
Supreme Courts

	


Customer Satisfaction Survey 2011

May 2011

	Author
	Shaeron Clacher

	Location
	S:\Customer Service Excellence\Surveys\External survey\Report180511.sc.doc


Contents 
3Introduction


3The questions


3The responses


4Conclusion


4Next steps


5Results


5About you


6Our services


7Our standards


7Information


8Attitude and Professionalism


8Communication


8Our facilities


9Benchmarking


10Engaging with customers


11Court Motions Team


13Overall





Introduction 
Customers’ feedback on our service is important to us. It allows us to check our performance from the customers’ point of view and gives us the opportunity to make improvements. 

During April 2011 we carried out a local customer satisfaction survey spanning all parts of the Supreme Courts – the Administration Unit, the Court of Session and the High Court of Justiciary. 

To capture as much feedback as possible, we offered customers three ways of completing the survey. They could complete it electronically either remotely
 or using a laptop provided in the Offices of the Court of Session. Alternatively, we provided hard copies of the survey for customers who preferred this method. 
The questions 
The survey was split into 11 sections. 

· About you

· Our services

· Our standards

· Information

· Attitude and professionalism

· Communication

· Our facilities

· Benchmarking

· Engaging with customers

· Court Motions Team

· Overall 

These sections and the underlying questions were based on the key drivers of customer satisfaction identified by Market & Opinion Research International (MORI) as well as local issues. 
The responses
We received 72 responses to the survey. 59 responses were submitted remotely using the link in The Proof and Just News and six using the laptop in the Offices of the Court of Session. Another seven were submitted in hardcopy. 

Not all respondents answered every question. 

Conclusion 

Overall the results are very positive and show a high level of satisfaction with our service. 
There are some areas where there are low awareness levels. These are:
· Knowing how to make a complaint (72%)
· The Supreme Courts Customer Charter (47%)
· Opportunities for giving us feedback and how we communicate the outcome of the feedback we receive (88% and 86% respectively) 
· Knowing the procedure for enrolling an electronic motion to the CMT if the computer system fails (either ours or the customer’s) (50%). 
There are other areas where the results are good – but not great. For example, only 84% of respondents think that we answer the telephone politely within a reasonable time and give our name. Failing to give our name when answering the telephone has also been highlighted in recent mystery shopping exercises. 
Next steps 

The CSE Development Group will explore the results of the survey further and propose action and communication plans to Supreme Courts managers. 
Results 

About you
99% of the respondents were professional users. 
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Which services do you use?

	Department 
	No. 

	Administration Unit 
	35

	Court of Session
	65

	High Court of Justiciary 
	27

	All three services 
	17


Special services 
One respondent has used or is likely to need the Induction Loop system and two have used or are likely to need interpretation services and disabled access.

There are no special services that customers need that we don’t currently provide. 

Our services 
	Question / Statement
	Results

	The Supreme Courts’ service are easy to access
	93% strongly agree / agree

	How do you prefer to access our services? 
	In person – 54 respondents
By telephone – 30 respondents

By e-mail – 40 respondents

One respondent would prefer to use fax and other prefers internal mail system

	I know how to make a complaint to the Supreme Courts
	72% strongly agree / agree

	The complaints process meets my needs
	52% strongly agree / agree
43% don’t know – never have had to use the complaints process

	Could we improve the complaints process? 
	No – 19 respondents 
Don’t know – 37 respondents
Yes – 8 respondents
Comments 
· More awareness

· Sometimes immediate action is needed rather than filling in forms, i.e. Inner House Appeals Section do not answer their phones and this is frustrating. Need this to be dealt with my manager immediately


Our standards
	Question / Statement
	Results

	Have you read the Supreme Courts’ Customer Charter? 
	Yes – 47%

No – 53%

	The standards set in this charter are relevant to me.  
	95% strongly agree / agree

	The offices are open at times that are convenient to me
	90% strongly agree / agree



	I am usually served within an acceptable time of arriving in the departments 
	93% strongly agree / agree



	Supreme Court’ staff answer the telephone politely within a reasonable time and give their name. 
	84% strongly agree / agree



	The Supreme Courts’ deliver on their promises
	92%  strongly agree / agree




Information 
	Question / Statement
	Results

	I understand the information provided by the Supreme Courts  
	100 % strongly agree / agree



	The information I receive it accurate
	96 % strongly agree / agree



	I know how to access the information I need
	100% strongly agree / agree



	I am given reasons if I cannot have the information I request
	94% strongly agree / agree




Attitude and Professionalism 
	Question / Statement
	Results

	The Supreme Courts staff I deal with are professional, helpful and courteous
	94 % strongly agree / agree



	I am treated fairly by the Supreme Courts staff I deal with
	92% strongly agree / agree



	The Supreme Courts staff take time to understand my needs
	96 % strongly agree / agree




Communication 
	Question / Statement
	Results

	The Supreme Courts offer me appropriate ways of communicating with them
	98% strongly agree / agree



	Please tell us how you would like us to communicate with you
	· Face to face is preferable as phones don’t always get answered especially in Inner House Appeals 

· E-mail x 2 

· Verbally at the counter 

· We want to be able to use modern technology – e-mail and fax 

· E-mail, telephone, one to one 




Our facilities 

	Question / Statement
	Results

	The Supreme Courts’ accommodation is clean, adequate and comfortable
	88% strongly agree / agree




Benchmarking 
	Question / Statement
	Results

	How do the standards of timeliness and quality of service we provide compare with other government agencies you have dealt with? 
	Better – 15 respondents 
Same – 15 respondents
Worse – 0 respondents 
I don’t have anything to compare to – 25 respondents 


	Please explain the reason for your answer
	Better
	

	
	Same
	Limited connection with other departments preclude answering. Just expect better in this present climate of job uncertainty

