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SUMMARY 

This chapter contains the main data obtain in the study with the goal of determining the indicators Outreach 

and Effectiveness of the organizations ODIMM and MIEPO. 

For the first survey performed in 2015, the outreach of ODIMM among target companies represents 6%. In 

2018 the outreach diminished by 2%. In relation with the same indicator for MIEPO, in the first survey 

performed in 2015 in constituted 0% (none of the questioned exporters benefitted from MIEPO services), 

share equal to the current situation where in 2017 none of the exporters benefitted from MIEPO programs, 

share conditioned also by the smaller number of exporters questioned in this survey. 

Analyzing the effectiveness of the ODIMM and MIEPO organizations, is noticed an increasing tendency of the 

shares of beneficiaries who are very satisfied with the activity of these organizations. For the ODIMM 

organization is registered a share of 79% of beneficiaries from 2017 who are very satisfied with the activity 

of the organization, 3 p.p. more than those in 2016. Compared to the baseline (2015), the share of those who 

are very satisfied with the ODIMM organization has increased by 6%. For the MIEPO organization was 

highlighted a share of 65% beneficiaries who were very satisfied with MIEPO activity. Analyzing the tendency 

of this share is noticed an increase of 6 p.p. of the level of satisfaction of beneficiaries from 2017 compared to 

those from the previous year. Compared to the baseline (2015), the share of beneficiaries who are very 

satisfied with MIEPO activity has increased by 1%. 

Indicators Outreach and Effectiveness in 2018 (beneficiaries 2017) 

Indicator Name Measuring Unit Current Study (2018) 

Increased ODIMM outreach % 4 

Increased ODIMM effectiveness % 79 

Increased MIEPO outreach % 0 

Increased MIEPO effectiveness % 65 

General aspects 

A share of 60% of the participants in the 2018 survey hold positions of director, administrator or have the 

title of owner of an enterprise. About 33% of respondents have the position of accountant in a company. 

Compared to previous surveys, the share of directors and administrators has increased. 

In 2018, 16% are importers to Moldova. At the same time, about 2% of the participants practice export 

activity, and 5% are importers and exporters. 

ODIMM – Evaluation of the opinion of Small and Medium Enterprises 

In 2018, the Net Promoter Score of ODIMM constitutes 86 points, this being considered an excellent score. 

NPS is an indicator used for measuring loyalty and measure to which beneficiaries of certain services would 

recommend their use to friends and acquaintances. ODIMM NPS among beneficiaries from 2017 is 5 points 

higher than among beneficiaries from 2016.  

Among ODIMM beneficiaries, 79% are very satisfied with the activity of this organization, and 20% say they 

are satisfied with ODIMM activity on a mark of 4 (where 1 – very dissatisfied and 5 – very satisfied). At the 

same time, to a greater extent the respondents are satisfied with the benevolent attitude of employees – 95% 

and receptivity and willingness to help of employees – 94%. 
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In the study of ODIMM beneficiaries from 2017, 57% are beneficiaries of the program “Pare 1+1”, 15% each 

are registered by beneficiaries of GEA and PNAET programs. About 91% of the “Pare 1+1” program 

beneficiaries were very satisfied with the services of this program. 

Among the beneficiaries of the program “Pare 1+1” about 20% mentioned that it was very easy to access this 

program. At the same time, among the beneficiaries of the PNAET program, 36% consider it is very easy to 

access financing via this program.  

Half of the GEA program beneficiaries, to a great extent apply further the knowledge obtained within the 

program. At the same time, a half of the PNAET program beneficiaries apply to some extent the knowledge 

obtained within the programs. 

Among ODIMM programs beneficiaries in 2017, about 85% of the beneficiaries of the program “Pare 1+1” 

have mentioned that due to the ODIMM organization their business has grown. At the same time, 86% who 

benefitted from the PNAET program have indicated the same. GEA beneficiaries mentioned less that thanks to 

ODIMM their business has grown – 64%. 

A share of 43% of the beneficiaries of the “Pare 1+1” program became members of business associations as a 

result of interaction with ODIMM. About 21% were registered by PNAET and GEA beneficiaries who became 

members of specialized associations. 

MIEPO – Evaluation of the opinion of exporters 

Data about MIEPO may vary considerably compared to ODIMM data due to at least a few factors:  

 Small sample where each answer of a respondent has a greater influence on the result (because the 

target segment of MIEPO are exporting companies (30 companies in the survey) the share of which is 

lower than in the case of the target segment of ODIMM (small and medium enterprises) – 408 

companies in the survey). 

 The number of exporters in the Republic of Moldova is lower than the number of small and medium 

enterprises, so the MIEPO effort to reach a certain share of companies is smaller compared to 

ODIMM. 

About 17% of the exporters who participated in the survey in 2018 know about MIEPO, and 23% have heard 

about this organization but do not know details. Thus, the share of exporting companies who heard in 2018 

about MIEPO is 7 p.p. lower than exporters questioned in 2017. 

MIEPO – Evaluation of the opinion of beneficiaries from services and programs of the organization 

As a result of evaluation of MIEPO beneficiaries from 2017, MIEPO Net Promoter Score represents 71 points. 

Thus, compared to beneficiaries from 2016, NPS decreased by 7 points, the score is influenced by the 

presence of 71% of persons who would recommend the services of the organization. 

Among MIEPO beneficiaries from 2017, 65% are very satisfied with the organization activity. Compared to 

the beneficiaries from 2016, the share of the level of satisfaction has increased by six p.p. The most 

appreciated aspect of the interaction with MIEPO is the benevolent attitude of employees and their level of 

professionalism.  

Most of the MIEPO beneficiaries from 2017 benefitted from the organizations and ensuring of participation in 

events in the country and abroad – 88%, share lower by 5 p.p. compared to the beneficiaries of the same 
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program in 2016. The smallest share of 31% is registered by the persons who benefitted from seminars and 

training courses. 

Among MIEPO beneficiaries from 2017, 75% established partnerships as a result of benefitting from MIEPO 

services. Also, 69% have concluded at least one contract and 38% have achieved at least one investment 

project as a result of collaborating with MIEPO. 

Per general, 75% of MIEPO beneficiaries mentioned that thanks to the organization their business has grown. 

Cross-border trade 

About 12% of the exporters from Moldova, who participated in the 2018 study, declare that they have good 

knowledge about the customs procedures from the EU, 10 p.p. less think the same about the customs 

procedures from the RM. A share of 30% of exporters mentioned the payment of duty procedure at export, 

share 24% higher than the opinion of exporters questioned in 2017. 
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INTRODUCTION 

This study was performed by the company Magenta Consulting in collaboration with the Ministry of 

Economy, with the UIPAC project (World Bank Competitiveness Enhancement Project Implementation Unit), 

ODIMM (Organization for the Development of the Small and Medium Enterprises Sector) and MIEPO 

(Organization for the Attraction of Investments and Export Promotion). 

i.1 Goal and objectives of the study 

The primary goal of the study was in evaluating the Outreach and Effectiveness indicators of the ODIMM and 

MIEPO organizations. 

BASELINE INDICATORS: 

• Outreach – is perceived as evaluation of the outreach which is measured in indicators such as 

notoriety, level of use, incidence etc. 

• Effectiveness – is perceived as evaluation of the activity of an institution. In order to evaluate 

effectiveness were suggested for evaluation aspects related to loyalty, satisfaction with the interaction of 

institution employees, satisfaction with the offered services/ programs, easiness of applying, impact on 

business, utility of services, etc. 

Audiences:  

 Outreach Audiences Effectiveness Audiences 

ODIMM All Small and Medium Enterprises ODIMM beneficiaries from 2017 

MIEPO Exporters MIEPO beneficiaries from 2017 

i.2 Applied methodology 

The methodology was elaborated following the interviews carried out with representatives of institutions 

targeted in this study. The questionnaire was elaborated by Magenta Consulting together with MIEPO, 

ODIMM, UIPAC and the Ministry of Economy within discussions where necessary aspects were established for 

evaluation. The questionnaire was elaborated based on suggestions and feedbacks of involved institutions.  

Testing the questionnaire 

20 interviews were performed in order to test (pilot) the proposed questionnaire both with inhabitants of 

urban areas and rural areas. It was tested both in Romanian and Russian. Questionnaire piloting was 

performed together with a senior consultant who besides the aspects related to the questionnaire also tested 

aspects related to the selection of the respondent. Interviewing was performed by a team of interview 

operators with experience in carrying out similar surveys. The interviews were performed in the language 

preferred by the respondent. The operators were trained regarding the particularities and specific aspects of 

this study and questionnaire verification was performed as soon as they were carried out.  

