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Introduction

In October 2011 we conducted a customer satisfaction survey to seek feedback from customers using the services of the Accountant of Court (AoC) and the Office of the Public Guardian (OPG).

A total of 429 questionnaires were issued to customers across services provided by AoC and OPG. The breakdown below details the groups of customers targeted:

1. AoC 



51

2. Access to Funds Scheme
22

3. Financial Guardians

50

4. Financial Interveners 
27
5. Judicial Factories
 
10
6. Power of Attorney 

269

The questionnaires were issued on 21st October 2011 and the exercise ran until  

18th November 2011.  A total of 125 questionnaires were completed and returned within 

the time period. 
Methodology

Who were selected to participate?
AoC and OPG provide a range of services to customers and our customer groups are different. In recognition of this, AoC customers received a different questionnaire to  customers using OPG services.  The questionnaires were tailored to suit both customer groups.

The groups are detailed below:

1. Solicitors who submitted applications to the Accountant of Court for directions relative to the administration of children’s funds between January and October 2011 were issued with a questionnaire. In most cases solicitors are only involved in the process until the funds have been handed over in accordance with the direction. In addition a number of the children’s parents were selected randomly and issued with questionnaires. The only qualification was that communication between the parent and the Accountant of Court had taken place within the year preceding the survey.

2. Applicants, typically members of the public and registered organisations using the Access to Funds scheme, who had applications registered between 24th October 2011 and 4th November 2011 were selected. These customers were selected as they had made an application to be appointed and recently experienced the statutory processes involved and our level of customer service.

3. Both lay and professional financial guardians who were in the second year of their appointment were selected. This group was selected as these particular guardians would have recently experienced the statutory application process to be appointed as a financial guardian and would have also complied with the statutory processes involved in supervising a financial guardian.

4. Both lay and professional financial Interveners who had completed their actions and intervention order cases that were closed between July 2011 and August 2011 were selected. Again this group were selected as any feedback gained would be based on recent experience in dealing with our office and complying with the monitoring requirements.
5. Customers, the majority being professionals senders, who had powers of attorney registered on 18th & 19th October 2011 were issued with a questionnaire. 2 days were selected in the processing week to identify these customers. This approach was adopted as it would keep costs down.  The questionnaire was sent to customers along with their registered case documentation 

6. Judicial Factors who had lodged annual accounts for audit were selected. This group was selected as some would have recently experienced the statutory application process to be appointed as a Judicial Factor and would have also complied with the statutory processes involved in supervising a Judicial Factor.

How did we do it?

Customers were provided with a paper copy of the questionnaire and a ‘Freepost’ envelope to allow the completed questionnaire to be returned easily and at no charge to the customer. Within our letter we provided a hyper link to an electronic version of the questionnaire, as we recognised that this method of return may have been preferred by some of our customers.
Why?
We recognise that customer satisfaction is an important indicator for us to identify how successful we are at delivering our services. Although many customers have provided their views verbally to staff and some customers have provided feedback in writing, a formal survey had not been carried out with customers before. By introducing surveys and thereafter conducting customer surveys on a regular basis, it will be easier for AoC & OPG to compare levels of service with that provided in previous years and to formally identify the information needs of customers. 
The information provided to AoC and OPG will be used to help us understand what customers require and help us to identify where we need to improve and what we are doing well.
Summary of Findings & Recommendations
Both the AoC and OPG questionnaires contained a series of questions under the following headings; standards, services, staff, information, correspondence, engaging with customers, complaints, benchmarking and improving services.  
The survey has been a useful exercise to help establish who our customer is, how often  they tend to use our services, the type of service used and how they rate our services and our staff. 

The majority of feedback on our service delivery and on the staff customers have dealt with has been very positive and exceptional in some cases. However the main criticisms have been in relation to the delay in processing times for Powers of Attorney (POA). This point has been made by the majority of customers providing feedback in relation to the services provided by OPG.  Measures have already been implemented by OPG to attempt to address issues with POA processing times in advance of the new electronic power of attorney registration being rolled out in 2012. 
However, other areas of improvement have been identified, and recommendations are as follows:  

1. Analyse results to identify which forms may need revision. As part of the ongoing review when guidance is being reviewed OPG can involve customers in the further consultation process.
2. Wording of next questionnaire to be clearer to allow more accurate responses to be provided. This point relates to question 19 of the questionnaire. The question sought responses in relation to general enquiries however respondents made comments about POA processing times.
3. We need to make it clearer to customers how to provide feedback to OPG & AoC. We can use the OPG website and AoC news page and information in leaflets and guidance etc.

