrir veentingum
vidskiptavina sinna til pess ad pau geti uppfyllt paer og verid med héa pjonustugazdi, til
bess purfa pau métada stetnu.

Fiskistofa hefur nylega skrifad undir drangurstjérnunarsamning vid
sjavaratvegsraduneytid unnid hefur verid ad uppferslu stefnu stofnunarinnar eftir
hugmyndafradi stefnumidads arangursmats. Takist innleiding pess sem skildi er
stofnunin med meliteki 4 framgang stefnunnar sem hun hefur sett sér, stjorntaki par
sem nidurstodur meaelinga gefa visbendingu um préun mala og samskiptateki vid
starfsfolk. Tilkoma verkefnisins kemur frd maelikvardanum ordstir i stefnumidudu
arangursmati Fiskistofu.

Framkvamd var vidhorfskdnnun medal Gtgerdaradila sem samanstod af 24
spurningum sem snua ad pjoénustu og imynd stofnunarinnar. Nidurstodur eru almennt
jékvaedar og utgerdaradilar sattir vid framkvaemd pjonustunnar sem i bodi er, 1jost er
a0 Fiskistofa uppfyllir pau pjonustugaedi sem hun hefur sett sér. Traust og vidhorf til
stofnunarinnar kom pokkalega ut en 1jost er ad fara parf yfir ferla og synileika
Fiskistofu med pad ad markmidi ad auka jakvaedni i hennar gard og efla traust.
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