Quality verification 

Quality verification is a priority for Magenta Consulting. It is performed according to international 

methodologies where performed questionnaires are verified using a pyramidal structure. 40% of the 

questionnaires are called on phone and in the cases where for an operator a sense error/ doubts appear 

regarding the correctness of completion – all questionnaires performed by that operator are entirely verified. 
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During the phone discussion are verified both demographic questions as well as questions related to the 

subject of the study. 

Data introduction 

In order to avoid mechanical errors at data introduction is performed the double introduction of data. The 

correlated questionnaires are introduced in a platform with an online interface which subsequently 

generates a database in SPSS format. The data analysis, generation of reference tables and cross tabs is 

performed with the assistance of the program for statistical data interpretation – SPSS.  

i.2.1 Sample and data collection 

Data collection took place on the phone with the assistance of a link containing both closed and open 

questions. Interviews were performed with persons taking decisions and who hold a leadership position 

within companies (directors, administrators, chief accountants or department heads). Data collection was 

carried out in all regions of the country. A total number of 413 interviews were carried out. 3 samples were 

used which allow the evaluation of aspects necessary for the study interviewing SMES and MIEPO and 

ODIMM beneficiaries.  

Below is described the distribution of interviews in each subsample: 

1. 413 interviews with enterprises according to the shares calculated based on the data of the National 

Bureau of Statistics. The given subsample ensures national representativeness with a margin of error of 5.1% 

at an confidence interval of 95%. 

2. 17 interviews with economic agents who in 2017 benefitted from MIEPO services/ programs. 

3. 95 interviews with economic agents who in 2017 benefitted from ODIMM services/ programs (in 

contacting ODIMM beneficiaries were taken into consideration the shares offered by ODIMM representatives 

– details in the table below). 

SAMPLE DESCRIPTION 

With the goal of measuring aspects such as knowledge, attitudes and practices of enterprises on a nationally 

representative sample 413 companies were interviewed in the selection of which were respected the quotas 

calculated based on the data of the National Bureau of Statistics. The companies were interviewed regardless 

of the fact if they benefitted from MIEPO and ODIMM services/ programs. The economic agents who 

benefitted from MIEPO or ODIMM services in 2017 filled in the long version of the questionnaire where they 

were asked to appreciate aspects related to interaction and satisfaction with the services provided by MIEPO 

and ODIMM. The companies which did not benefit from MIEPO or ODIMM services answered to a smaller 

number of questions due to filter questions from the questionnaire (because they cannot appreciate aspects 

related to the interaction with the respective organizations). This subsample supposes respecting the 

structure of companies present in the Republic of Moldova and allows evaluation of indicators such as 

notoriety, attitude and determining needs.  

For ensuring the representativeness of data at national level was used a multistage stratified probability 

sample (where companies were selected randomly), but complying with the quotas elaborated based on NBS 

data (Criterion 1: Region – Chisinau, North, Center, South; Criterion 2: Company size – Micro, Small, Medium, 

Large; Criterion 3: Domain of activity – 18 domains). Thus, sampling took place in3 stages. Companies were 

selected with the assistance of the 2017 database of NBS – which contains data of all companies from the 
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Republic of Moldova. For accessing additional information about companies are available databases from 

Varo Inform and Kompass. 
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GENERAL SAMPLE 

Table 1: Geographic distribution of the general sample according to their size, N=413 

Region Company size N 

Chisinau 

Large enterprise 3 
Medium enterprise 3 
Small enterprise 24 
Micro enterprise 233 

North 

Large enterprise 1 
Medium enterprise 1 
Small enterprise 7 
Micro enterprise 41 

Center 

Large enterprise 1 
Medium enterprise 1 
Small enterprise 7 
Micro enterprise 59 

South 

Large enterprise 0 
Medium enterprise 1 
Small enterprise 5 
Micro enterprise 26 

Total 

Large enterprise 5 
Medium enterprise 6 
Small enterprise 43 
Micro enterprise 359 

TOTAL PER REPUBLIC 413 

Table 2: Geographic distribution of the general sample according to domains of activity, N=413 

Domain of activity N 
Wholesale and retail trade; Auto vehicle maintenance and repair 154 
Processing industry 36 
Professional, scientific and technical activities 32 
Construction 32 
Agriculture 27 
Real estate transactions 22 
Accommodation and catering services 18 
Other activities and services 18 
Transport and storage 18 
Information and communications 15 
Administrative service activities and support service activities 12 
Financial and insurance activities 10 
Production and supply of electric/ thermal energy, gas, hot water, and air conditioning 4 
Art, recreational and leisure activities 3 
Health and social assistance 3 
Education 2 
Water supply; sanitation, waste management, decontamination activities 1 
Extractive industry 1 
Other 5 

TOTAL 413 



Introduction 

12 

 

12 
SUBSAMPLE B: ODIMM BENEFICIARIES FROM 2017 

The subsample collected with the beneficiaries of ODIMM organizations contains 95 respondents – ODIMM 

beneficiaries from 2017. In the table below is represented the structure of ODIMM beneficiaries. The 

beneficiaries participating in the study were selected randomly from the database offered by ODIMM. 

Some beneficiaries took part in several ODIMM programs thus the shares presented in the table below are 

higher than 100%. 

Table 3: Geographic distribution of the ODIMM sample, N=408 
Filter criteria % N 

Programs 

PNAET 15 14 
„Pare 1+1” 57 54 
GEA 15 14 
RIAM 1 1 

Type of enterprise 

Micro enterprise 73 69 
Small enterprise 21 20 
Medium enterprise 6 6 

Company’s age 

1 year 21 20 
2-3 years 20 19 
4-5 years 11 10 
Over 5 years 47 45 

SUBSAMPLE C: MIEPO BENEFICIARIES FROM 2017 

Due to low incidence of MIEPO beneficiaries at national level were performed interviews with 17 MIEPO 

beneficiaries from 2017. The collected data serve as performance indicators and, at the same time, indicate 

possible fields of development for the organization. 

In order to ensure proportional interviewing of MIEPO beneficiaries was requested the database with 

beneficiaries of MIEPO services/ programs from 2017. For the study from 2018 were connected all the 

MIEPO beneficiary companies from 2017, but due to the high rate of persons who did not benefit from this 

program, a number of 17 respondents who benefitted from MIEPO was collected. 

i.3 Limits and barriers of the research 

There were difficulties in interviewing ODIMM beneficiaries, for this reason additional information about the 

beneficiaries of this organization was requested, which allowed collecting a number of 95 companies which 

received services from ODIMM. 

Regarding the process of collecting the MIEPO sample, there were several barriers. 

 One of the difficulties was to find MIEPO beneficiaries, because some respondents benefitted 

indirectly or do not know they are beneficiaries of this organization, only knowing the projects they 

benefitted from.  

 Due to the great number of employees, there were difficulties in contacting the exact persons who 

benefitted from the MIEPO programs/ services. 

 MIEPO employees could not provide a list of exact contacts of the beneficiaries; the phone number 

was missing, which made more difficult the collecting process, because the phone numbers were 

searched for by the company Magenta. 
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 From the MIEPO employees was provided a list of 325 contacts, out of which Magenta found the 

phone number for 245 companies. Out of these, 29 persons refused categorically to answer the 

survey, 148 did not benefit from MIEPO programs, 31 persons did not answer the call. 

 As a result of calling the entire list 7 times, a number of 17 questionnaires of MIEPO beneficiaries 

was collected.  

This situation was signaled in advance, as a result the beneficiary agreed to stop the collecting stage and 

perform the analysis of the survey based on the obtained questionnaires, in number of 17. 
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CHAPTER I: GENERAL ASPECTS 

This chapter contains information related to the general aspects of the enterprises evaluated in the nationally 

representative survey, performed based on the quotas of the National Bureau of Statistics (where the 

following criteria were adhered to: region, company size and area of activity). 

In 2018, compared to 2017, the share of importing companies has decreased by approximately 6%. Related to 

export, a decreasing tendency is noticed in the last years, beginning with 2016 (5%). In 2018 exporting 

companies from Moldova represent a share of 2%, twice smaller than in 2016. However, for the companies 

who are exporting and importing there is a double growth compared to 2017, in 2018 being 5%. The share of 

companies which do not participate in any of these activities in 2018 has increased by 4%, compared to 2017.  

Figure 1: Importing and/ or exporting companies, (Q4), N=413, % 

 

In 2018, approximately 60% of the participants in the survey hold a superior position, share which is 

increasing compared to 2017 – 52% and 2016 – 49%. The rate of superior level positions is almost twice 

higher than the share of level 2 positions (manager/ department head) – 33%. 