4. Remind all staff of the feedback policy and process.

5. Update AoC leaflets and provide more in depth guidance on webpage.
The findings of the AoC and OPG surveys are both interesting and informative and have now been given to the local senior management team to consider and endorse. This report will be published on the AoC web page of the Scottish Court Website, on the OPG website and posted on the customer notice boards within Hadrian House.
OPG Customer Satisfaction Survey

Question Results
About You
It would be helpful if you would give us a little information about yourself.
1. Are you a:

	
	Response Rate
	Per Cent

	Legal Professional
	77
	72.6

	Local Authority Officer
	2
	1.9

	Organisation Employee
	3
	2.8

	Financial Adviser/Will Writer
	1
	0.9

	Medical/NHS Officer
	0
	0.0

	Member of the Public
	16
	15.1

	Other
	7
	6.6

	
	106
	100.0


A cross section of customers returned the questionnaire, the majority being completed by solicitors. 
2.  Which of the Office of the Public Guardian’s (OPG) services have you used?

Abbreviations used:  Power of Attorney (POA) Access to Funds (ATF) Guardianship Order (GUA) and Intervention Order (INT)
	
	Response Rate
	Per Cent

	POA only
	41
	39.0

	ATF only
	7
	6.7

	GUA only
	13
	12.4

	INT only
	1
	1.0

	All services
	10
	9.5

	POA/ATF
	2
	1.9

	POA/GUA
	12
	11.4

	POA/INT
	1
	1.0

	POA/INT/GUA
	10
	9.5

	POA/ATF/GUA
	5
	4.8

	ATF/GUA
	2
	1.9

	ATF/INT/GUA
	1
	1.0

	
	105
	100.0


The majority of respondents used the POA service. However returns were received from respondents using a combination of OPG services.
3.  How often do you use the services provided by the OPG?

	
	Response Rate
	Per Cent

	Daily
	11
	10.8

	Weekly
	41
	40.2

	Monthly
	28
	27.5

	Very Rarely
	19
	18.6

	Only Once
	3
	2.9

	
	102
	100.0


The majority of respondents use OPG services on a regular basis.
Our Standards

4.  The OPG is open Monday to Friday 9am to 5pm.  Are we open at times that are convenient to you?

	
	Response Rate
	Per Cent

	Yes
	103
	98.1

	No
	2
	1.9

	
	105
	100.0


98% of respondents are satisfied with our opening times. Only 1 comment was made in relation to extending our hours till 6pm for 1 day per week.
5.  If you have visited us, were you seen at the time of your appointment or within 10 minutes if you did not make an appointment?
	
	Response Rate
	Per Cent

	Yes
	9
	100.0

	No
	0
	0.0

	
	9
	100.0


Respondents are satisfied of waiting time (if any) when visiting Hadrian House.

6.  How satisfied are you that the OPG staff answered the telephone within a reasonable time?

	
	Response Rate
	Per Cent

	Very Satisfied
	72
	67.9

	Fairly Satisfied
	24
	22.6

	Neither Satisfied/Dissatisfied
	2
	1.9

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	8
	7.5

	
	106
	100.0


92% of all respondents highlighted that they are satisfied with our standard. 
7.  In your past experience, has the OPG failed to deliver on any of its commitments over the past 3 years?

	
	Response Rate
	Per Cent

	Yes
	33
	32.7

	No
	54
	53.5

	Don’t Know
	14
	13.9

	
	101
	100.0


Although 53% of respondents were satisfied that we delivered on our commitments, 32% of respondents were dissatisfied with our level of commitment. This relates to the delay in POA processing times.
Our Services

8.  How do you prefer to access our services?

	
	Response Rate
	Per Cent

	In Person
	0
	0.0

	Letter
	23
	21.7

	Telephone
	18
	16.9

	E-mail
	4
	3.8

	Website
	5
	4.7

	No Particular Preference
	12
	11.3

	In person, Letter, Telephone & E-Mail
	1
	0.9

	Letter & E-Mail
	3
	2.8

	Letter & Telephone
	18
	17.0

	Letter, Telephone & E-Mail
	4
	3.8

	Letter, Telephone, E-Mail & Website
	7
	6.6

	Letter, Telephone & Website
	3
	2.8

	Letter & Website
	5
	4.7

	Telephone, E-Mail & Website
	2
	1.9

	Telephone & Website
	1
	0.9

	
	106
	100


Respondents prefer to access our services by different methods. 
9.  Are our services easy to access?

