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SUMMARY

One of the four basic values of the National Land Survey of Finland is to improve customer
satisfaction. The authors are responsible for a development project that defines ways of im-
proving customer satisfaction in land rearrangement activities (land consolidation) in Finland.
The project aims to look for communication-based and other means for implementing cus-
tomer-oriented ways to carry out land re-arrangement projects. In this project we have al-
ready established opinions on customer orientation among customers and those who work
with land rearrangements. At the same time the requirements that the implementation of cus-
tomer orientation will set on employees were established.

When using a customer-orientated approach, technical and judicial expertise is not enough as
such. It is also important to know the region, the culture of those living there and the history
of the region. Furthermore, the significance of social capital must be understood. The ap-
proach must be based on regional requirements. In addition, equality and fairness must be
emphasised. Integration of conflicting customer needs is a demanding task. This means that
negotiation and co-operation skills of surveyors have to be continuously improved. Thus, the
support and guidance provided by the working community becomes more important. Social
subjects should also be included in the basic training.

YHTEENVETO

Yksi Maanmittauslaitoksen neljasta perusarvosta on asiakastyytyvaisyys. Kirjoittajat ovat
vastuussa meneillddn olevasta kehittdmishankkeesta, joka méérittelee asiakastyytyvaisyyden
kehittdmistd tilusjérjestelyissd Suomessa. Hankkeen tarkoituksena on etsid viestinnallisia ja
muita keinoja asiakaslahtdisyyden toteuttamiseksi. Siind on selvitetty tyontekijoiden ja sidos-
ryhmien kasityksia asiakasl&dhtoisyydestd seké asiakaslahtdisyyden tyontekijoiden ammattitai-
dolle asettamia vaatimuksia. Tassa esitelldan asiaa paaosin néihin selvityksiin perustuen.

Kun toimitaan asiakaslahtdisesti, tekninen ja juridinen ammattitaito eivat yksin riitd. Tulee
tuntea alueella eldvien asukkaiden kulttuuri ja alueen historia. Lisdksi on ymmaérrettava sosi-
aalisen pddoman merkitys. Ty6tavan on lahdettdva alueellisista tarpeista ja sen tulee painottaa
tasa-arvoisuutta ja oikeudenmukaista kohtelua. Ristiriitaisten asiakastarpeiden yhteensovitta-
minen on vaativaa ty6td. Tamé& merkitsee maanmittareiden viestinta-, yhteistyo- ja neuvotte-
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lutaitojen korostumista. Talloin tuen ja ohjauksen tarve tydyhteisolta on entista tarkedmpéaa.
Myos peruskoulutukseen tulee ottaa mukaan ihmistieteellisia aineita.
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Implementation of Customer-Oriented Approach in Land Rearrangement
Activities (Land Consolidation) Changes Professional Abilities of Surveyors

Seija KOTILAINEN and Heikki SEPPANEN, Finland

1. INTRODUCTION
1.1 Land rearrangement strategy 2008-2013 of the Ministry of Agriculture and Forestry

In Finland the Ministry of Agriculture and Forestry controls the land rearrangement activities.
In 2007 a land rearrangement strategy for 2008-2013 was completed in the Ministry. What is
emphasised in the strategy is customer orientation. Land rearrangement activities must be
based on the needs of the customers. However, customer orientation does not mean the ful-
filment of all the needs of those involved in the project. The project must receive strong sup-
port and be regionally and economically profitable. (Ministry of Agriculture and Forestry
2007)

Arrangements are carried out effectively and economically in co-operation with different par-
ties, thus allocating the support of the society appropriately. The operation must strongly sup-
port the objectives of the society, such as the vitality of rural areas and diversified develop-
ment, environmental care and protection, and the improvement of traffic safety. (Ministry of
Agriculture and Forestry 2007)

The strategy emphasizes the importance of improving cooperation in the respective admini-
strations and towards essential parties. Drainage, flood control and water protection can be
mentioned as examples as well as environmental care and landscape preservation, environ-
mental protection and development of villages. Regarding the development of villages
authorities collaborate with residents, municipalities, provincial federations, T&E Centres
(Employment and Economic Development Centres), village communities etc. It seems that
the interests of more and more parties have to be considered and combined. (Ministry of Ag-
riculture and Forestry 2007)

The National Land Survey (NLS) is responsible for land rearrangement duties in Finland. The
NLS has four basic values, one of which being customer satisfaction. Even though the NLS
has obtained top grades in customer satisfaction surveys, the agency continuously wishes to
improve its services. Therefore the NLS introduced a project in 2007 for improving the cus-
tomer oriented land rearrangements. Improvement is the objective in the land rearrangement
strategy 2008-2013 of the Ministry of Agriculture and Forestry.
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1.2 Customer orientation in different time periods