Figure 2: Respondent’s role within the company, (Q5), N=413, % 
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CHAPTER II: EVALUATION OF OUTREACH AND EFFECTIVENESS - ODIMM 

This chapter contains information obtained and evaluation performed about ODIMM (Organization for Small 

and Medium Enterprises Sector Development). The data presented below are collected both in the nationally 

representative survey – where were chosen the target companies of the organization (Small and Medium 

Enterprises), and in the survey with ODIMM beneficiaries from the last three years. 

ODIMM – Outreach (Target segment: micro, small and medium enterprises – SAMPLE A) 

In the subchapter ODIMM – “Outreach” were used the data obtained within the nationally representative 

survey. For determining the outreach for the ODIMM organization was selected the ODIMM target segment 

– micro, small and medium enterprises). 

In 2018, the share of those who know about ODIMM is 13%, 3 p.p. higher than in 2017, however 6 p.p. less 

than in 2016. The share of persons who heard, but do not know details is 28%, 6 p.p. less compared to 2017. 

Figure 3: ODIMM popularity, (Q9), N=408, % 

 

Among the persons who know about ODIMM, 34% found out about this organization via business partners, 

friends or acquaintances. 

Figure 4: Sources of information about ODIMM, (Q10), N=55, % 

 

The incidence of ODIMM beneficiaries is defined by the fact if the responding persons benefitted or not from 

ODIMM services. The incidence of ODIMM beneficiaries was calculated among the target public – all micro, 

small and medium enterprises form the general sample (regardless if they know or not about ODIMM).  

According to data, 2,6% of companies benefitted from ODIMM until 2017. Thus, in 2018 1% of companies 

from the target group benefitted from ODIMM (in order to find out the share of SMEs which benefitted from 

ODIMM services was calculated the difference between 100% and the sum of shares of companies which did 

not benefit from ODIMM or do not know about the organization). 
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Figure 5: Incidence of ODIMM beneficiaries, (Q12), N=408, % 

 

ODIMM – Effectiveness (target segment: ODIMM beneficiaries from 2017 – Sample B) 

The effectiveness indicators were calculated from a separate sample of clients only from 2017, who were 

interviewed by phone, using the data provided by ODIMM. 

In 2018, a share of almost 4 times smaller than in previous years has benefitted from the GEA program, the 

percentage being 15%, compared to 61% in 2017 and 53% in 2016 accordingly. 15% of those who turned to 

ODIMM in 2018 benefitted from the PNAET program. Nevertheless, in the current year almost twice as many 

as in 2017 benefitted from the program “Pare 1+1”. The least the respondents benefitted from the RIAM 

program, with a share of 1%, and the SES program with 0%, the share from this year being lower than in 

previous years.  

Figure 6: Types of ODIMM services/ programs benefitted from, (Q15), N=95, % 
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Figure 7: Satisfaction with ODIMM services/ programs, (Q16), % 
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GENERAL OPINION OF BENEFICIARIES REGARDING ODIMM SERVICES – SAMPLE B 

ODIMM Net Promoter Score constitutes 86 points, this being considered an excellent score (> 0 – positive, > 

50 – excellent). NPS is an indicator used for measuring loyalty and the degree to which the beneficiaries of 

certain services would recommend their use to friends and acquaintances. ODIMM NPS among beneficiaries 

from 2017 is 5 points higher than among the beneficiaries from 2016 and 18 points higher than among 

beneficiaries from 2015. This indicates the increase of the share of beneficiaries who would recommend 

ODIMM services and the decrease of the share of beneficiaries who would not recommend or would defame 

the organization. 

Among ODIMM beneficiaries from 2017, the share of promoters (beneficiaries who offered marks of 10 and 9 

on a scale from 1 to 10, where 1 is certainly I would not recommend the services of the organization, and 10 

is certainly I would recommend the services of the organization) is 87%. It is noticed that, during the years, 

the number of ODIMM promoters is increasing. Compared to beneficiaries from 2016, the rate of 

beneficiaries’ promoters from 2017 increased by 6 p.p., and compared to beneficiaries from 2015, it 

increased by 12 p.p.  

Figure 8: Net Promoter Score for ODIMM services and programs, (Q11), N=95, % 

 

Evaluating the interaction with ODIMM employees, the respondents expressed satisfaction with several 

aspects. In general, the majority of respondents are very satisfied with the interaction with ODIMM 

employees.  

As a result, analyzing the opinions of beneficiaries from 2017, to a greater extent are satisfied with the 

benevolent attitude of employees – 95%, a share by 10 p.p. higher compared to the level of satisfaction of 

beneficiaries from 2016. At the same time, a lower rate of the level of satisfaction of beneficiaries from 2017 

is towards ODIMM activity, tendency similar with the previous years. At the same time, about 94% of 

beneficiaries from 2017 are very satisfied with the receptiveness and the willingness of employees to help, 

share by 7 p.p. higher compared to the level of satisfaction of beneficiaries from 2016. The same rate of 85% 

is registered by the beneficiaries from 2017 and 2016 who are very satisfied with the level of professionalism 

of ODIMM employees.  
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Figure 9: Evaluation of the interaction with ODIMM staff, (Q14), N=95, % 

 

The beneficiaries from 2017 of the programs “Pare 1+1” and PNAET expressed their opinion towards the 

level of easiness of accessing these programs. Among the beneficiaries of the “Pare 1+1” program, 37% 

mentioned they applied easily to this program. With 7 p.p. they mentioned it was neither difficult nor easy to 

access this program. At the same time, a share of 9% is registered by the beneficiaries of the program who 

found it difficult to access the program “Pare 1+1”. 

81

87

83

91

83

83

81

12

9

12

4

12

13

14

6

2

3

3

3

3

3

1

1

1

1

1

1

1

1

1

1

1

1

Overall satisfaction with the activity of ODIMM

Staff’s openness and wish to help 

Staff’s level of professionalism 

Amiable attitude of the staff

The provided information was useful and relevant

The provided information was clear and complete

Quick responding

2016, N=100

79

94

85

95

88

88

86

20

6

12

5

11

11

12

1

2

1

1

2

1

Overall satisfaction with the activity of ODIMM

Staff’s openness and wish to help 

Staff’s level of professionalism 

Amiable attitude of the staff

The provided information was useful and relevant

The provided information was clear and complete

Quick responding

Actual (2018), N=95

76

87

85

85

81

81

77

20

12

13

13

13

16

22

3

5

3

1

1

1

1

1

1

Overall satisfaction with the activity of ODIMM

Staff’s openness and wish to help 

Staff’s level of professionalism 

Amiable attitude of the staff

The provided information was useful and relevant

The provided information was clear and complete

Quick responding

2017, N=102

73

76

78

77

74

75

65

22

19

16

20

21

21

23

2

3

4

1

4

3

6

1

5

2

1

1

1

2

1

2

1

2

Overall satisfaction with the activity of ODIMM

Staff’s openness and wish to help 

Staff’s level of professionalism 

Amiable attitude of the staff

The provided information was useful and relevant

The provided information was clear and complete

Quick responding

Baseline (2015), N=104

79

94

85

95

88

88

86

20

6

12

5

11

11

12

1

2

1

1

2

1

Overall satisfaction with the activity of ODIMM

Staff’s openness and wish to help 

Staff’s level of professionalism 

Amiable attitude of the staff

The provided information was useful and relevant

The provided information was clear and complete

Quick responding

5 – very satisfied 4 3 – neither, nor 2 1 – not satisfied at all Dk/Dr

Actual (2018), N=95



Capitolul II: Evaluation of Outreach and Effectiveness - ODIMM 

20 

 

20 

At the same time, during the year 2017, about 36% of respondents accessed very easily the PNAET program. 

Taking into consideration the small number of beneficiaries of the PNAET program, there was not registered 

any share of persons who found it difficult or very difficult to access this program. 

Figure 10: Easiness of accessing the program “PARE 1+1” within ODIMM and easiness of accessing financing 
of the “PNAET” program through banks, (Q17-18),  % 

 

From the beneficiaries of ODIMM training programs from 2017, shares equal with 46% were registered by 

the respondents who applied the knowledge and continue to apply it to a great extent and to some extent. 

Analyzing comparatively the share of beneficiaries who applied to a large extent the knowledge from training 

for the year 2017 and 2016, is noticed an increase of 9% for the beneficiaries from 2017. The rate of those 

who applied the knowledge to a smaller extent is diminished by 5%, compared to beneficiaries of trainings 

from 2016. 

Figure 11.1: Application of knowledge acquired within ODIMM trainings, (Q19), % 

 

Analyzing the application of knowledge by the beneficiaries of the two ODIMM training programs, we notice 

that “GEA” beneficiaries from 2017 apply to a greater extent the knowledge that “PNAET” beneficiaries. At the 

same time, 7% each are registered by the beneficiaries of both programs who mentioned they applied to a 

smaller extent the knowledge acquired within these programs. 