	
	Response Rate
	Per Cent

	Yes
	99
	95.2

	No
	3
	2.9

	N/A
	2
	1.9

	
	104
	100.0


95% of respondents found our services easy to access. 
 Our Staff

If you have contacted the OPG, please tell us whether you agree or disagree with these statements.

10.  The OPG staff I dealt with were professional, efficient and polite.

	
	Response Rate
	Per Cent

	Strongly Agree
	53
	51.0

	Agree
	42
	40.1

	Neither Agree/Disagree
	6
	5.8

	Disagree
	2
	1.9

	Strongly Disagree
	0
	0.0

	N/A
	1
	1.0

	
	104
	100.0


91% of respondents were satisfied that our staff are professional.
11.  The OPG staff I dealt with were knowledgeable about the services OPG offer.

	
	Response Rate
	Per Cent

	Strongly Agree
	44
	42.3

	Agree
	51
	49.0

	Neither Agree/Disagree
	6
	5.8

	Disagree
	0
	0.0

	Strongly Disagree
	0
	0.0

	N/A
	3
	2.9

	
	104
	100.0


91% of respondents were satisfied that our staff are knowledgeable.
12.  The OPG staff I dealt with provided useful advice.

	
	Response Rate
	Per Cent

	Strongly Agree
	39
	37.9

	Agree
	48
	46.6

	Neither Agree/Disagree
	11
	10.7

	Disagree
	0
	0.0

	Strongly Disagree
	1
	1.0

	N/A
	4
	3.9

	
	103
	100.0


84% of respondents customers satisfied that our staff provide useful advice.
Information

13.  If the OPG gave information to you, was it provided in a way that you found easy to understand?

	
	Response Rate
	Per Cent

	Yes
	96
	93.2

	No
	3
	2.9

	N/A
	4
	3.9

	
	103
	100.0


93% of respondents were satisfied and found our information was provided in a way that was easy to understand.
14.  How satisfied were you with the quality of information which the OPG provided?

	
	Response Rate
	Per Cent

	Very Satisfied
	59
	57.1

	Fairly Satisfied
	36
	35.0

	Neither Satisfied/

Dissatisfied
	3
	2.9

	Fairly Dissatisfied
	1
	1.0

	Very Dissatisfied
	0
	0.0

	N/A
	4
	3.9

	
	103
	100.0


92% of respondents were satisfied with the quality of information we provided.

15.  Was the information provided accurate?

	
	Response Rate
	Per Cent

	Yes
	98
	95.1

	No
	2
	1.9

	N/A
	3
	2.9

	
	103
	100.0


95% of respondents were satisfied that we provided accurate information.

16.  Were the forms issued by the OPG easy to complete?

	
	Response Rate
	Per Cent

	Yes
	86
	81.9

	No
	12
	11.4

	N/A
	7
	6.7

	
	105
	100.0


81% of respondents were satisfied that our forms were easy to complete, although 11% of respondents disagreed.
Action: Analyse results to identify which forms may need revision. As part of the ongoing review when guidance is being reviewed OPG can involve customers in the further consultation process

17.  How satisfied were you with the assistance the OPG staff gave to complete a form?
	
	Response Rate
	Per Cent

	Very Satisfied
	40
	39.6

	Fairly Satisfied
	18
	17.8

	Neither Satisfied/

Dissatisfied
	4
	4.0

	Fairly Dissatisfied
	1
	1.0

	Very Dissatisfied
	0
	0.0

	N/A
	38
	37.6

	
	101
	100.0


For 37% of respondents this question was not applicable. However 57% of respondents were satisfied with our assistance to complete a form.

Correspondence

18.  How satisfied were you with the quality of information in OPG letters?

	
	Response Rate
	Per Cent

	Very Satisfied
	52
	49.5

	Fairly Satisfied
	36
	34.3

	Neither Satisfied/

Dissatisfied
	12
	11.4

	Fairly Dissatisfied
	1
	1.0

	Very Dissatisfied
	1
	1.0

	N/A
	3
	2.9

	
	105
	100.0


83% of respondents were satisfied with the quality of information in our letters.
19.  How satisfied were you with the time taken by OPG to respond to you enquiry?
	
	Response Rate
	Per Cent

	Very Satisfied
	34
	33.0

	Fairly Satisfied
	39
	37.9

	Neither Satisfied/

Dissatisfied
	9
	8.7

	Fairly Dissatisfied
	5
	4.9

	Very Dissatisfied
	14
	13.6

	N/A
	2
	1.9

	
	103
	100.0


70% of respondents were satisfied with the time we took to respond to enquiries. 17% were dissatisfied with the length of time taken to respond to enquiries. Many comments have been received in relation to POA processing times and it would appear that the question has been answered with this in mind as opposed to how we are at responding to general enquiries. 

