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Overall purpose

To establish customers views of specific
aspects of the service of issuing
disclosures and the overall service
delivery
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HOW?

WHO?

Disclosure

Telephone Survey (previous satisfaction
survey was conducted via self-
completion methodology)

Random sample of individuals who were
responsible for making applications to
Disclosure Scotland on behalf of
registered body. N=1001 interviews
achieved. Sample provided by
Disclosure Scotland.

Interviews conducted over period 31st
August — 9t September 2005
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Gender
Male
Female
Age
16-24
25-34
35-44
45-54
55-64
65 and over
Refused

N=1001
%

22
/8

15
32
34
13
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Greater
proportion of
females

Majority aged
between 35 to
24 years




N=1001
%
Organisation type

Health 12
Education 16
Local Authority 14
Care of Elderly 20
Childcare 9
Sport/ Leisure 3
Umbrella Organisation 3
Voluntary Organisation 9
Other 14
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Most of
respondents in
Health/
Education/ LA or
Care of Elderly
organisations




Number of Disclosures requested
per year (by individual)
<10

10-25

26-50

51-75

76-100

101-150

151 - 250

251 - 500

500+

Not stated

N=1001
%
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Half of
respondents
request 50
disclosures or
less a year



» Frequency of requesting disclosures from Disclosure Scotland

e Over half (52%) are ‘frequent users’ i.e.

organisations

60% -
0) . .
oo S2% request disclosures once a week or more for their
-
40% - , ,
— More likely LA’s (74%), Health
30% - 26% organisations (73%) and Educational
. o
0% - organisations (63%)
12%
10% -
3% 4% 1%
0% | | | | — |
Once a Oncea Every 2-3 Every 4-6 Every 6-12 Not sure
week or month or months months months or
more more less
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= Type of Disclosure Applied for

95%

100%
82%
80%
60%
40%
0]
20% 13% L17%
4%
O% ! I I I 1
Standard only Enhanced only Both Total Standard Total Enhanced
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Overall Satisfaction
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89% Score of 7 or higher

37%

30 1 1%6 score

|
|
|
I
|
|
|
I
| of3or I 119%b score of 10
271 ower | 20% 21% ‘Extremely
20 1 : satisfied’
157 | 11%
I
10 - % |
5 3% :
1% 1% [ :
0 - T I

T

Score Score 4 Score 5 Score 6 Score 7 Score 8 Score 9 Score
1-3 10

Scale 1 to 10 where 1 was extremely dissatisfied and 10 was extremely satisfied
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=

Prompt reply to applications/ submissions (68%)
Prompt reply to query or dispute (18%)
Helpful staff (18%)
The service has improved/ has improved a lot recently (9%)
Applications form are easy to complete (5%)

Staff are courteous (4%)

Base: 889 i

o=

3% @
1% 1% l

0 _-_,_—_,_- I I

Score Score 4 Score 5 Score 6 Score 7 Score 8 Score 9 Score
1-3 10
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Slow reply to applications or submissions (6

mentions)
35 - Slow response to a query (4 mentions)
30 - Inaccurate response to query (3 mentions)
Unhelpful staff (2 mentions)
25 - Applications form difficult to complete (1 mention)
20 - Guidance info. difficult to understand (1 mention)

0
51 O 3% :
1% 1% - I
O n T !1 T

Score Score 4 Score 5 Score 6 Score 7 Score 8 Score 9 Score
1-3 10
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Average

forms (971) 8.91
Helpfulness of Helpline

s rzo e [ ] 835

(995) 773

query 1o hetpline (752 2000 | RO S 762

guery to helpline (733) :

Time taken to process

copicatons 000, 2o | ISO e T 73

0% 20% 40% 60%0 80% 100%

B Score 1-3 O Score 4-6 B Score 7-8 3@ Score 9-10

Scale 1 to 10 where 1 was extremely dissatisfied and 10 was extremely satisfied
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Average

el .
applications (999) 9.57
o o | N 0,43
o aiey I s R
auery to netpime (752) | ISSR] s ] 9.20
O‘I)/o 20I% 4(2;% 6(1;% 80I% 1OIO%
@ Score 1-3 O Score 4-6 B Score 7-8 @ Score 9-10