Figure 11.2: Application of knowledge acquired within ODIMM trainings, per program, (Q19), N=82, % 

 

Analyzing the impact of ODIMM programs on beneficiary companies for the year 2018, is registered a major 

increase of the share of beneficiaries from 2017 who mentioned that, thanks to ODIMM programs training, 

business has grown – 81%. This share is 17 p.p. higher compared to the rate of beneficiaries from 2016. At 

the same time, for 15% of beneficiaries from 2017, the ODIMM programs trainings did not influence business. 
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Figure 12.1: Influence of ODIMM programs on business, (Q20), N=95, % 

 

Analyzing the impact of various ODIMM programs on business, we notice a share of 64% of beneficiaries from 

the GEA program, who mentioned their business has grown due to the organization. At the same time, for the 

beneficiaries of the programs “Pare 1+1” (85%) and PNAET (86%), business has grown to a greater extent 

thanks to ODIMM. Among beneficiaries of the “Pare 1+1” program, 9% indicated ODIMM did not have any 

influence on business. 

Figure 12.2: Influence of ODIMM programs on business, per program, (Q20), % 

 

From the companies benefitting from ODIMM in 2017, 33% declared they became members of a business 

association as a result of the interaction with ODIMM. There was registered a share higher by 22% than that 

of beneficiaries from 2016 and 16% higher than the rate of beneficiaries from 2015, who became members of 

specialized business associations. 

Figure 13.1: Membership of specialized business associations/ sectoral associations as a result of the 
interaction with ODIMM, (Q21), N=95, % 

 

Most of the beneficiaries from 2017, who became members of associations, were beneficiaries of “Pare 1+1” 

programs – 43%. A share of 21% of “PNAET” and “GEA” beneficiaries from 2017 joined associations. 

Figure 13.2: Membership of specialized business associations/ sectoral associations as a result of the 
interaction with ODIMM, per program, (Q21), % 
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Among companies benefitting from ODIMM programs in 2017, who do not yet practice export, 41% plan to 

begin exporting in the next year, while 39% do not plan to export, and 17% say that the type of activity does 

not allow them to export. Compared to the beneficiaries of programs from previous years, the share of 

beneficiaries from 2017, who plan to begin export in the next year, is 25% higher compared to the 

beneficiaries from 2016. 

Figure 14: Opinion regarding a company’s possibility to export, (Q22%), N=75, % 

 

ODIMM beneficiaries from 2017 mentioned a variety of information they need. The information solicited by a 

greater number of beneficiaries is information about new grants and projects (13%). Also, lower shares were 

registered by the ODIMM beneficiaries from 2017 who could use financial assistance – 9%. Shares of 5% are 

registered by the beneficiaries who would like more seminars and more information about the possibilities to 

export and import. 
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Figure 15: Useful information which would be helpful for companies’ activity if were elaborated by ODIMM 
(free answer), (Q23), N=95, % 
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CHAPTER III: EVALUATION OF OUTREACH AND EFFECTIVENESS - MIEPO 

This chapter includes information obtained and evaluations performed related to MIEPO (Moldovan 

Investment and Export Promotion Organization). The data presented below are collected both within the 

nationally representative survey – where target companies of the organization (companies which practice 

export) were selected, and from the survey with MIEPO beneficiaries from 2016. 

The data about MIEPO may vary considerably compared to ODIMM data due to several factors:  

 Small sample where each answer of a respondent has a greater influence on the result (because the 

MIEPO target segment is exporting companies (30 companies in the survey), the share of which is less 

than in the case of the ODIMM target segment (SMEs) – 408 companies in the survey). 

 The number of exporters in the Republic of Moldova is lower than the number of small and medium 

enterprises, so MIEPO effort to reach a certain share of companies is smaller compared to ODIMM.  

MIEPO Outreach (Target segment – exporters – SAMPLE A) 

In this subchapter, in order to measure MIEPO outreach, was selected the MIEPO target segment (30 

exporting companies), chosen randomly via the nationally representative survey from the general 

population.  

From the figure below it is noticed that MIEPO is known by 17% of exporters from Moldova. At the same time, 

an additional share of 23% of exporters declares they have heard about MIEPO, but know no details. MIEPO 

notoriety seems to have diminished in 2018, compared to 2017. The difference between the shares of 

companies who know about MIEPO in 2018 is 7 p.p. smaller than in 2017. 

Figure 16: MIEPO popularity, (Q24), N=30, % 

 

In the exporter sample from the 2018 study, the incidence of MIEPO beneficiaries is 0%. The coefficient was 
calculated taking into consideration the number of companies who do not know about MIEPO and the share 
of exporting companies who did not benefit from MIEPO. Thus, 100-(17+83) =0%. 

Figure 17: Incidence of MIEPO beneficiaries MIEPO (Q26), N=30, % 
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MIEPO Effectiveness (MIEPO beneficiaries from 2017 – SAMPLE C) 

Similar to previous years, most of the MIEPO beneficiaries were supported by the organization via its 

activities for facilitating participation in events in the country and abroad. From the 2017 beneficiaries, 88% 

enjoyed namely this service provided by MIEPO. The share of companies who benefitted from this MIEPO 

service is increasing by 50 p.p., compared to the beneficiaries from 2016. This difference may be influenced 

by the small number of respondents, with 25 persons less than in the 2017 survey. 

Figure 18: Types of MIEPO services/programs benefitted from, (Q28), N=16, % 

 

In general, MIEPO beneficiaries are satisfied or very satisfied with the services of the organization. To a lower 

extent, the respondents are very satisfied with the organization and ensuring by MIEPO of participation in 

events from the country and from abroad – 79%, share that is higher by 24% than the one indicated in the 

survey from 2017. 
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Figure 19: Satisfaction with MIEPO services/programs, (Q29), N=16, % 
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GENERAL OPINION OF BENEFICIARIES REGARDING MIEPO SERVICES – SAMLE C 

MIEPO Net Promoter Score is 71 points, this being considered an excellent score (>0 – positive, >50 – 

excellent). NPS is an indicator which is used for measuring loyalty and the degree to which beneficiaries of 

certain services would recommend their use to friends and acquaintances. The current study established that 

in the case of MIEPO, the share of promoters (companies who gave marks of 9 and 10 on a scale from 0 to 10, 

where 0 is certainly I would not recommend, and 10 represents certainly I would recommend) is 71%, while 

that of detractors (dissatisfied companies who defame the organization) is 0%. In comparison with 2017, the 

MIEPO NPS diminished by 7 points. Compared to beneficiaries from 2016, by 10 p.p. has decreased the share 

of detractors. 

Figure 20: NPS – MIEPO Net Promoter Score, (Q25), % 

 

Evaluation of interaction with MIEPO employees was realized in order to find out the degree of satisfaction of 

respondent companies towards the way of collaboration of MIEPO employees. A share of 76% of the 

respondents who collaborated with MIEPO are very satisfied with the benevolent attitude of MIEPO 

employees and their level of professionalism. A rate of 65% from MIEPO beneficiaries is very satisfied with 

MIEPO activity and the quick offer of answers. 
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Figure 21: Evaluation of the interaction with MIEPO staff, (Q27), N=17, % 
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Companies were asked to specify the result of benefitting from MIEPO services/ programs/ events. Among 

the companies benefitting from MIEPO activities from 2017, approximately 69% have concluded contracts. 

Regarding partnership, approximately 75% of MIEPO beneficiaries have established partnerships, and 38% 

of beneficiaries have invested in projects. 

It is noticed that during the years a higher share of MIEPO beneficiaries concludes contracts and establishes 

partnerships. This tendency may be conditioned by the smaller number of contacted MIEPO beneficiaries. 

Table 4: Results of benefitting from MIEPO services/ programs/ events, (Q30) 

 

MIEPO beneficiaries from 2017, to an extent of 50% declare that they apply the knowledge obtained from 

MIEPO programs. At the same time, 6% say that they apply the knowledge to a small extent. In comparison to 

the beneficiaries from 2016, 18 p.p. less beneficiaries from 2017 apply to some extent the knowledge 

obtained as a result of MIEPO programs. 

Figure 22: Extent of application of knowledge acquired within MIEPO services/ programs, (Q31), N=16 % 

 

Out of the MIEPO beneficiaries from 2017, 75% say that their business has increased as a result of MIEPO 

programs. Compared to the beneficiaries from 2016, 9 p.p. more beneficiaries declare this. 

Figure 23: Influence of MIEPO programs on business, (Q32), N=16, % 
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CHAPTER IV: STRATEGIC COMMUNICATION 

This chapter contains aspects related to the communication of the ODIMM and MIEPO organizations via their 

own websites. With the goal to evaluate communication aspects were selected ODIMM beneficiaries in 

comparison to the ODIMM target segment (micro, small and medium enterprises from the general sample) 

and for the MIEPO beneficiaries, in comparison to the MIEPO target segment (exporters from the general 

sample). 

