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ABSTRACT 
 

Information communication technologies (ICTs) tools play a pivotal role in 

creating effective liaisons among research institutes, extension services, and 

farmers. Present study was conducted in the Department of Agricultural 

Extension, PMAS Arid Agricultural University, Rawalpindi during 2014-15. The 

objective was to assess the competency level of agriculture experts deputed 

on Punjab Agricultural Helpline (PAH) for guidance of farming community. The 

respondents of the study were user of Agricultural Helpline, Lahore, Punjab. 

The data were collected from 150 randomly selected respondents from a list of 

500 farmers through a pre-tested questionnaire. The results showed that print 

media and radio/television appeared as a major source of information for 

creating awareness among farmers about PAH followed by fellow farmers. 

Majority of PAH users were using helpline since 1-2 years with the purpose of 

getting agricultural information. More than half (52.0%) of the respondents 

reported they call to PAH seasonally/oftenly. A good number (44.0%) of the 

respondents was always satisfied and 44.0 percent were found sometime 

satisfied. Majority said they had to wait for more than 6 hours for answer. PAH 

experts used mostly national language (Urdu) for answering as reported by 

majority (77.3%) of the respondents. Majority of the respondents said they 

received relevant, up to date, and suitable information whereas, more than one 

fourth of the respondent reported that they always obtained relevant, suitable, 

up to date, concise, and comprehensive information.  
 

KEYWORD: Agricultural extension; competencies; Punjab Agricultural Help 

Line; Pakistan.  

 

INTRODUCTION 

 
Extension is one of the important pillars in the development of agriculture 
sector the world over. Extension can be defined as a non-formal educational 
procedure that is directed toward the rural population (2, 12). This process 
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offers advice and information to help the rural people to solve their problems. 
Extension also aims to increase efficiency of the farm family, increase 
production and generally increase their living standard. It functions as a 
source of information and supports for farmers to facilitate them improve their 
production and marketing. Extension education basically performs three 
basic educational tasks viz. (i) to diffuse agriculture related information to 
farm families, (ii.) Assist them for identification of problems and   
 
(iii) Helping farm families for application of  technical knowledge  
 
Different agricultural research scientists are developing new methods and 
technologies to meet the changing demands of new era. Lashgarara et al. (9) 
emphasized that for information sharing information communication 
technologies (ICTs) tools should be used to create liaison among research 
institutes, extension services, and farmers. ICTs may include computers, 
internet, telephone, radio, mobile phones, newspapers, and digital library. 
Telephone devices have facilitated us in accessing to even a person living in 
remote areas (6). Telephone (landline and wireless) has made it easier to 
develop a linkage between the farmers living even in distant areas with 
extension experts. Agricultural helpline provides an opportunity for getting 
information pertinent to agriculture related problems using toll free numbers. 
The Directorate of Agricultural Information, Government of the Punjab, 
Lahore initiated a toll free Punjab Agriculture Helpline (PAH) (0800-15000) in 
2002-03 which was further strengthened by adding another toll free 
Telephone Line (0800 29000) during 2007-08. This facility was established 
for computerized recording of calls of farmers and displaying of callers ID 
with date and time of calls. . This facility is helpful for locating callers for 
feedback by technical experts on the same day. On an average, 12,000 
telephone calls are being received/recorded annually which means almost 33 
calls daily. The toll free numbers of Punjab Agriculture Helpline are also 
accessible through mobile phones (1). 
 
An ideal information center is where extension agent has enough skills to 
convey required ideas of customers effectively and efficiently (3). An efficient 
call center employee is one who can effectively communicate verbally. At the 
same time he must be capable of obtaining feedback of customer (13). 
Secondly, ability and zeal to listen, is another factor which determines 
competency of an efficient call center agent (3, 5). Thirdly, most critical and 
most important aspect is attention of the agent. Fourthly, attitude of agent 
has great influence on customer’s attitude, Fifthly, expert’s knowledge and 
confidence is of great importance.  



Competency of the Punjab Agricultural Helpline (PAH) experts     

J. Agric. Res., 2016, 54(4) 

841 

The present study was carried to evaluate the competency level of agriculture 
experts of Agricultural Help Line (if any) and suggest some improvement for 
future success of Agricultural Help Line for benefits of the farmers.  

