Assessment of paddy farmers’ satisfaction with Agricultural Extension Services provided by the Department of Agriculture – A study in Dambulla area, Sri Lanka

Introduction
Agricultural extension services play a vital role in improving agricultural productivity, promoting technology adoption, and enhancing farmers’ livelihoods (Athukorala, 2017) (Elias, et al., 2016). In Sri Lanka, where agriculture remains an important economic activity, effective extension services are essential for transferring research-based knowledge and innovations to farmers in a timely and practical manner. Paddy cultivation, as one of the country’s most important agricultural activities, largely depends on the efficiency of extension services to improve crop management, resource use, and farm profitability.
The Department of Agriculture (DOA) is the main institution responsible for providing agricultural extension services in Sri Lanka. Through Agricultural Instructors (AIs) and Agricultural Research and Production Assistants (ARPAs), the DOA delivers technical advice, training programs, demonstrations, and input-related support. These services are expected to be relevant, useful, technically reliable, and farmer-oriented. However, the effectiveness of extension programs depends greatly on how farmers perceive and evaluate the services they receive. Farmer satisfaction is therefore a key indicator of extension performance, as satisfied farmers are more likely to adopt recommended practices and maintain continuous engagement with extension officers (Debnath, et al., 2016) (Kassem, et al., 2021).
Although the DOA has a long history of extension service delivery, empirical evidence on farmer satisfaction in Sri Lanka remains limited, specially at the regional level. Most studies focus on productivity and technology adoption, while fewer examine farmers’ perceptions using a standardized framework (Athukorala, 2017). This creates a gap in understanding whether extension services adequately address farmers’ real needs and local farming challenges. Dambulla area, being a major paddy producing region, provides an appropriate setting to assess these issues.
This study aimed to assess the level of satisfaction of paddy farmers in the Dambulla area with the agricultural extension services provided by the DOA using the Clientele Satisfaction Scale developed by (Saravanan Raj, 2009). The scale evaluates satisfaction across four dimensions: relevance, usefulness, quality, and customer service. By examining these dimensions, the study identifies strengths and weaknesses of the extension system and provides evidence-based insights to improve the effectiveness and farmer orientation of agricultural extension services.

Materials and Methods

A quantitative, descriptive, cross-sectional survey design was employed to assess the level of satisfaction of paddy farmers with the agricultural extension services provided by the Department of Agriculture (DOA) in the Dambulla area. The study was conducted in the Dambulla Divisional Secretariat Division of the Matale District, Central Province, which is a major paddy-producing region with an established extension service network.
The target population consisted of paddy farmers who were beneficiaries of DOA extension services in Dambulla area. A cluster sampling technique was applied, considering Grama Niladhari (GN) divisions as clusters. Out of the 41 GN divisions in the area, two divisions, Yapagama and Kapuwatta, were selected based on accessibility, intensity of paddy cultivation, and active farmer participation in extension programs. The total sample included 110 paddy farmers, representing the entire farming population of the selected divisions, with 64 farmers from Yapagama and 46 from Kapuwatta.
Primary data were collected using a structured questionnaire administered through face-to-face interviews. The questionnaire consisted of three main sections. The first section collected demographic and socio-economic information such as age, education level, farming experience, farm size, and income. The second section was based on the Clientele Satisfaction Scale developed by Saravanan Raj (Saravanan Raj, 2009), which measures farmers’ satisfaction across four dimensions: relevance, usefulness, quality, and customer service. The third section included questions related to frequency of contact with extension officers, types of services received, and the perceived usefulness of extension advice.
Responses to the Clientele Satisfaction Scale were recorded using a three-point Likert scale, where 2 represented “Agree”, 1 represented “Somewhat Agree”, and 0 represented “Disagree”. In addition, farmers were asked to rate the overall usefulness of extension advice on a scale of 1 to 10.
Collected data were coded and analyzed using the Statistical Package for Social Sciences (SPSS). Descriptive statistics, including frequencies, percentages, means, and standard deviations, were used to summarize the data and describe satisfaction levels. The reliability of each satisfaction dimension was assessed using Cronbach’s Alpha. Mean scores were calculated to determine the level of satisfaction for each dimension and the overall satisfaction with extension services.



Results

The assessment of paddy farmers’ satisfaction with agricultural extension services provided by the Department of Agriculture (DOA) in the Dambulla area revealed an overall moderate level of satisfaction, with a mean score of 1.165 on a three-point Likert scale. This indicates that while farmers acknowledge the importance of extension services, their expectations are only partially met.
The respondent profile showed that paddy farming in the study area is largely practiced by middle-aged and experienced farmers, with most respondents having more than ten years of farming experience and cultivating small to medium landholdings. Nearly half of the farmers had completed Advanced Level education, suggesting a reasonably educated farming population capable of understanding technical advice. These socio-economic characteristics were found to influence satisfaction levels, particularly education, farming experience, and participation in extension activities.