Evaluation of odimm.md and miepo.md websites  

The majority of ODIMM beneficiaries in 2017 have accessed the website odimm.md. At the same time among 

SMEs only 18% have accessed this website. Related to the MIEPO beneficiaries it is noticed that all 17 have 

accessed the miepo.md website and only 14% of exporters from the general sample have used the website of 

the organization MIEPO. 

Figure 24: Accessing the websites miepo.md and odimm.md, (Q41), % 
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CHAPTER V: CROSS-BORDER TRADE – EXPORTERS 

This chapter contains the results of data collection regarding customs regulations and procedures. The 

chapter reflects the opinion of companies who practice export. Companies who practice export included in 

the analysis were selected from sample A – general sample. The analyses presented in this chapter were 

performed on a sample of 30 exporting companies. 

In 2018, 2% of exporting companies who participated in the study mentioned they have very good knowledge 

about the customs regulations and procedures of the Republic of Moldova. Moreover, 8% of the exporting 

enterprises have self-evaluated their knowledge about export procedures on a mark of 4 (on a scale from 1 to 

5, where 1 – very bad, and 5 – very good). At the same time, 28% evaluate their knowledge as average, and 

19% - as poor. 

Evaluating the knowledge of exporters regarding customs regulations and procedures from the EU, 12% of 

exporters say their knowledge regarding customs regulations and procedures from the EU are very good, and 

9% say their knowledge is good. 

Figure 25: Evaluation of knowledge regarding customs regulations and procedures, (Q33-34), N=30, % 

 

The respondents were asked to indicate how simple the procedure of payment of duty on export is. In 2018, 

30% of companies appreciate the procedure of payment of duty on export as easy, a share by 24 p.p. greater 

than the exporters from 2017 and by 16 p.p. greater than the share of exporters questioned in 2016 who 

mentioned that the process is very simple. 

Figure 26: Estimation of easiness of payment of duty on exports, (Q36), N=30, % 

 

Regarding the customs regulations and procedures from the Republic of Moldova, the exporters mentioned 
they would like to learn more information about legislation, export fees, information about the free economic 
zone etc. 
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Figure 27.1: Information that respondents would like to learn concerning customs regulations and 
procedures in the Republic of Moldova, (Q35), N=30, % 

 

Referring to the customs regulations and procedures from the EU, exporting companies would like to learn 

information about the evaluation of export fees, production process, export and import processes. 

Figure 27.2: Information respondents would like to learn concerning customs regulations and procedures in 
the EU, (Q35), N=30, % 

 

The main impediments/ obstacles which burden export from companies are high fees and commissions. Also, 

the need for a large number of documents is perceived as a barrier among exporters. Other difficulties 

exporting companies run into are collaborations with Transnistrian enterprises and commercial banks. 

Figure 28: Impediments/ obstacles hindering an easier process of exporting, (Q37), N=13, % 

Barriers/ impediments N 
Ansa has too many requirements 1 
More information about export 1 
Registration of goods and documents 1 
Lack of the possibility to register online 1 
Bribery 1 
Necessary documents 1 
Difficulties with small value goods 1 
Time  1 
Transnistrian enterprises 1 
Commission 1 
High prices at embarking in Republic of Moldova 1 
Collaboration with banks 1 
The environmental agreement comes late 1 

4
4
4
3
3
3
2
2
2
1
0.4

71

Free economic zone for transport
Assesment of export taxes

Legislation update
About production

Embaring of merchandise and about import in the country
General information

Information on import and export
Do not add customs duties at price

Documents required for export
Up to what value can the goods be entered

Informations about changes
Dk/Nr

4

3

3

3

2

2

2

79

Assesment of export taxes

About production

Embaring of merchandise and about import in the country

Detailed import and export procedures

Information on export and import in agriculture domain

Do not add customs duties at price

More information

Dk/Nr



Chapter V: Cross-border Trade - Exporters 

33 

 

33 

In 2018, most of exporters mentioned that for them, an important role has the autonomous commercial 
preferences of the EU (45%). On the second place in importance are placed the treatments for avoiding 
double taxation. These are important for 43% of exporters. Compared to 2017, each aspect has a greater 
importance for exporters. 

Figure 29: Commercial agreements playing a significant role in business, (Q38), N=30, % 

 

7% of exporters know about DCFTA. However, about 14% of exporters have heard about DCFTA, but do not 

know details. 

Figure 30: Extent of knowledge about DCFTA, (Q39), N=30, % 
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CONCLUSIONS 

In this chapter will be presented the main aspects determined via the nationally representative survey 

performed in 2018 among companies from the Republic of Moldova, as well as via evaluation of opinions of 

companies which benefitted from ODIMM (Organization for Development of Small and Medium Enterprises 

Sector) and MIEPO (Moldova Investment and Export Promotion Organization) services/ programs. 

ODIMM 

Compared to the baseline study from 2015, is attested a positive tendency of increase of the share of 

companies who know or have heard about ODIMM. Thus, in 2018 approximately 41% of small and medium 

enterprises have heard about ODIMM. At the same time, the share of companies who benefitted from ODIMM 

in 2017 represents 1% of SMEs. 

The majority of ODIMM beneficiaries from 2017 are very satisfied with the activity of the organization. The 

level of satisfaction of beneficiaries with ODIMM activity has increased compared to the previous year. 

Beneficiaries are most satisfied with the receptivity of employees and with the benevolent attitude of 

employees. ODIMM’s NPS score is increasing compared to previous studies and represents 86 points. The 

most satisfied ODIMM beneficiaries benefitted from the program “Pare 1+1”. To a great extent the 

beneficiaries of this program see as easy the procedure to apply for the program. 

ODIMM programs are resultative: the majority of beneficiaries say they apply to some extent or to a great 

extent the knowledge acquired as a result of programs of the organization. The most had to grow the 

companies who participated in the programs “Pare 1+1” or “PNAET”. 

MIEPO 

In 2018 approximately 40% of the exporters from Moldova know or have heard about MIEPO. Compared to 

the baseline study, MIEPO notoriety has increased, but it is lower compared to 2017.  

The most accessed MIEPO service is the organization of events and ensuring participation of companies to 

events. The great majority of beneficiaries of this service are satisfied or very satisfied with the way MIEPO 

provides it. 

To a great extent, the beneficiaries from 2017 are satisfied with the activity of the organization, and 65% are 

very satisfied. This share is increasing compared to previous years. Also, among beneficiaries there are many 

promoters (companies which would recommend the services of the organization) and detractors are missing 

(companies which would defame the organization). Thus the MIEPO NPS score is 71 points and is excellent 

among the beneficiaries from 2017. 

The beneficiaries from 2017 appreciate the highest the benevolent attitude of employees and their level of 

professionalism. 

Compares to previous years, is increasing the impact of MIEPO activities on companies. Thus 75% of MIEPO 

beneficiaries in 2017 have concluded partnerships or contracts as a result of interaction with MIEPO. 

Furthermore, 75% of beneficiaries said their business had grown as a result of collaboration with MIEPO. 
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ANNEXES 

In order to evaluate the Outreach and Effectiveness indicators in the baseline research were taken into account various aspects related to the organizations ODIMM and MIEPO. The 

table below contains the indicators Outreach and Effectiveness, which were calculated according to the data from the table in annex 2. 

Annex 1:  Indicators – Outreach and Effectiveness 

Indicator name Essence 
Measurem

ent unit 
Baseline 
(2015) 

Cumulative target segment 

Frequency 
Source of data/ 

Methodology 

Responsibl
e for data 
collection YR1 YR2 YR3 YR4 

End of 
target 

segment 

Increased ODIMM outreach 
 

% 2 
 15  6 4     

12 months 

Study on SMEs/ % 
of enterprises who 

benefitted from 
ODIMM services at 

least once 

PIU 

Goal (increase after baseline) 5%  15% 20% 25% 30% 

Increased ODIMM effectiveness 

 
% 73 

 81 76   79     

12 months 

Study on ODIMM 
beneficiaries/ % of 

the beneficiaries 
who rated the 

overall satisfaction 
with ODIMM’s 
activity with 5 
points – Very 

satisfied 

PIU 

Goal (increase after baseline) 5% 10% 15% 20% 30% 

Increased MIEPO outreach 

 
% 0 

 28  5 0     

12 months 

Study among 
exporters/ % of 
enterprises who 
benefitted from 

MIEPO’s services at 
least once 

PIU 

Goal (increase after baseline) 10% 20% 30% 40% 50% 



Annexes 

36 

 

36 

Increased MIEPO effectiveness 

 
% 35 

55  59   65     

12 months 

Study on MIEPO 
beneficiaries/ % of 

the beneficiaries 
who rated the 

overall satisfaction 
with MIEPO’s 
activity with 5 
points – Very 

satisfied 

PIU 

Goal (increase after baseline) 10% 20% 30% 40% 50% 
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Method of calculation indicators 

Target segment of ODIMM and MIEPO: 

 ODIMM (Organization for Development of Small and Medium Enterprises Sector) – Small and Medium 

Enterprises 

 MIEPO (Moldova Investment and Export Promotion Organization) -  Exporters   

Outreach and Effectiveness indicators  

 Outreach indicator – the share of the target segment (Small and Medium Enterprises for ODIMM and 

Exporters for MIEPO) who benefitted from the services of the organizations. The indicator was 

determined for both via a nationally representative study, where the enterprises were selected randomly. 