	
	Same
	Difficult to compare – no real standard to compare with

	
	Same
	I routinely deal with Sheriff Courts and the Supreme Courts offer a similar standard of service and response

	
	Better
	Able to sit and provide work space while waiting to be service

	
	Better
	The staff are more knowledgeable 

	
	Better
	

	
	Better
	Go out of their way to be helpful 


Engaging with customers
	Question / Statement
	Results

	The Supreme Courts offer opportunities of giving feedback on their service
	88 % strongly agree / agree



	Please tell us how you would like us to gather your feedback
	· I believe that the General Department has a box where problems/complaints are posted there and then and then written out on a white board next to the petitions desk which outlines what the problem/complaint is and the department’s solution

· By e-mail

· Via Customer Liaison Meeting

· On-line

· Opportunity to attend meetings

· We want modern technology – we are simply refused

· Customer Liaison Group / Customer Comment cards

· Via staff briefings / Customer Liaison Group meetings



	The Supreme Courts let me know the outcome of any feedback or suggestions I make 
	86 % strongly agree / agree




Court Motions Team
	Question / Statement
	Results

	I am happy with the electronic motion procedure
	90% strongly agree / agree



	Please tell us more
	· Not always correctly dealt with – too much inexperience in the office

· CMT runs smoothly

	I can effectively contact the CMT
	Via e-mail


	100% strongly agree / agree

	
	Via telephone
	90% strongly agree / agree



	
	In person
	100% strongly agree / agree

	I feel welcome when I approach the CMT
	Via e-mail


	100% strongly agree / agree

	
	Via telephone
	100% strongly agree / agree

	
	In person
	96% strongly agree / agree



	I believe the CMT is good at communicating with their customers
	Via e-mail


	100% strongly agree / agree

	
	Via telephone
	100% strongly agree / agree

	
	In person
	100% strongly agree / agree

	I feel the CMT can deal effectively with the business transacted
	93% strongly agree / agree



	I believe the CMT know and do seek advice if they are unsure of any answer to a query
	93% strongly agree / agree




	Question / Statement
	Results

	I receive interlocutors from the CMT and Depute Clerks of Court effectively 
	From CMT


	94% strongly agree / agree

	
	From Depute Clerks of Court
	91% strongly agree / agree

	If the court computer system or our own computer system fail, I know the procedure to follow to enrol an electronic motion to CMT
	50% strongly agree / agree

	How would you like to see the electronic motion procedure progressing? 
	· I personally don’t deal with enrolling motions but I have had feedback that it is good enough.
· Going back to the days when Deputes dealt with them – more experience needed in court motions team.
· It’s only a matter of time before this process is rolled out to other types of action where it is not yet permitted.
· No more change! Fine how it is.
· Happy with the way it is.
· No need to.


Overall 
	Question / Statement
	Results

	How satisfied are you with the Supreme Courts overall? 
	91% strongly agree / agree



	Could we improve the service we provide? 
	Yes – 45%

No – 55%

	If yes, please tell us how we can improve our service
	· More awareness

· I think services can always be improved as it’s important to stay on top of your game.   As a frequent user of both the General and Justiciary department I have no huge quarrel with the service provided by either however I would suggest that relations with the SRO could be improved, the Advocates Library orders paper from the SRO through the General and Justiciary departments, this can prove to be a lengthy procedure with papers sometimes not turning up at all or being sent back before staff or Advocates have had a chance to view them. I feel communications in this one area could be greatly improved** see below
· Most of the staff are absolutely fantastic and very helpful and professional but there are a couple of them that let the others down.
· Answer telephones.

· Being more efficient at sending out interlocutors - there have been a few occasions where I've had to remind people of sending interlocutors out.  Other than that I find the service very helpful.
· More use of IT.  Emails from DCS if problems with motions.  Rather than motion just being dropped and not finding out till days later.
· Nothing really expected. 



	
	· More experienced staff involved in counter work and the telephones being answered within the times set, staff may say they are but I can assure you they are not especially in Inner House Appeals Section they are terrible and I have noticed them ignoring the phones at times. 
· Whilst waiting times at the counter are generally acceptable, there are times when there can be a bit too much chat when you're waiting for one quick piece of business to be dealt with, which can be extremely frustrating.
· Trust long standing clerks to intromit with processes properly.
· Minor thing, if it would be possible to have a Rule book available at the counter for party litigants
· Insufficient staffing and service on the Inner House and extracts department, including refusal to check appeal on day of presentation due to lack of staff.
· Use of modern technology; proper provision of court decision on a daily basis; implementation of an accounts system or an exemotion system for legal aid cases.
· Have a vending machine at the end of the corridor
· Direct contact by phone for urgent queries

	Any other comments? 
	· **From above It is important for me to stress that my comments on relations with the SRO are really a very minor grievance and generally have nothing bad or frustrating to report on the work of the supreme courts.
· The ordinary/family desk really are a great bunch and I always find it easy to approach them on matters.
· Very happy with all standards. 
· The Justiciary Clerk should have an accounts system.  All other departments in the court have such a system - with the cost of even one page of a document costing so much and the fees to be paid for lodging documents such as petitions to the nobile officium being so great then an accounts system is essential. The vast majority of criminal cases are legally aided - in civil cases there is exemption from fees for legal aid cases - that should be a facility available for criminal matters.
· My experience of staff throughout the Supreme Courts is nothing less than favourable in the extreme.


�





How often do you use our services? 





Frequency �
%�
�
Daily�
78�
�
Weekly�
15�
�
Monthly �
3�
�
Occasionally�
3�
�
One-off contact�
1�
�









� A link was sent in the March editions of The Proof and Just News. 
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