Scale 1 to 10 where 1 was not at all important and 10 was extremely important

Disclosure

SCOTLAND *Not applicable removed from base




Satisfaction with Service Standards (ranked) Importance of Service Standards (ranked)
Availability of application forms (Av. 8.91) Time taken to process applications (Av. 9.57)
Helpfulness of helpline staff (Av. 8.35) Availability of application forms (9.43)

Knowledge of staff in answering queries (Av. 7.88) Helpfulness of helpline staff (Av. 9.27)
Overall accessibility (Av. 7.73)
Time taken to answer query to Helpline (Av. 7.62)

Time taken to process applications (Av. 7.34)

Knowledge of staff in answering queries (Av. 9.27)

Time taken to answer query to Helpline (Av. 9.20)
Overall accessibility (Av. 9.14)

o O A W DN P
oS o1 A W DN P

e Satisfaction with ‘Time taken to process applications’ is the lowest but
considered most important service element

e Correlation analysis was conducted to assess strength of each service
standard in determining overall satisfaction. All the elements were closely
aligned with the exception of ‘availability of application forms’ which has
less impact on overall satisfaction than other elements
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No other important elements of service

Other important service
elements

e Everything has
been covered (73%)

Need better clarity of information (7%)
Accuracy of disclosures (4%)

Application forms badly designed/ improve layout (3%)
Process should be easier (2%)
Improve invoice system (2%)

Some mention of
service element
already covered
further highlighting
their importance

Disclosure

* Process should be quicker/ more prompt
returns (3%)

e Important that staff are approachable/
helpful (2%)




Timescales
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Are the timescales in receiving
your disclosures suitable for

your organisations needs?
(1001)
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Key Reasons why not suitable... (265)

*‘Delay in starting new staff as a result of
slow process’ (83%0)

e ‘Can lose candidate to another job
because of slow processing’ (24%0)

* ‘Has adverse effect on our service
provision in general’ (12%0)

e ‘No consistency in response times’ (5%20)

e ‘Delays in general/ hold ups’ (5%06)

Decrease from 2003 survey (38%0)

More likely those organisations in care of
elderly (32%0); voluntary (33%0) and high
users i.e. 251+ disclosures/ year (37%0)




Dispute/ Query Resolution
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In the last year have you raised Nature of dispute... (76)
a dispute about a Disclosure?

(1001)

eAccuracy of information (71%b6)
eApplication form lost (16%0)
*Slow processing (3%0)

Sending certificate to wrong
address/ other problems with address

(3%0)
‘ *Problems with disclosure certificate

itself (120)

Payments (1%0)

Problems with signatures (1%0)
*Processing of forms from overseas
applicants (1%0)
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76%0 raised their dispute by
telephoning helpdesk

&

16% wrote a letter

4% emailed the helpdesk

196 sent a fax
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Average
How staff handled

dispute (67) /.33
Knowledge of staff 6.85
with dispute (65)
How dispute was 6.81
resolved (68) '
How promptly staff 6.77

responded (69)

0% 20% 40% 60% 80% 100%

B Score 1-3 O Score 4-6 B Score 7-8 B Score 9-10

Scale 1 to 10 where 1 was extremely dissatisfied and 10 was extremely satisfied
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In the last year have you raised ‘A query differs from a dispute in
any other queries about a that it is a general enquiry and
Disclosure? (1001) could be for variety of reasons
before, during and after the
processing of a Disclosure’

Nature of guery... (329)

eGeneral processing (30%0)
eInformation supplied (29%06)
eTimescales (27%0)

elnvoice matter (5%0)

*Missing forms/ applications (3%6)
eQueries about signatories (2%0o)
eChange of address/ address queries
(290)
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92%0 raised their query by
telephoning helpdesk

&

4% emailed the helpdesk

3% wrote a letter (less
than for disputes)
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Average
How staff
handled query
(321)

8.10

How promptly
staff responded
(320)

7.61

Knowledge of
staff with query 4
(322)