 Effectiveness indicator – the share of beneficiaries (from 2017) who are very satisfied with the 

organizations’ activity (they have indicated 5 points on a scale from 1 to 5). The indicator was 

determined via the survey performed on the phone among beneficiaries of the organizations (from 

2017), the contacts of beneficiaries for both organizations being provided by ODIMM and MIEPO. The 

respondents were selected randomly from the provided contact lists.  

Derivative numbers for each indicator 

ODIMM Outreach is calculated from the share of small and medium enterprises that benefitted from ODIMM 

services. In order to determine this indicator, a nationally representative sample was used. The general 

nationally representative sample consists of 413 enterprises, out of which only small and medium enterprises 

were selected for analysis (large enterprises were excluded) – 408 enterprises. Thus, with the assistance of 

the survey it was possible to determine the degree of knowledge of the organizations among small and 

medium enterprises. The Outreach indicator was calculated among the ODIMM target segment – all small and 

medium enterprises from the study (large companies were excluded from the data analysis). 

The general population of the study, question 1: Q9 – Are you acquainted with ODIMM (Organization for 

Development of Small and Medium Enterprises Sector)? (one answer possible) 

  % N 
I know 13 55 
I have heard, but do not know details 28 116 
I do not know 58 237 
Total 100 408 

The question from the questionnaire about the degree of knowledge about the organization had the role to 

ensure adequate omission of small and medium enterprises which do not know about ODIMM. Due to the fact 

that the target segment of ODIMM is represented by small and medium enterprises, the Outreach indicator 

was calculated among all small and medium enterprises (regardless if they know or not about ODIMM). The 

Outreach indicator represents 4% of the enterprises that benefitted from the ODIMM services and programs. 

(Total SMEs – respondents who do not know about ODIMM and minus respondents who did not benefit from 

ODIMM: 100%-87%-10%=4%). This formula is suggested because some respondents benefitted several 

times from ODIMM (reason for which the sum of shares exceeds 100%). 

General population of the study, question 2: Q12 – Have you benefitted from the services/ programs of 

ODIMM (Organization for Development of Small and Medium Enterprises Sector)? (one answer possible) 

  % N 
Yes, in 2013 1.2 5 
Yes, in 2014 0.5 2 
Yes, in 2015 0.2 1 
Yes, in 2016 0.7 3 
Yes, in 2017 1 4 
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Yes, in 2018 0.7 3 
I have not benefitted from 
ODIMM 

10 41 

I am not acquainted with 
ODIMM 

86.5 353 

Total 100 408 

ODIMM Effectiveness: In order to determine the Effectiveness indicator, was used the phone survey among 

ODIMM beneficiaries from 2017. The data bases with beneficiaries from 2017 were provided by ODIMM. The 

respondents were selected randomly until was obtained the number of 95 interviewed small and medium 

enterprises. Beneficiaries were interviewed about the level of satisfaction towards ODIMM activity which 

represents the Effectiveness indicator.  

Question: Q14 – Please evaluate the following aspects of your interaction with ODIMM staff? Please use a 

scale of 1 to 5 where 1 – very dissatisfied and 5 – very satisfied. 

Aspect: Overall satisfaction with ODIMM’s activity 

  % N 
1 – Very dissatisfied 0 0 
2 0 0 
3 – Neither, nor 1 1 
4 20 19 
5 – Very satisfied 79 75 
NK/NA 0 0 
Total 100 95 

MIEPO Outreach is calculated from the share of exporters who have benefitted from MIEPO services. In 

order to determine this indicator a nationally representative sample was used (N=413). The question 

referring to the level of knowledge and the role to ensure adequate omissions in the questionnaire, and the 

Outreach indicator was calculated among the entire target segment of the organization – all exporters from 

the study (N=30), obtained randomly via the nationally representative survey).   

Question 1: Q24 – Are you acquainted with MIEPO (Organization for Development of Small and Medium 

Enterprises Sector)? (one answer possible) 

  % N 
I know 17 5 
I have heard, but do not know details 23 7 
I do not know 61 18 
Total 100 30 

The Outreach indicator was calculated among all the exporters (regardless if they knew or not about MIEPO).  

The Outreach indicator represents 0% - exporters from the survey who benefitted from MIEPO services and 

program (Total exporters – respondents who are not acquainted with MIEPO and minus respondents who did 

not benefit from MIEPO: 100%-87%-17%=0%).This formula is suggested because some respondents 

benefitted from MIEPO several times (reason for which the sum of shares exceeds 100%). 

Question 2: Q26 – Have you benefitted from the services/ programs of MIEPO (Organization for 

Development of Small and Medium Enterprises Sector)? (one answer possible) 

  % N 
Yes, in 2013 0 0 
Yes, in 2014 0 0 
Yes, in 2015 0 0 
Yes, in 2016 0 0 
Yes, in 2017 0 0 
Yes, in 2018 0 0 
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I have not benefitted from MIEPO 17 5 
I do not know details or I am not 
acquainted with MIEPO 83 25 

Total 100 30 

MIEPO Effectiveness: In order to determine the Effectiveness indicator was used the survey performed 

among MIEPO beneficiaries from 2017. The database with the contact numbers of beneficiaries from 2017 

were provided by MIEPO. The beneficiaries were asked about their level of satisfaction concerning the 

activity of MIEPO. The result (the share of those who mentioned that they are very satisfied – 5 points, on a 

scale from 1 to 5) represents the Effectiveness indicator. 

Question: Q27 – Please evaluate the following aspects of you interaction with MIEPO staff? Please use a scale 

from 1 to 5, where 1 – very dissatisfied and 5 – very satisfied. 

Aspect: Overall satisfaction with the activity of MIEPO 

  % N 
1 – Very dissatisfied 0 0 
2 0 0 
3 – Neither, nor 6 1 
4 24 4 
5 – Very satisfied 65 11 
NK/NA 6 1 
Total 100 17 

Annex 2: The method of aggregation of Outreach and Effectiveness indicators 

Indicator ODIMM OUTREACH 

Utilized sample Sample A: General sample N=413 enterprises 

4 

Sample description Nationally representative, stratified, randomly selected respondents 

Filter (base) 
Filtering according to target segment – Small and medium enterprises, 
N=408 

Question asked Q12 – Have you benefitted from ODIMM services/ programs? 

Measurement % of the enterprises who benefitted from ODIMM services at least once 

   

Indicator ODIMM EFFECTIVENESS 

Utilized sample Sample D1: ODIMM beneficiaries from 2017, N=95 enterprises 

79 

Sample description 
ODIMM beneficiaries from 2017 contacted from the contact database 
provided by ODIMM 

Filter (base) All cases, N=95 

Question asked 

Q14- Please evaluate the following aspects of your interaction with 
ODIMM staff. Please use a scale from 1 to 5 where 1 – very dissatisfied and 
5 – very satisfied. 
Aspect: Overall satisfaction with the activity of ODIMM 

Measurement 
% of the beneficiaries who rated the overall satisfaction with the activity of 
ODIMM with 5 points – Very satisfied 

   

Indicator MIEPO OUTREACH 

Utilized sample Sample A: General sample, N=413 enterprises 

0 
Sample description Nationally representative, stratified, randomly selected respondents 

Filter (base) Filtering according to target segment – Exporters, N=30 enterprises 

Question asked Q26 - Have you benefitted from MIEPO services/ programs? 