Various needs have controlled land rearrangement activities at different times. From the cus-
tomer’s viewpoint the needs have changed the approaches to and applying procedure of land
rearrangements. In the 1990’s a single property owner or co-owner could institute proceed-
ings concerning land rearrangement that could be carried out regardless of how widely the di-
vision was supported. In addition, the authorities were able to start such proceedings, although
this possibility was used only once. The procedure was criticized because hearing those con-
cerned did not provide the result that the majority wished for. (Ministry of Agriculture and
Forestry 1996)

After the legal regulation change that became effective in 1997 a single property owner or co-
owner is still able to apply for land rearrangement. What was included in the regulation was
that if social projects are concerned then the executor of the project is able to apply for such
an arrangement. Also, in socially important issues a District Survey Office is able to institute
land rearrangement proceedings. The advantages gained of such an arrangement must exceed
the expenses and disadvantages of the procedure. If property owners agree on conducting ap-
propriate land rearrangements, then the procedure can be carried out, but only if the advan-
tages exceed the expenses. (Ministry of Agriculture and Forestry 1996)

The opinions of those involved must be emphasized when working out an economically ap-
propriate regional entity. The land rearrangement area has to include in addition to the estates
owned by the applicant, areas that should be incorporated thereto in order to achieve an ap-
propriate arrangement. If it is appropriate to incorporate certain areas, they may be included if
the owners in the specific areas do not object. This means that if a project encounters opposi-
tion, the project in question is not necessarily carried out. However, a qualified majority regu-
lation is not known in legislation. (Ministry of Agriculture and Forestry 1996)

In conclusion it may be noted that a single property owner or co-owner is competent to apply
for proceedings, but wide support is required of other property owners for carrying out the
project. At meetings each of those involved is entitled to represent his/her cause. In a meeting
the majority of those present may select one or more representatives to participate in the
preparation of issues to be discussed (the extent of the arrangement) and in the surveillance of
fundamental improvement work. (Real Estate Formation Act, 12 April 1995/554)

2. BASIC CONCEPTS OF CUSTOMER ORIENTATION

The concept of customer orientation is either understood as an end product that satisfies the
customer or as an approach that is applied to prepare the product. In the latter one the cus-
tomer supposedly participates in the production process. Applied to land rearrangements cus-
tomer orientation can be defined as the end result of the arrangement, or as the good quality of
the property structure. The customer orientation of the production process in turn refers to the
customer’s satisfaction with the performance of the different land rearrangement duties in-
cluding general duties, needs assessments and legal land surveys.
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The customer orientation of the production process may refer either to who is entitled to start
process proceedings or how participation, influence and decision-making are carried out in
the process. An important issue to consider in land rearrangements is whether the customer is
entitled to start proceedings, and when the issue is pending how the customer is able to par-
ticipate in and influence the proceedings.

Customer orientation can be more broadly understood in such a manner that it satisfies an in-
dividual, a community in the target region and an entire society. Applied to land rearrange-
ments this refers to the viewpoint of a single property owner or all property owners (including
residents) within the area and the viewpoint of the entire society. A well-executed land rear-
rangement tends to maximize the advantages of all parties.

Interest groups refer to all the parties involved in the project. The most essential interest
groups include landowners, residents in the area, officials, lessors and leesees, drainage com-
panies, compilers of road and drainage plans, contractors and suppliers, the producer associa-
tion, rail administration, road administration, T&E centres, the press, local radio, forestry cen-
tres, municipal authorities, rural advisory centres, environmental administration and the re-
gional council. The internal interest groups of this administrative sector include the Ministry
of Agriculture and Forestry, the central administration of the NLS, the management of Dis-
trict Survey Offices, the management of the land rearrangement process in District Survey Of-
fices, the land rearrangement teams. (Ministry of Agriculture and Forestry 2007)
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3. RESULTS OF THE ASSESSMENTS

The data used included the thesis "Customer-oriented land rearrangement” (Kristiina Wallius
2007) and an Intranet inquiry and interviews with eleven employees dealing with land rear-
rangements in the NLS.

3.1 General information about the inquiry
Approximately 80 employees handle land rearrangements either on full-time or part-time ba-

sis. The number of employees to respond to the inquiry was 58, the response rate thus being
72,5. Figure 1 shows that employees with very different job titles answered the inquiry.
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Figure 1. Job titles of those who answered the inquiry, in percentage

Almost 80 percent of the respondents have worked with land surveying duties for more than
15 years. However, less than 40 percent has gained experience from land rearrangement du-
ties. Experienced workers have recently started to work with land rearrangements. The re-
spondents were equally divided into categories according to experience. The classifications
used were: less than 2 years, 2-5 years, 5-15 years and over 15 years of experience from land
rearrangements. This classification was used in addition to the Job title classification for ana-
lysing the questions.