Action point: wording of the next questionnaire to be clearer. 

20.  How easy are the OPG’S letters to understand?
	
	Response Rate
	Per Cent

	Very Easy
	53
	53.0

	Fairly Easy
	37
	37.0

	Neither Easy/Difficult
	7
	7.0

	Fairly Difficult
	1
	1.0

	Very Difficult
	0
	0.0

	N/A
	2
	2.0

	
	100
	100.0


93% of respondents were satisfied that our letters were easy to understand.
Engaging with Customers
21.  The OPG gives customers sufficient opportunities to provide feedback on services.

	
	Response Rate
	Per Cent

	Strongly Agree
	14
	13.6

	Agree
	34
	33.0

	Neither Agree/Disagree
	33
	32.0

	Disagree
	10
	9.7

	Strongly Disagree
	3
	2.9

	N/A
	9
	8.7

	
	103
	100.0


Although 46% of respondents were satisfied that we offer sufficient opportunities to provide feedback on services, 11% were dissatisfied. 

Action Point: We need to make it clearer how to provide feedback to OPG We can use the website and news page put information in letters, leaflets and guidance etc.

22.  If you have provided feedback or made a suggestion, did the OPG inform you of the outcome?
	
	Response Rate
	Per Cent

	Yes
	10
	10.4

	No
	3
	3.1

	N/A
	83
	86.5

	
	96
	100.0


For 86% of respondents this question was not applicable. However 13% had provided feedback to OPG and 3% were dissatisfied with our performance, as we did not contact them to inform of an outcome. It is difficult to deduce whether this feedback was provided before or after the feedback database was set up.

Action Point: To remind all staff of the policy and process.

Complaints

If you have complained, please tell us:

23.  How satisfied were you with the OPG complaint process?

	
	Response Rate
	Per Cent

	Very Satisfied
	3
	3.0

	Fairly Satisfied
	1
	1.0

	Neither Satisfied/

Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	1
	1.0

	Very Dissatisfied
	0
	0.0

	N/A
	95
	95.0

	
	100
	100.0


For 95% of respondents this question was not applicable. However 4% were satisfied with the complaint process, and 1% was dissatisfied with it. 
24.  How satisfied were you with the way your complaint was handled?

	
	Response Rate
	Per Cent

	Very Satisfied
	2
	2.0

	Fairly Satisfied
	1
	1.0

	Neither Satisfied/

Dissatisfied
	1
	1.0

	Fairly Dissatisfied
	1
	1.0

	Very Dissatisfied
	0
	0.0

	N/A
	96
	95.0

	
	101
	100.0


For 95% of respondents this question was not applicable. 3% were satisfied by the way the complaint was handled however 1% was dissatisfied.
25.  How satisfied were you with the person who dealt with your complaint?

	
	Response Rate
	Per Cent

	Very Satisfied
	3
	3.9

	Fairly Satisfied
	1
	1.3

	Neither Satisfied/

Dissatisfied
	1
	1.3

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	72
	93.5

	
	77
	100.0


For 93% respondents this question was not applicable, however 4% were satisfied with the person who dealt with their complaint. 
26.  How satisfied were you with the time taken to deal with your complaint?
	
	Response Rate
	Per Cent

	Very Satisfied
	2
	2.6

	Fairly Satisfied
	2
	2.6

	Neither Satisfied/

Dissatisfied
	1
	1.3

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	72
	93.5

	
	77
	100.0


For 93% of respondents this question was not applicable. However 4% were satisfied with the time taken to deal with the complaint.

Benchmarking
27.  How do the OPG’s standards for 1) responding to enquires on time and 2) quality of service compare with other Government departments you have dealt with?
	
	Response Rate
	Per Cent

	**Better
	46
	47.4

	**Same
	18
	18.6

	**Worse
	15
	15.5

	N/A
	18
	18.6

	
	97
	100.0


80% of respondents chose to respond to this question. Although 65% rated OPG as Better or the Same as other Government Departments, 15% rated OPG as being Worse. 
	
	Feedback received
	Per Cent

	Better
	30
	58.8

	Same
	7
	13.7

	Worse
	14
	27.5

	
	51
	100.0


A total of 51 respondents provided feedback to support their view. See Annex 1
Overall

28.  Thinking about all of the questions you have answered so far, how satisfied are you with the services provided by the OPG?

