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1  Background

Analytical Services Unit (ASU) in the Department for Social Development is an out posted branch of the Northern Ireland Statistics and Research Agency (NISRA). Each year NISRA gauges customer satisfaction by conducting an independent annual customer satisfaction survey on behalf of all of its constituent branches. Throughout the year, branches compile a database of both their key and ad-hoc customers who have received a service during that year. Identified customers of individual branches within the organisation are asked to complete a short questionnaire assessing their satisfaction with the services provided by that branch during the year. The 2013 NISRA Customer Satisfaction Survey was conducted online and closing date for completions was February 2014.
In total, 274 ASU customers were identified and asked to complete the NISRA Customer Satisfaction Survey 2013; 82 responses were received, representing a response rate of 30% for ASU. This document provides a summary of ASU customer responses. Annex A provides a comparison of the ASU 2013 survey findings with the overall data for NISRA. Annex B provided a comparison of the findings from the ASU customer survey for the last three years – where the data is available.
2 Results

2.1 Level of Satisfaction with Services Provided
A summary of the 2013 satisfaction levels with overall service provided by ASU, staff skills (politeness/courtesy, knowledge and professionalism), accessibility to branch and timeliness of response are shown in Figure 1.
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Overall, 96% of respondents were either ‘satisfied’ or ‘very satisfied’ with the services provided by Analytical Services Unit in 2013 (40% were ‘satisfied’ and 56% were ‘very satisfied’). This meets the NISRA Balanced Scorecard target for customer satisfaction of 96%.
All respondents (100%), were either ‘satisfied’ or ‘very satisfied’ with the politeness / courtesy of staff in DSD Analytical Services (23% were ‘satisfied’ and 77% were ‘very satisfied’).

Furthermore, all respondents (100%), were either ‘satisfied’ or ‘very satisfied’ with the knowledge of staff in DSD Analytical Services (44% were ‘satisfied’ and 56% were ‘very satisfied’).

In total 94% of respondents were either ‘satisfied’ or ‘very satisfied’ with the accessibility of staff in DSD Analytical Services (44% were ‘satisfied’ and 50% were ‘very satisfied’). The remaining 6% of respondents were ‘dissatisfied’ with the accessibility of staff. 
98% of respondents were either ‘satisfied’ or ‘very satisfied’ with the timeliness of response from DSD Analytical Services (49% were ‘satisfied’ and 49% were ‘very satisfied’).
2.2  Use of ASU Products / Services by Customers

In total 67% of respondents (n=55), had made use of products or services delivered by Analytical Services Unit in the previous year (2012). Of these 84% thought the service provided during 2013 was ‘about the same’ as that provided in 2012 and 13% felt the service was ‘better’ or ‘much better’ than in 2012. The remaining 4% of respondents felt that the service provided during 2013 was worse than during 2012. 
Respondents were asked how likely they would be to use the services provided by the Analytical Services Unit in the future and in total 97% stated that they would be ‘quite likely’ (34%) or ‘very likely’ (63%) to do so. Only one respondent stated that they would be unlikely to use the services of ASU because they would instead use an alternative source of data in the future and one respondent was unsure if they would use the service again.
There were a small number of suggestions for additional products and services, these suggestions have been noted and will be examined in terms of feasibility and resources for the future.

2.3 Customer Complaints

One respondent had made a complaint about the service they had received from Analytical Services Unit in the previous 12 months. However this respondent expressed satisfaction with how the complaint had been handled. (Further details of complaints made are not recorded in the questionnaire.)
2.4 Methods of Communication

As detailed in Figure 2, respondents were most likely to have obtained Statistics and Research Services from ASU via email or letter (90%), followed by a telephone call from the Branch (48%). (NB Sum greater than 100% due to multiple responses.) 
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3 Recommendations
· Assess suggestions for additional services, as outlined in Section 2.2 in terms of feasibility and resources.