Approximately 90 percent faces the customer face to face and on the phone and merely a few
only on the phone or indirectly through documents (Figure 2). Encounters occur almost on a
daily basis, answered about 38 percent of the respondents. Approximately 39 percent of them
meet the customer less frequently than once a week.
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Character of customer encounters 1 Amost daily face to face

and on the phone

W Weekly face to face and
on the phone

#Fl Less frequently face to
face and on the phone

3 Almost daily on the phone
B Weekly on the phone

2 Less frequently on the
phone

O Weekly indirectly through
documents

O Less frequently through
documents

Figure 2. Character and frequency of customer encounters (humber of people)

The respondents are experienced land rearrangers. On average their work experience was 5-15
years. Principally they encounter the customer face to face and on the phone. Considering the
high response rate, the answers provide a reliable picture of the experience and conceptions of
land rearrangers.
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3.2 Components of the customer orientation concept

Table 1 shows what is generally thought of being important in land rearrangements and the
order of importance. The last column specifically shows the different components included in
customer orientation.

Table 1. Components and importance of the customer orientation concept and issues considered being
relevant (Internet inquiry, Wallius 2007, all components in the Internet inquiry in the order of impor-
tance are in italics.)

Component (Issue) Importance of | Importance of | Customer  orientation
the component, | the component | concept / Importance of
result of the|according to |the component, Wallius
inquiry Wallius

End result of survey 1(1) 2 6

Treatment and listening 2 (2) 1 1

Attitude / Implementation of|3 (3) 3 2

those performing the survey

Communication and information | 4 (4) 4 3

Perceive and realize wishes (5)

Social elements 5 (6) 6 4

Rapid implementation of proc-|(7)

ess

Voluntariness 6 (8) 5 5

Customer orientation is rather thought of as a process approach than an end result thereof. The
end result of land rearrangements is a sum of compromises, on which the interests of the re-
gional community and the entire society have their effect. Thus, the end result cannot be con-
sidered as a part of an individual-oriented customer orientation image of land rearrangements.
However, the end result (good property structure) is included in community-oriented and so-
ciety-oriented customer orientation images. The community-oriented customer orientation
image is based on the residents’ views, whereas the society-oriented customer orientation im-
age rests on the objectives of the entire society.

The views of landowners, other interest groups and those who work with land rearrangements
on the important duties of the customer orientation concept and land rearrangements are very
similar. Experience within the field does not seem to make a difference concerning the sig-
nificance of the components included in customer orientation (Figure 3). The job title classifi-
cation, however, shows some differences (Figure 4).
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Figure 3. Issues considered being of importance in land rearrangements. The responses are divided by
Experience in land rearrangements. (The closer the average of the responses is to 5 on the scale the
more important the respondent considers it to be.)
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Figure 4. Issues considered being of importance divided by Job titles (The closer the average of the
responses is to 5 on the scale the more important the respondent considers it to be.)

Respondents at manager level considered the rapid implementation of a process to be of im-

TS 8C - Land Consolidation 9/15
Seija Kotilainen and Heikki Seppénen

Implementation of Customer-Oriented Approach in Land Rearrangement Activities (Land Consolidation)
Changes Professional Abilities of Surveyors.

Integrating Generations
FIG Working Week 2008
Stockholm, Sweden 14-19 June 2008



portance. Correspondingly surveyors with a Master degree in surveying, those with a Bache-
lor’s degree in surveying and survey technicians considered it to be less important. One ex-
planation is that the time used for completing a process is an essential indicator of the land re-
arrangement process that the managers are monitoring. Surveyors with a Master degree in
surveying, those with a Bachelor’s degree in surveying and survey technicians have a differ-
ent view as they encounter the difficulties of the practical details and the complexity of the
work.

The opinions of the respondent groups varied on the significance of taking social elements
into account. Survey assistants and cartographers considered it important to take such factors
into account, whereas the respondents at the manager level were of a different opinion (Figure
3). The rapid implementation of a process is considered important but taking social elements
into account may endanger this.

Several of the respondents suggested that trust is something that affects the establishment of
customer relationships. Also the idea of expertise is important. Communication skills also af-
fect customer relationships and include: an ability to put oneself in the customer's position,
appreciative treatment and systematic handling. All responses explained in this chapter can be
considered to complement ”"The attitude of the surveyor and other staff members”. If this
component functions properly, confidentiality is created and the land surveyor gives a good
learned impression.