	Variable
	Category
	Frequency
	Percentage (%)

	Age (years)
	18–30
	16
	14.5

	
	31–50
	47
	42.7

	
	Above 50
	47
	42.7

	Education Level
	Up to Primary
	17
	15.5

	
	Secondary
	30
	27.3

	
	Advanced Level
	52
	47.3

	
	Diploma/Degree or above
	11
	10.0

	Farming Experience (years)
	Less than 10
	31
	28.2

	
	10–20
	31
	28.2

	
	More than 20
	48
	43.6

	Farm Size (acres)
	Less than 1
	41
	37.3

	
	1–5
	69
	62.7

	
	More than 5
	-
	-

	Annual Income from Farming (Rs)
	Less than 100,000
	17
	15.5

	
	100,000–500,000
	79
	71.8

	
	More than 500,000
	14
	12.7


Table 1: Socio-economic characteristics of respondents

Among the four satisfaction dimensions, quality of extension services recorded the highest mean score (M = 1.25), reflecting farmers’ confidence in the technical competence and professionalism of extension officers. Customer service (M = 1.18) and relevance of services (M = 1.14) showed moderate satisfaction, indicating generally positive perceptions but with limitations related to irregular contact and alignment with local needs. The usefulness dimension recorded the lowest mean score (M = 1.09), highlighting farmers’ concerns regarding the practical applicability of extension advice.

	Dimension
	Mean Score
	Interpretation

	Quality of Services
	1.2485
	Highest satisfaction

	Customer (Clientele) Services
	1.1814
	Moderate satisfaction

	Relevancy of Services
	1.1394
	Moderate satisfaction

	Usefulness of Services
	1.0909
	Lowest satisfaction

	Overall Mean
	1.165
	Moderate satisfaction level


Table 3: Mean satisfaction scores by dimensions of the Clientele Satisfaction Scale

Farmers who had frequent contact with extension officers and participated in training programs reported higher satisfaction levels, whereas those with infrequent interactions expressed only moderate satisfaction. Specifically, only 5.5% of farmers met extension officers monthly, while 70.9% reported contact once every three months and 23.6% had rare or no contact. Limited field visits (reported by only 13.8% of farmers), delays in input distribution, and inadequate market-related guidance (received by just 7.5% of respondents) were identified as key factors contributing to the overall moderate satisfaction level (overall mean = 1.165) across all service dimensions.


Discussion

The findings indicate that the DOA’s extension services in the Dambulla area are functioning reasonably well but require improvement to better meet farmers’ expectations. The relatively high satisfaction with service quality suggests that farmers trust the technical expertise of extension officers. This finding aligns with previous studies highlighting officer competence as a major strength of public extension systems (Elias, et al., 2016).
However, the moderate satisfaction observed across relevance and usefulness dimensions reflects gaps between service delivery and farmers’ actual needs. The low usefulness score suggests that although information is available, its translation into practical, field-level solutions remains limited. Similar results were reported by (Debnath, et al., 2016), who found that farmers’ satisfaction declines when extension advice lacks timely application or practical demonstrations.
The influence of education and farming experience on satisfaction is consistent with earlier research indicating that better-informed and more experienced farmers are more capable of understanding and utilizing extension advice (Kassem, et al., 2021). Moreover, farmers who frequently participated in training programs reported higher satisfaction, emphasizing the importance of continuous interaction and engagement.
Infrequent contact between farmers and extension officers emerged as a key issue. The majority of farmers met extension officers only once every three months or less, reducing opportunities for follow-up and timely problem resolution. (Athukorala, 2017) demonstrated that regular monitoring and advisory support significantly improve farm efficiency, reinforcing the need for more consistent field-level engagement.
Overall, the findings suggest that while the extension system is technically sound, its effectiveness is constrained by limited field interaction, insufficient practical orientation, and delays in service delivery.

Conclusion
This study concludes that paddy farmers in the Dambulla area are moderately satisfied with the agricultural extension services provided by the Department of Agriculture. Farmers value the technical competence and professionalism of extension officers; however, they express lower satisfaction with the usefulness and relevance of services. Infrequent contact, limited field demonstrations, and delayed input supply reduce the practical impact of extension activities. The results highlight that farmer satisfaction is strongly influenced by socio-economic factors and participation in extension programs. Improving the practical orientation of services and strengthening farmer–officer interactions are essential to enhance satisfaction and the overall effectiveness of extension service delivery.

Recommendations
To enhance paddy farmers’ satisfaction with agricultural extension services in the Dambulla area, greater emphasis should be placed on increasing the frequency of field visits and follow-up interactions to provide timely, farm-specific guidance. Extension services should be made more practically oriented through field demonstrations and problem-solving-based training programs tailored to local conditions. Strengthening farmer participation in extension activities and improving communication through mobile platforms and farmer organizations can further improve service relevance and accessibility. In addition, regular needs assessments and timely distribution of inputs will help ensure that extension services are more responsive to farmers’ priorities and contribute to improved service effectiveness.
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