· Share survey findings with all staff in ASU.
ANNEX A

The results from the 2013 ASU customer survey are compared to the overall NISRA Customer Survey results. It should be noted that due to rounding totals may not add up to 100%. Also where ‘-‘ appears in a table this denotes that there were no responses in this category.
1.1 Overall how satisfied were you with the products and services provided?

	
	ASU
	NISRA

	Very satisfied
	56%
	59%

	Satisfied
	40%
	38%

	Dissatisfied
	4%
	2%

	Very dissatisfied
	-
	1%

	Total
	100
	100

	Base
	82
	529


1.2 How satisfied were you with the politeness / courtesy of staff in the branch?

	
	ASU
	NISRA

	Very satisfied
	77%
	75%

	Satisfied
	23%
	24%

	Dissatisfied
	-
	0%

	Very dissatisfied
	-
	0%

	Total
	100
	100

	Base
	82
	529


1.3 How satisfied were you with the knowledge of staff in the branch?

	
	ASU
	NISRA

	Very satisfied
	56%
	65%

	Satisfied
	44%
	34%

	Dissatisfied
	-
	0%

	Very dissatisfied
	-
	0%

	Total
	100
	100

	Base
	82
	529


1.4 How satisfied were you with the accessibility of the branch?

	
	ASU
	NISRA

	Very satisfied
	50%
	56%

	Satisfied
	44%
	41%

	Dissatisfied
	6%
	3%

	Very dissatisfied
	-
	1%

	Total
	100
	100

	Base
	82
	529


1.5 How satisfied were you with the timeliness of response from the branch?

	
	ASU
	NISRA

	Very satisfied
	49%
	58%

	Satisfied
	49%
	38%

	Dissatisfied
	2%
	3%

	Very dissatisfied
	-
	1%

	Total
	100
	100

	Base
	82
	529


1.6 How satisfied were you with the professionalism of staff in the branch?

	
	ASU
	NISRA

	Very satisfied
	62%
	69%

	Satisfied
	38%
	30%

	Dissatisfied
	-
	1%

	Very dissatisfied
	-
	0%

	Total
	100
	100

	Base
	82
	529


2. Quality of Service Compared to Previous Year

2.1 Did you also use the services of this branch in the previous year, that is, 2012?
	
	ASU
	NISRA

	Yes
	67%
	78%

	No
	29%
	18%

	Don’t know
	4%
	3%

	Total
	100
	100

	Base
	82
	529


2.2 Do you think the service provided by the branch in 2012 was better, worse or about the same as the service provided in 2013?

	
	ASU
	NISRA

	Much better
	2%
	2%

	Better
	11%
	17%

	About the same
	84%
	79%

	Worse
	4%
	2%

	Much worse
	-
	-

	Total
	100
	100

	Base
	55
	414


3. Likelihood of Utilising NISRA Services in the Future

3.1 How likely are you to use the services provided by this branch in the future?

	
	ASU
	NISRA

	Very likely
	63%
	75%

	Quite likely
	34%
	22%

	Quite unlikely
	2%
	2%

	Very unlikely
	-
	0%

	Don’t know
	2%
	1%

	Total
	100
	100

	Base
	82
	529


4. Customer Complaints

4.1 Did you complain about any aspect of the service provided by this branch?

	
	ASU
	NISRA

	Yes
	1%
	2%

	No
	99%
	98%

	Don’t know
	-
	-

	Total
	100
	100

	Base
	82
	529


4.2 How satisfied were you with how the complaint was handled?

	
	ASU
	NISRA

	Very satisfied
	0
	1

	Satisfied
	1
	3

	Dissatisfied
	0
	1

	Very dissatisfied
	0
	0

	Total
	1
	5

	
	
	


Note: Due to small base, numbers are provided rather than percentages.

ANNEX B
The results for the 2013 customer survey are detailed below. Comparative data for 2011 and 2012 are included where possible. It should be noted that due to rounding totals may not add up to 100%. Also where ‘-‘ appears in a table this denotes that there were no responses in this category and where ‘NA’ appears in a table this indicates that the question was not asked during this year.