 

MATERIALS AND METHODS 
 
This study was conducted in the Department of Agriculture Extension PMAS 
Arid Agriculture University, Rawalpindi, Pakistan during 2014-15. The 
population composed of farmers who were constantly calling and receiving 
information using Punjab Agricultural Helpline, Lahore. 
 

Sampling procedure  
 
 A list of 10,000 helpline users was obtained from Directorate of Agricultural 
Information, Punjab, Lahore. As most of the users were first time callers and 
also most of them had forgotten about the helpline response, they were short 
listed to 500 respondents after discussion with the Assistant Director, 
(Helpline), 150 respondents were selected randomly for telephonic interview. 
 

Development of Questionnaire 
 
A questionnaire was developed for telephonic interview of the respondents. 
Questionnaire was divided into four technical sections i.e. demographic 
aspects, competency level of experts, credibility of respondents regarding 
information on helpline and effectiveness of information.  
 

Pre-testing and validation of questionnaire 
 
The questionnaire was pretested on 10 respondents (helpline user and non-
sampled farmers) through telephonic interview. The pre-tested schedule was 
discussed with a panel of experts (various Professors and Assistant 
Professors in the Department) for validation and modification to get useful 
and correct information. However, it was modified according to their 
suggestions.  
 

Data collection and analysis 
 
Respondents were personally contacted through telephone mobiles. 
Telephonic interview was a difficult task to obtain responses of the 
respondents and consumed lot of time due to various reasons including 
mobile signals, non-availability of time by the respondents, various 
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respondents were reluctant to give their answer through telephone and they 
were repeatedly contacted and suspicious nature of the respondents. After 
competing questionnaire of 150 respondents the data were analyzed through 
Statistical Package for Social Sciences (SPSS) descriptive and inferential 
statistics were used to interpret the data. 

 

RESULTS AND DISCUSSION 
 

Source of awareness about PAH 
 
The respondents disclosed that information providers have to provide 
awareness by itself about the availability of information (Dossani, 2005). The 
respondents disclosed that for creating awareness about helpline the 
Directorate of Agriculture Information Punjab, Lahore gave publicity about toll 
free helpline on print material and newspapers advertisements. The 
Directorate also mention their numbers in short message of TV and radio. 
Further farmers became aware PAH from extension workers and fellow 
farmers. Awareness of farmers regarding availability of information related to 
agricultural through helpline is the most crucial step in agriculture information 
dissemination. The data (Table 1) revealed that about one-third (32.0-32.7%) 
of respondents come to know about PAH through print media and 
radio/Television. Fellow farmers were appeared to be the other source of 
information for about one-fifth (21.3%) of respondents. While small number 
of users (14%) obtained information about PAH from extension workers.  

 
Table 1. Distribution of the respondents according to 

their source of awareness of PAH. 
 

 Sources of awareness Frequency Percentage 

 Extension Worker 21 14.0 

 Print Media 48 32.0 

 Radio/Television 49 32.7 

 Fellow Farmer 32 21.3 

 Total 150 100.0 

 

Duration of Using PAH 
 
Duration of using PAH was included in questionnaire as a parameter 
competency of helpline. Since how long respondents are using PAH.  For this 
four categories were made like less than a year, 1-2 years, 3-4 years and 
more than 4 years, considering that respondents using PAH for more than 4 
years finding this service more helpful. The (Table 2) depicted that almost 
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same number (30.0 and 32.0 %) of the respondents were using PAH for less 
than a year or 1-2 years. About a quarter (24.7%) respondents were using 
PAH for 3-4 years whereas, only 13.3 percent of the respondents were using 
PAH for more than 4 years. To some extent, similar results were reported by 
Sobalaje (2013) where 38.1 and 32.1 percent respondents were using ICTs 
for getting information for 1-2 years and 3-5 years, respectively.  
 

Table 2. Frequency distribution of the respondents 

according to their duration use of PAH. 
 