Measurement % of the enterprises who benefitted from MIEPO services at least once 

   

Indicator MIEPO EFFECTIVENESS 
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Utilized sample Sample D2: MIEPO beneficiaries from 2017, N=16 enterprises 

65 

Sample description 
MIEPO beneficiaries from 2017 contacted from the contact database 
provided by MIEPO 

Filter (base) All cases, N=17 

Question asked 

Q27 - Please evaluate the following aspects of your interaction with MIEPO 
staff. Please use a scale from 1 to 5 where 1 – very dissatisfied and 5 – very 
satisfied. 
Aspect: Overall satisfaction with the activity of MIEPO 

Measurement 
% of the beneficiaries who rated the overall satisfaction with the activity of 
MIEPO with 5 points – Very satisfied 
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Annex 3: Questionnaire 

ROMANIAN QUESTIONNAIRE 

Operator code:    ________ Questionnaire no. ________. Date:  _ _/ _ _/ _ _ _ _ 

Complete name of the company  

Basic activity of the company: ________________________________ (ex: hairdresser’s, shop, etc.) 

Company address  

Phone no.  

*TYPE:  1 – GENERAL 2 – ODIMM 3 – MIEPO 

At the moment the company Magenta Consulting, in collaboration with the Ministry of Economy, UIPAC project (Project 

Implementation Unit of the World Bank Competitiveness Enhancement Project), MIEPO (Moldova Investment and Export 

Promotion Organization), and ODIMM (Organization for Development of Small and Medium Enterprises Sector) is conducting 

a study with the goal of evaluating perceptions, attitudes, and practices in areas of interest. The goal of the study is to 

determine the aspects of improving the efficiency of support for enterprises’ development. As a result of these interviews will 

be collected information which will help for a deeper understanding of the needs of local entrepreneurs regarding the impact 

of governmental reforms in the business environment. Hereby, we would like to request your support and ask you to give 

us an interview on this subject. 

1. Region: (one possible answer) 
North 1 

Chisinau 2 

Center 3 

South 4 

2. Type of enterprise (one possible answer) 
Type of enterprise Specification Check 

Micro enterprise (< 9 employees, sales < 3 million MDL, actives < 3 million MDL) 1 

Small enterprise (< 49 employees, sales < 25 million MDL, actives < 25 million 

MDL) 

2 

Medium enterprise (< 249 employees, sales < 50 million MDL, actives < 50 million 

MDL) 

3 

Large enterprise (>249 employees, sales >50 million MDL, actives >50 million 

MDL) 

4 

3. Please specify, what is your company’s basic area of activity? (one possible answer – choose the basic area of activity) 
Area: Check  

Accommodation and Catering 1 

Check 
the rate 

Administrative services and support services 2 
Financial activities and insurance 3 
Professional, scientific and technical activities 4 
Agriculture 5 
Other services 6 
Arts, leisure and recreation activities 7 
Wholesale and retail trade; auto vehicles and motorcycles maintenance and repair 8 
Construction 9 
Water distribution; sanitation, waste management, decontamination activities 10 
Extraction industry 11 
Processing industry 12 
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Information and communication 13 
Education 14 
Production and supplying of electric and thermal energy, gas, hot water and air conditioning 15 
Health and social assistance 16 
Transportation and storage 17 

(do not read) Other, indicate ________________________________ 18 
 
 

4. Is your company and importer or an exporter? (one possible answer) 
Importer in Moldova 1 

Export from Moldova 2 

Importer and exporter 3 

None 4 

5. What is your roe within the company: (one possible answer) 
Director/ Director deputy/ Administrator/ Owner 1 

2nd level manager (middle)/ Head of department 2 

Accountant 3 

Other, _______________________ 4 

6. How many people are currently employed at your company? (indicate the total no. of persons) 

7. How many people have you employed since the beginning of 2017? (indicate the no. of persons desegregated per 
gender and age) 

 6  7 

Total  ________ total persons ________ total persons 

From which aged…   

 Women Men Women Men 

under 35 years old ________ women ________men ________ women ________ men 

over 35 years old ________ women ________ men ________ women ________ men 

8. When was your company founded? 
 

_______________ founding year  

ODIMM CHAPTER 

9. Are you acquainted with ODIMM (Organization for Development of Small and Medium Enterprises Sector)? (one possible 
answer) 

I am acquainted 2 Continue 

I have heard, but do not know details 1 GO TO CHAPTER Q23 

(do not read) I don’t know 99 GO TO CHAPTER Q23 

10. How did you learn about ODIMM (Organization for Development of Small and Medium Enterprises Sector)? (one possible 
answer) 

Search engines (google, yandex, bing, etc.) 1 

Organization’s website (odimm.md, businessportal.md) 2 

State institutions’ websites 3 

On social networks 4 

Events for the business environment 5 

Business partners/ friends/ acquaintances 6 

They contacted me directly 7 

Other, specify _____________ 8 

11. Please indicate the extent to which you would recommend the services/ programs of ODIMM to your partners 
and acquaintances. Please use a scale from 0 to 10, where 0 – I would certainly not recommend, and 10 – I would 
certainly recommend. (one possible answer) 
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I would certainly not recommend I would certainly recommend 
I don’t 

know 

0 1 2 3 4 5 6 7 8 9 10 99 

12. Have you ever benefitted from ODIMM services/ programs? (MULTIPLE ANSWER) 

Yes, in 2013 or earlier 1 GO TO CHAPTER Q23 

Yes, in 2014 2 GO TO CHAPTER Q23 

Yes, in 2015 3 GO TO CHAPTER Q23 

Yes, in 2016 4 GO TO CHAPTER Q23 

Yes, in 2017 5 Continue 

Yes, in 2018 6 GO TO CHAPTER Q23 

I have not benefitted from 
ODIMM 

9 GO TO CHAPTER Q23 

 
 

13. Have you ever tried to benefit from ODIMM services, but could not benefit for certain reasons? If yes, what was the result 
of your attempt? (one possible answer) 

I benefitted from ODIMM on every attempt 4 

I tried, but had no results 3 

I tried and they directed me to other organizations where I was 

eligible 

2 

I have not tried to benefit from ODIMM services 1 

(Do not read) I don’t know/ I don’t remember 99 

14. Please evaluate the following aspects of your interaction with ODIMM staff. Please use a scale from 1 to 5 where 1- very 
dissatisfied, and 5 – very satisfied. (one possible answer per line) 

 
5 – very 

satisfied 
4 

3 – 

neither, 

nor 

2 
1 – very 

dissatisfied 

(Do not 

read) 

NK/ NA 

Did 

not 

use 

Overall satisfaction with ODIMM activity 5 4 3 2 1 99  

The provided information was clear and 

complete 

5 4 3 2 1 
99 97 

The provided information was useful and 

relevant 

5 4 3 2 1 
99 97 

Quick responding 5 4 3 2 1 99 97 

Benevolent attitude (tone of voice) of the staff 5 4 3 2 1 99 97 

Staff’s openness and wish to help 5 4 3 2 1 99 97 

Staff’s level of professionalism 5 4 3 2 1 99 97 

15. Please indicate the types of ODIMM services/ programs you benefitted from. (multiple answer) 
National Program for Economic Empowerment of the Youth PNAET 1 

Program for Attracting Remittances in the Economy “Pare 1+1” 2 

Program “Efficient Business Management” GEA 3 

Special Fund of Credit Guarantee FGC 4 

Senior Expert Service Program SES 5 

Network of Business Incubators in Moldova RIAM 6 

Other, specify ____________________ 7 

16. (ONLY FOR THE BENEFITTED PROGRAMS) Please indicate to what extent are you satisfied with the services/ 
programs you benefitted from through ODIMM? Please use a scale from 1 to 5, where 1 – very dissatisfied and 5 – 
very satisfied. (one possible answer per line) 

 
5 – very 

satisfied 
4 

3 – 

neither, 

nor 

2 

1 – very 

dissatisfi

ed 

(Do not 

read) 

NK/ NA 
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National Program for Economic Empowerment of the Youth 

PNAET 

5 4 3 2 1 
99 

National Program for Economic Empowerment of the Youth 

PNAET 

5 4 3 2 1 
99 

Program “Efficient Business Management” GEA 5 4 3 2 1 99 

Special Fund of Credit Guarantee FGC 5 4 3 2 1 99 

Senior Expert Service Program SES 5 4 3 2 1 99 

Network of Business Incubators in Moldova RIAM 5 4 3 2 1 99 

Other, specify ____________________ 5 4 3 2 1 99 

17. (Q: ONLY FOR PARE 1+1 BENEFICIARIES) How easy or difficult was the procedure of applying for the program 
”PARE 1+1”? (one possible answer) 

18. (Q: ONLY FOR PNAET BENEFICIARIES) How easy or difficult was to access financing for PNAET via banks? (one 
possible answer) 

 PARE 1+1 PNAET 

Very easy 5 5 

Easy 4 4 

Neither easy, nor difficult 3 3 

Difficult 2 2 

Very difficult 1 1 

(Do not read) I don’t 

know 

99 99 

ASK 19 ODIMM INSTRUCTION/ TRAINING BENEFICIARIES (Q 15=1, 15=3) 

19. To what extent did you apply or continue to apply the knowledge acquired within trainings provided by ODIMM? (one 
possible answer) 

To a great extent 4 

To a certain extent 3 

To a small extent 2 

Not at all 1 

(Do not read) NK/ NA 99 

20. Please indicate whether ODIMM programs had any influence on your business? (one possible answer)  
Yes, thanks to ODIMM the business has 

grown 

2 

No, ODIMM did not influence the business 

in any way 

1 

(Do not read) NK/ NA 99 

21. Have you become a member of any specialized business association/ sectoral association (agriculture, banks, farmers, 
etc.) as a result of interacting with ODIMM? (one possible answer) 

Yes 1 

No 2 

(Do not read) NK/ NA 99 

[THE NEXT QUESTION IS FOR ODIMM BENEFICIARIES WHO DO NOT EXPORT AT THE MOMENT Q4] 

22. What do you think of the possibility to export? (one possible answer) 
The type of our activity does not allow the possibility to export 1 

Our company plans to start exporting in the next 12 months 2 

Our company does not plan to export 3 

Other, specify _____________ 4 

(Do not read) I don’t know 99 

ASK 23 ALL RESPONDENTS 



Annexes 

45 

 

45 

23. What type of useful information would you like to be elaborated by ODIMM (Organization for Development of Small and 
Medium Enterprises Sector) to help you in your activity? 