7.54

0% 20% 40% 60% 80% 100%

B Score 1-3 0O Score 4-6 B Score 7-8 B Score 9-10

Scale 1 to 10 where 1 was extremely dissatisfied and 10 was extremely satisfied
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Just over one third

DiSClOSU re (37%) had visited

SCOTLAND .
the website

|»

Disclosure Scotland is in the process of developing a new look website which will provide additional
information and routes tailored to our user groups, including Disclosure applicants, Registered Bodies and
voluntary organisations. It is proposed that the new website will be available from Sept 2005, Should you
require any information or assistance which you cannot find in this current website, please contact us by

clicking on this link How you can contact us
For details of our current processing times, please go to the Performance page. T
| Higher usage amongst
ON-LINE APPLICATION NOW AVAILABLE - CLICK HERE - - . -
individuals in sport and
Please note this website is updated constantly. To ensure the latest version please I e I S u re 0 rg an Isatl O nS
press Ctrl F5 to refresh. - -
- | - N (53%0); education
Welcome to the website of the Scottish Criminal Record Office Disclosure Serice. The aim of the website is
k d ial infi d ab | devel ithin the Ser d -
st 26 wide 21 ancaes 28 poseile ot famatin. e e (47%); umbrella or
News | Arside Pass | Application Process | Types of Disclosure | Registration / Code of Practice | Performance | On-line application | Wolurtary Sector Ii VO I u n ta ry O rg S (45 0/0)
FA's | Dizclosure Scotland Brochure | Home | SCRO Home Page | Uzeful Links | Contact Lis . .
ER001-2002 $CRO Al Rights Feserved. Al photographs are @5CRO 2001-1002. an d h I g h U Se rS I . e . 15 1 +

disclosures/ year (44%0)

PROTECTING THE VULNERABLE BY SAFER RECRUITMENT

Similar usage to 2003 survey — 34%
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Average

case ot access (1) [FRIIIIIIEETT  © >
nformaton @o) 7.98
information (292)
S sy [ T 76
(304) S
=se ooy [ S T
31%
Sign-posting (77) 7.90
Providing sufficient
information (o) it oI 752

0% 20% 40% 60% 80% 100%

@ Score 1-3 O Score 4-6 B Score 7-8 B Score 9-10

Scale 1 to 10 where 1 was very poor and 10 was excellent

DiSC lOSU re ‘Don’t know’ not included
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Additional Comments
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Positive comments

Key mentions:

‘The processing of application
forms is quick’ (7%20)

‘Good service/ I'm happy with
service’ (7%0)

‘The service has improved’ (5%0)

‘The staff are helpful’ (3%0)
Disclosure
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Negative comments

Key mentions:
‘The applications should be quicker’ (7%206)

‘The application forms should be easier to complete’
(790)

‘There is too much paperwork/ bureaucracy’ (5%0)
‘The guidance notes need to be improved’ (2%o)

‘The forms are returned for trivial reasons/
unnecessarily/ queries could be dealt with by phone
instead’ (2%90)

‘The invoice system needs to be improved’ (2%0)
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Summary and Conclusions
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e QOverall level of satisfaction extremely high

e Satisfaction is highest for ‘availability of application
forms’ and ‘helpfulness of helpline staff’ while lower for
‘time taken to process applications’

e The most important service standard is ‘time taken to
process applications’ while of less importance is the
‘overall accessibility of Disclosure Scotland’

e Of note is that ‘time taken to process application’ is the
most important service standard however received the
lowest satisfaction rating. Recurring theme throughout
survey and is a key variable in driving any dissatisfaction
IN service provision overall
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One quarter (26%0) felt that time scales in receiving
disclosures were not suitable to their organisations needs
primarily because they had a delay in starting new staff
as a results. Appears to be improving — 38%0 in 2003
found them unsuitable.

High levels of satisfaction with staff handling and
resolution of disputes and queries

Speed and accuracy remain paramount for customers
however it appears there has been some improvement to
this recently — important to remain focused on

Overall only a very few customers have any negative
comments — where these occurred it related to timescales
(as noted) plus some mentions of improvements to
applications forms and guidance notes
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