 Duration  Frequency Percent 

 Less than a year 48 32.0 

 1-2 years 45 30.0 

 3-4 years 37 24.7 

 More than 4 years 20 13.3 

 Total 150 100.0 

 

Purpose of using PAH 
 
In order to check the proper utility of PAH question was asked about their 
purpose to call PAH was three categories (just to time pass, information, 
both). Results (Table 3) revealed that 96.7 percent of the respondents used 
PAH for getting agricultural information whereas only a negligible number 
(2.0%) of respondents reported that they used PAH just for time passing. 
Singh et al., (11) and Choi (2009) have reported similar results. Khan et al., 
(8) also reported that 26.04-46.3 percent respondents used other ICT tools 
like telephones, helplines and mobile phones for making contacts acquiring 
information and entertainment. 
 

Table 3. Distribution of respondents according to their 

purpose of calling PAH. 
 

 Purpose to use PAH Frequency Percentage 

 Just to pass time 3 2.0 

 Information 145 96.7 

 Both 1 0.7 

 Any other 1 0.7 

 Total 150 100.0 

 

Satisfaction level 
 

To check the competency of PAH experts, farmers were asked about 
regarding their satisfaction level. The data (Table 4) revealed that a good 
number (44.0%) of respondents were satisfied always and 44.0% were 
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satisfied sometime and only 8.0 percent of respondents were never satisfied 
with the service of PAH. 
 

Table 4. Distribution of the respondents according to 

their satisfaction about PAH expertise. 
 

 Response Frequency Percentage 

 Never 12 8.0 

 Often/Sometime 66 44.0 

 Always 66 44.0 

 No Response 6 4.0 

 Total 150 100.0 

 

Waiting duration of response from PAH 
 

Most of the respondents (45.3%) reported that they had to wait for almost 6 

hours for answer from PAH experts and more than one fourth (26.0%) 

respondents said they had to wait for more than 12 hours (Table 5). Less 

than one quarter (21.3%) respondents were of the view that they don’t have 

to wait too long and get frequent response. Only negligible number (7.4%) 

respondents did not receive any response from PAH. 
 

Table 5. Distribution of respondents according to 

their duration of wait for answer. 
 

 Response Frequency Percentage 

 Without waiting 32 21.3 

 After 6 hours 68 45.3 

 More than 12 hrs 39 26.0 

 Not yet 11 7.4 

 Total 150 100.0 

 

Duration of answer call 
 

Almost half of respondents revealed that they usually need only 5-10 minutes 
of PAH for their answer to be fully satisfied. More than one-third (36.1%) of 
respondents need only 5 minutes, less than one fifth (15.3%) needs 10-20 
minutes and only few respondents (5.3%) said they need more than 20 
minutes to be fully clear and convinced about their information need (Table 
6). 
 

Discussion with other after Consultation 
 
Credibility can be regarded as a reliability of information by the farmers. It 

can be said how important information can be regarded by farmers in 
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technology adoption or making any decision (Meena, 2010). The data (Table 

7) revealed that more than quarter (36.3%) respondents often/sometime 

discuss the information with any other before applying to crops. More than 

quarter (30.0%) respondents feel no need for that and they never discuss the 

information with others before application whereas above than quarter 

(28.7%) respondents always confirm information of PAH from any other 

before application into the field. Respondents reported that they get help from 

different sources for confirming the recommendations of PAH like NARC, 

fellow farmers, pesticide dealers, etc. 
 

Table 6. Distribution of the respondents according 

to their duration of answer calls from PAH. 

 
 Time ( minutes) Frequency Percentage 

 5  54 36.1 

 5-10 65 43.3 

 10-20  23 15.3 

 More than 20 8 5.3 

 Total 150 100.0 

 
Table 7. Discussion of information with others after 

consultation with PAH experts. 

 
 Response Frequency Percentage 

 Never 45 30.0 

 Often/sometime 54 36.3 

 Always 43 28.7 

 No Response 8 5.4 

 Total 150 100.0 

 

Language of experts 
 
Language plays imperative role in the efficiency of communication process if 

it is used effectively otherwise it serves as a barrier to communication (7). 

Information communicated through simple and local language develops a 

favorable learning environment (8). The data in (Table 8) show a clear 

answer of respondents that PAH experts use Urdu language mostly for 

answering the respondents on call. Majority of respondent (77.3%) reported 

the language used by experts was Urdu. Only 10.7 percent were of the view 

that local language is also used. While 8.7 percent respondents reported the 

experts used technical language. 
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Table 8.  Frequency of language used by PAH experts. 