3.3 Results of the interviews

The most important components that came up in the interviews for creating good customer re-
lationships were very much in line with the results of the inquiry. Customer orientation is a
multidimensional entity, in which different components affect one another. Such components
include:

- Basic information and preparation

- Listening to customers

- Providing information and communication (referred to as information and communi-
cation in the inquiry)

Basic information and preparation emerged from the interviews. Adequate preparation of the
issue at hand was considered as the basis for successfully confronting a customer. Information
creates certainty and provides the conditions to treat the customer fairly and impartially and to
take the customer’s needs into account. Social studies have been totally excluded from the ba-
sic training. The lack of such studies was considered as a difficulty in the beginning of the ca-
reer. What was also considered to be important was the knowledge of regional circumstances:
knowledge of local history and the social network and characteristics are required to success-
fully implement land rearrangements.
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4. MEASURES TO IMPROVE THE SITUATION

Training and more discussions in the own team were suggested as some of the measures to
assure customer orientation. The situation can be improved by increasing information and
improving communication.

Figure 5 shows the responses to this question according to respective job titles.
Correspondingly Figure 6 shows how work experience affects the views on which measures
are considered to be necessary. Those who have responded using other job titles (manager
level) seem to consider increasing discussions within the teams less important than the
employees placed in the other categories. The division based on experience shows that those
having more than 15 years of experience generally regard the necessity of development most
critically. Instructions are suggested as the worst development measure.
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Figure 5. Division according to job titles. Measures to improve the situation (The closer the average
of the responses is to 3 on the scale the more important the respondent considers it to be.)
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Figure 6. Division based on experience. Measure to improve the situation. (The closer the average of
the responses is to 3 on the scale the more important the respondent considers it to be.)

Almost half of the respondents considered the current communication to be adequate. More
than 20 percent of the respondents described communication as something “that serves the
needs of all parties” and correspondingly about 20 percent thought that communication was
insufficient.

Seven percent of the respondents said that communication might occasionally be even harm-
ful, thus referring particularly to negative newspaper articles. In the open comments given in
connection with this question communication was specifically associated with newspaper ar-
ticles, the significance of which was emphasized. Well-written articles increase knowledge
and amend incorrect conceptions.
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5. ORGANIZATION OF IMPROVEMENTS

Improvements associated with customer orientation and harmonization of approaches are re-
quired at all levels (Figure 7). To improve the abilities of individual employees is very impor-

tant.

Organization of improvements
Processing of

customer Improving the
issuesat — ] abilities of
agency level > individual
18 % employees
Processing of 30 %
customer
issues in
respective
units
13 % .
Processing of Processing of
customer ‘\ Qustomgr
issues at issues in
process ~__ j,\ ref:aer(;t;ve
meetings — ol
23 %

Figure 7. Which organizational level plays an important part when renewing land rearrangements so
that the needs of the customers are taken into account and the approaches are harmonized?

6.POST-PROCESSING OF DIFFICULT CUSTOMER SITUATIONS AND PROCESS-
ING EXPERIENCES

Approximately 64 percent of respondents announced that they had been involved in difficult
customer situations. Half of them (29 respondents) explained that they are still processing
those situations. More than half of the respondents said that they had shared their experiences
with colleagues or in their teams. Experiences are less frequently processed outside the own
working community. The result indicates that the approaches of the working community
should support handling of difficult customer situations.
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7. CONCLUSIONS

According to the land rearrangement strategy of the Ministry of Agriculture and Forestry the
use of land rearrangements should be based on landowners’ needs and on one’s own wishes.
What is emphasized in addition to customer-oriented thinking is the improvement of co-
operative structures within the respective administration and towards other parties. In the fu-
ture the interest of a number of parties are to be considered and combined.

The individual-oriented customer orientation image comprises communication and informa-
tion on the project, listening to those involved and establishing needs and desires, impartial
treatment and fairness, justification of decisions and making participation possible. The com-
munity-oriented customer orientation image complements this by including mediation in the
approach. Such a customer orientation image also comprises enabling co-operation, utilization
of information and expertise, and taking the social elements of the target region into account.
It is all about the process approach. When the society-oriented customer orientation image is
considered in association with the two previous ones, then the objective to achieve a good end
result, property structure, is included in the image. For carrying out such an image one has to
consider in addition to the objectives of the landowners and the residents, the efficiency and
economy of the process, the climate change, the maintenance of biodiversity, the cultural heri-
tage and the regional vitality, i.e. common needs of a society.

Conflicts have occurred between the customer orientation images, which should be settled op-
timally to form an entity during the arrangements. This means that information and expertise
on social sciences are required in land rearrangement duties. Information is needed on the cul-
ture and history of the region and on human behaviour in general. Communication, co-
operation and negotiation skills are of importance. The basic training and job training should
include such information. At work the primary measures to improve such skills include dis-
cussions and training. Improvements are to be carried out at all levels of the organization, at
team, process and agency level.
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