  

(Do not read) NK/ NA 99 

MIEPO CHAPTER 

24. Are you acquainted with MIEPO (Moldova Investment and Export Promotion Organization)? (one possible answer) 
I am acquainted 2 Continue 

I have heard, but do not know details 1 GO TO CHAPTER Exporters 

(do not read) I don’t know 0 GO TO CHAPTER Exporters 

25. Please indicate the extent to which you would recommend the services/ programs of MIEPO to your partners and 
acquaintances. Please use a scale from 0 to 10, where 0 – I would certainly not recommend, and 10 – I would certainly 
recommend. (one possible answer) 

I would certainly not recommend I would certainly recommend 
I don’t 

know 

0 1 2 3 4 5 6 7 8 9 10 99 

26. Have you ever benefitted from MIEPO services/ programs? (MULTIPLE ANSWER) 

Yes, in 2013 or earlier 1 GO TO CHAPTER Exporters 

Yes, in 2014 2 GO TO CHAPTER Exporters 

Yes, in 2015 3 GO TO CHAPTER Exporters 

Yes, in 2016 4 GO TO CHAPTER Exporters 

Yes, in 2017 5 Continue 

Yes, in 2018 6 GO TO CHAPTER Exporters 

I have not benefitted from 
MIEPO 

9 GO TO CHAPTER Exporters 

27. Please evaluate the following aspects of your interaction with MIEPO staff. Please use a scale from 1 to 5 where 1- very 
dissatisfied, and 5 – very satisfied. (one possible answer per line) 

 
5 – very 

satisfied 
4 

3 – 

neither, 

nor 

2 
1 – very 

dissatisfied 

(Do not 

read) 

NK/ NA 

Did not 

use 

Overall satisfaction with MIEPO activity 5 4 3 2 1 99  

The provided information was clear and 

complete 
5 4 3 2 1 99 97 

The provided information was useful and 

relevant 
5 4 3 2 1 99 97 

Quick responding 5 4 3 2 1 99 97 

Benevolent attitude (tone of voice) of the staff 5 4 3 2 1 99 97 

Staff’s openness and wish to help 5 4 3 2 1 99 97 

Staff’s level of professionalism 5 4 3 2 1 99 97 

28. [SCREEN] Please indicate the types of MIEPO services/ programs you benefitted from. (multiple answer) 
Organizing and ensuring participation in events in the country and abroad (exhibitions, fairs, platforms for 

public-private discussions, forums, workshops, conferences, bilateral and multilateral meetings, business 

missions abroad, etc.) 

1 

Providing informational support by supplying sectoral and overall analyses and studies 2 

Organizing seminars, training courses and workshops for local companies in the field of investments and 

export 
3 
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Supporting local economic agents in the elaboration of investment projects oriented towards foreign 

partners, with their further promotion in events organized in the country and abroad 

4 

29. (ONLY FOR THE PROGRAMS BENEFITTED FROM) Please indicate to what extent are you satisfied with the services/ 
programs you benefitted from through MIEPO? Please use a scale from 1 to 5, where 1 – very dissatisfied and 5 – very 
satisfied. (one possible answer per line) 

 
5 – very 

satisfied 
4 

3 – 

neither

, nor 

2 

1 – very 

dissatisfi

ed 

(Do not 

read) 

NK/ NA 

Organizing and ensuring participation in events in the country 

and abroad (exhibitions, fairs, platforms for public-private 

discussions, forums, workshops, conferences, bilateral and 

multilateral meetings, business missions abroad, etc.) 

5 4 3 2 1 99 

Providing informational support by supplying sectoral and overall 

analyses and studies 
5 4 3 2 1 99 

Organizing seminars, training courses and workshops for local 

companies in the field of investments and export 
5 4 3 2 1 99 

Supporting local economic agents in the elaboration of 

investment projects oriented towards foreign partners, with 

their further promotion in events organized in the country and 

abroad 

5 4 3 2 1 99 

30. Please indicate what was the result of benefitting from MIEPO services/ programs/ events (indicate exact figures) 
Concluded contracts ___________ no. of contracts 

Established partnerships ___________ no. of partnerships 

Investment projects ___________ no. of implemented investment projects 

31. To what extent did you apply or continue to apply the knowledge acquired within trainings provided by MIEPO? (one 
possible answer) 

To a great extent 4 

To a certain extent 3 

To a small extent 2 

Not at all 1 

(Do not read) NK/ NA 99 

32. Please indicate whether MIEPO programs had any influence on your business? (one possible answer) 
Yes, thanks to MIEPO programs the business has 

grown 

2 

No, MIEPO programs did not influence the business 

in any way 

1 

(Do not read) NK/ NA 99 

CHAPTER EXPORTERS: 

[COMPLETE 33-40 ONLY FOR EXPORTING COMPANIES] 

33. Please evaluate your knowledge regarding customs regulations and procedures in the Republic of Moldova. Please use a 
scale from 1 to 5, where 1 – very poor and 5 – very good. (one possible answer) 

34. Please evaluate your knowledge regarding customs regulations and procedures on the European Union markets. Please 
use a scale from 1 to 5, where 1 – very poor and 5 – very good. (one possible answer) 

 33 -  MD 34 - EU 

5 – very good 5 5 

4 4 4 

3 3 3 

2 2 2 

1 – very poor 1 1 
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(do not read) NK/ NA 99 99 

35. Please tell us what topics would you like to learn about the customs regulations and procedures from the Republic of 
Moldova/ EU during trainings? (indicate at least 2-3 topics) 

Moldova: 

 

European Union: 

 

36. How do you estimate the easiness of payment of duty on export? Please use a scale from 1 to 5, where 1 – not easy at all 
and 5 – very easy. (one possible answer) 

5 – very easy 5  

4 4 

3 3 

2 2 

1 – not easy at all 1 

(do not read) NK/ NA 99 

37. Please name 3 impediments/ obstacles your company needs to overcome in order to export more easily? (OPERATOR: 
indicate the answer word by word) 

1 
____________________________________________________________________________________________ 

2 
____________________________________________________________________________________________ 

3 
____________________________________________________________________________________________ 

99 (Do not read) NK/ NA 

38. Could you please tell me which of the following trade agreements play a significant role for your business? 
1 Autonomous commercial preferences of the EU 

2 Trade agreements with CIS countries 

3 CEFTA (The Central European Free Trade Agreement) 

4 Treaties for avoiding double taxation 

5 Other, specify _______________ 

6 None of the above 

[The next question is addressed to companies exporting from Moldova] 

 

39. Are you acquainted with DCFTA (The Deep and Comprehensive Free Trade Area RM – EU)? (one possible answer) 
I am acquainted 3 

I have heard, but do not know details 2 

I don’t know 1  - go to Q 41 

40. If your company exports, how do you appreciate the opportunity to export to the European Union after the 

implementation of the DCFTA? (multiple answer) 

We started to export mainly due to DCFTA 1 

We increased the production capacity in order to export more to the EU after DCFTA 2 

Quality standards and high competition will reduce export volume 3 

We are not affected by DCFTA implementation 4 

We do not export to the EU, but we intend to export in the future 5 

We do not export to the EU and we do not plan to either 6 

STRATEGIC COMMUNICATION 
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41. Have you ever accessed the following websites? (one possible answer per line) 

 Yes No 
(Do not read) I 

don't know 

Odimm.md 1 0 99 

Miepo.md 1 0 99 

EMAIL address: ______________________________________________ 

Thank you! 