 
 Language of experts Frequency Percentage 

 Urdu 116 77.3 

 Local language 16 10.7 

 Technical 13 8.7 

 Don’t know 5 3.3 

 Total 150 100.0 

 
 

Competency of the PAH experts 
 

In ever changing scenario of technology, it is very crucial to provide suitable, 
up to date, and relevant information to the farmers. Electronic media 
delivering more relevant, suitable, up to date and useful information, was 
considered as more efficient or competent source of information (8). Different 
questions about the competency of Punjab Agriculture Helpline were asked 
from the respondents about relevancy, up to date information, suitable to 
climate and own situation, comprehensive, concise, applicable, useful 
answer. It was observed (Table 9) that high response (54.0%) was given to 
sometime relevancy of information. More than one third (36.7%) respondents 
agreed that information was always relevant to the needs whereas, only few 
respondents (6.7%) didn’t agree to this and reported that they never receive 
relevant information. More than half (52.7%) respondent said that the 
information from PAH was sometime suitable, about one-third (36.7%) of the 
respondents stated the information was always suitable to environment.  
 

Table 9. Rating of various variables of information. 
 

 

Variables 

No 

response 

Never Sometime Always Total 

f % f % f % f % f % 

Relevant 4 2.7 10 6.7 81 54.0 55 36.7 150 100.0 

Up to date  6 4.0 13 8.7 70 46.7 61 40.7 150 100.0 

Suitable 7 4.7 9 6.0 79 52.7 55 36.7 150 100.0 

Concise 10 6.7 13 8.7 67 44.7 60 40.0 150 100.0 

Useful 6 4.0 16 10.7 59 39.3 69 46.0 150 100.0 

Applicable 10 6.7 16 10.7 57 38.0 67 44.7 150 100.0 

Comprehensive 31 20.7 27 18.0 47 31.3 45 30.0 150 100.0 

 
Less than half (46.7%) of the respondents feel the information was some 
time up to date. Most (40.07%) of the respondents stated that they have 
always upto date information. Again negligible number of respondents 
reported the information was never up to date. Next highest response was 
given to the usefulness of information. Most (46.0%) of the respondents 
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highlighted that the information was always useful, 39.3% respondents told 
that information was sometime useful and only 10.7% respondents said 
information was never useful for them at all. This show their degree of 
dissatisfaction from PAH, but their numbers was really negligible. Less than 
half (44.7%) respondents said that the information was always applicable and 
10.7 percent respondents showed that they never receive applicable 
information. Applicability of information where was lacking always. Same is 
the case with concise information where less than half (44.7%) said the 
information sometime concise and 8.7 percent said information was never 
concise. About comprehensive information one-third (30.1 and 30.0%) 
respondents said the information was comprehensive sometime and always 
whereas 18.0% respondents said the information was never comprehensive. 
 
Overall, response rate was high for often/sometime and always to some 
extent. There were also some responses found for never comprehensive but 
their percentage was negligible. 

 

CONCLUSION 

 
Print media and radio/television appeared as a major source of information 
for creating awareness among farmers about PAH followed by fellow 
farmers. Majority of PAH users were using helpline since 1-2 years with the 
purpose of getting agriculture information. Higher proportion of the 
respondents said they call to PAH seasonally/often. Majority of the 
respondents was always satisfied and was feeling sometime satisfied. 
Majority said they had to wait for more than 6 hours for answer. PAH experts 
mostly used Urdu language for answering the respondents on call as majority 
of respondent reported the language used by experts was Urdu. Majority of 
the respondents said they sometime reviewed relevant, upto date, and 
suitable whereas, more than one fourth of respondents received always 
relevant, suitable, up to date, concise, and comprehensive information. 
Following recommendations are made for effective functioning of PAH and 
prompt supply of information to the farmers:-  

 

 Directorate should have to develop a way in order to provide prompt reply 
to the farmers just after receiving their call for the improvement of their 
crops. 

 PAH can be expanded to the district wise centers because information 
varies with location. A center just in front of agriculture market in each 
district may be developed equipped with all the latest marketing as well as 
cropping information. 
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