5.1 Overall how satisfied were you with the products and services provided?

	
	2011
	2012
	2013

	Very satisfied
	58%
	47%
	56%

	Satisfied
	35%
	49%
	40%

	Dissatisfied
	7%
	4%
	4%

	Very dissatisfied
	-
	-
	-

	Total
	100
	100
	100

	Base
	60
	78
	82


5.2 How satisfied were you with the politeness / courtesy of staff in the branch?

	
	2011
	2012
	2013

	Very satisfied
	NA
	76%
	77%

	Satisfied
	NA
	23%
	23%

	Dissatisfied
	NA
	-
	-

	Very dissatisfied
	NA
	1%
	-

	Total
	NA
	100
	100

	Base
	
	79
	82


5.3 How satisfied were you with the knowledge of staff in the branch?

	
	2011
	2012
	2013

	Very satisfied
	NA
	53%
	56%

	Satisfied
	NA
	46%
	44%

	Dissatisfied
	NA
	-
	-

	Very dissatisfied
	NA
	1%
	-

	Total
	NA
	100
	100

	Base
	
	79
	82


5.4 How satisfied were you with the accessibility of the branch?

	
	2011
	2012
	2013

	Very satisfied
	58%
	47%
	50%

	Satisfied
	37%
	48%
	44%

	Dissatisfied
	3%
	4%
	6%

	Very dissatisfied
	2%
	1%
	-

	Total
	100
	100
	100

	Base
	59
	79
	82


5.5 How satisfied were you with the timeliness of response from the branch?

	
	2011
	2012
	2013

	Very satisfied
	53%
	46%
	49%

	Satisfied
	37%
	49%
	49%

	Dissatisfied
	8%
	4%
	2%

	Very dissatisfied
	2%
	1%
	-

	Total
	100
	100
	100

	Base
	59
	79
	82


5.6 How satisfied were you with the professionalism of staff in the branch?

	
	2011
	2012
	2013

	Very satisfied
	NA
	65%
	62%

	Satisfied
	NA
	34%
	38%

	Dissatisfied
	NA
	-
	-

	Very dissatisfied
	NA
	1%
	-

	Total
	NA
	100
	100

	Base
	
	79
	82


6. Quality of Service Compared to Previous Year

6.1 Did you also use the services of this branch in the previous year?

	
	2011
	2012
	2013

	Yes
	78%
	72%
	67%

	No
	17%
	28%
	29%

	Don’t know
	5%
	-
	4%

	Total
	100
	100
	100

	Base
	60
	79
	82


6.2 Do you think the service provided by the branch in the previous year was better, worse or about the same as the service provided in the current year?

	
	2011
	2012
	2013

	Much better
	2%
	-
	2%

	Better
	15%
	21%
	11%

	About the same
	77%
	77%
	84%

	Worse
	6%
	2%
	4%

	Much worse
	-
	-
	-

	Total
	100
	100
	100

	Base
	47
	57
	55


7. Likelihood of Utilising NISRA Services in the Future

7.1 How likely are you to use the services provided by this branch in the future?

	
	2011
	2012
	2013

	Very likely
	72%
	60%
	63%

	Quite likely
	20%
	33%
	34%

	Quite unlikely
	5%
	1%
	2%

	Very unlikely
	2%
	1%
	-

	Don’t know
	2%
	5%
	2%

	Total
	100
	100
	100

	Base
	60
	79
	82


8. Customer Complaints

8.1 Did you complain about any aspect of the service provided by this branch?

	
	2011
	2012
	2013

	Yes
	5%
	4%
	1%

	No
	95%
	95%
	99%

	Don’t know
	-
	1%
	-

	Total
	100
	100
	100

	Base
	60
	78
	82


8.2 How satisfied were you with how the complaint was handled?

	
	2011
	2012
	2013

	Very satisfied
	2
	0
	0

	Satisfied
	0
	1
	1

	Dissatisfied
	1
	1
	0

	Very dissatisfied
	0
	0
	0

	Total
	3
	2
	1


Note: Due to small base, numbers are provided rather than percentages.
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