	
	Response Rate
	Per Cent

	Very Satisfied
	50
	48.1

	Fairly Satisfied
	40
	38.5

	Neither Satisfied/

Dissatisfied
	3
	2.9

	Fairly Dissatisfied
	8
	7.7

	Very Dissatisfied
	3
	2.9

	N/A
	0
	0.0

	
	104
	100.0


Overall 86% of respondents are satisfied with the services provided by OPG, with 9% being dissatisfied.
29.  Could the OPG improve its services?

	
	Response Rate
	Per Cent

	Yes
	72
	75.0

	No
	24
	25.0

	
	96
	100.0


75% of respondents considered that OPG could improve its services. 
If yes, please tell us how we can improve our service. 

74 comments were received outlining how OPG could improve services. Majority of comments relate to POA processing times. See Annex 2
30.  What do the OPG do well?  Please use the space below to tell us what you think we do well. 

60 comments received outlining what we do well. This covers staff professionalism and levels of service. See Annex 3
Annex 1 – Question 27 Benchmarking
Comments from respondents who thought we were Better

1. Response provided a lot quicker and information provided accurate & easy to understand. 
2. It's a relatively small department so the service is more personal. However the turnaround for powers of attorney varies and takes too long sometimes.
3. Generally queries or other correspondence have been replied to within a week. Government departments such as Pensions usually take much longer.
4. OPG not as slow as the rest!
5. HMRC are notoriously slow.
6. Up until recently, the OPGs response time & quality of service have been of a better standard than most other Gov. Depart. However the recent delays with registration are highly unsatisfactory.
7. Other Government Depts can take longer to respond to correspondence and do not address all matters raised in correspondence.
8. Apart from an isolated occasion when totally wrong information the service has been extremely good.
9. Very friendly efficient & knowledgeable staff.
10.   Standard very good 2. First class.
11. Actually do attend to queries, promptly and efficiently, always deliver if they indicate they will contact you at a certain time or on a deadline.
12. The OPGs office is streets ahead of Job Centre Plus/DWP in how quickly they answer the phone and how quickly they respond to queries by email. The fact that a person takes "ownership" of a case is also extremely helpful.
13. Any problems/queries dealt with right away.
14. You have responded quickly to my questions with accurate & relevant information.
15. Having dealt with all variety of agencies over a lot of years one gets used to delays,  & a high level of indifference. None of this applies in my experience of the OPG. I have not used your service much, but when I do I am dealt with promptly, knowledgeably & confidently not to mention politely. Most impressively with an understanding of the difficulties that crop up unexpectedly.
16. Prompt telephone response & action in relation to queries.
17. Other than some time delays re POAs I have no complaints whereas depts like DWP and HMRC fall short in many areas.
18. Easy to contact, helpful & efficient staff. Guidance forms need to be simplified. Need to use plain English. Very helpful staff when trying to complete accounts.
19. Your enquiry or query is dealt with quickly and efficiently.
20. When I phoned with questions about how to fill in the forms, I was put through to someone who was very helpful and could answer all my questions. They were knowledgeable and also had an encouraging manner. I feel confident to contact again if needed. Dealing with the benefits departments has not been easy.
21. Easy to deal with - polite and efficient.
22. Within the constraints of the volume of work the OPG has I find the OPG prompt and efficient in giving responses and generally those responses are very helpful.
23. We felt it was a more personal service & staff we dealt with were friendly & understanding. We had trouble working out lump sums needed but were taken through the process with a lovely lady who treated us with empathy & understanding - much appreciated.
24. Telephone answered without selecting 'options'. Every person was polite and helpful. Every person has access to my details and no need to pass to a supervisor.
25. Prompt response, courteous staff and easy to use documentation.
26. Communication very good and always responding to enquiries right away. Very helpful.
27. The time for registration is the only complaint we have with OPG but the tax office is a different matter giving wrong information making errors to name two.
28. Excellent efficient and polite service.

29. Quality

30.  Always feel satisfied when I phone your department, as you staff are so helpful.

Comments from respondents who thought we were the Same
1. The time taken to respond to Annual Returns is equivalent to the time taken by Scottish Court Service to process Application for Confirmation.
2. The time taken to respond to Annual Returns is equivalent to the time taken by Scottish Court Service to process Application for Confirmation.  Sadly, Registers of Scotland are quicker at processing title deeds for registration in the case of selling houses than that taken by the OPG to process POAs.
3. All government departments are deplorable at the length of time they take to deal with matters and to respond. Solicitors would have no clients if they dealt with them in this manner.
4. No difference - reasonable experience nothing worth complaining about or worthy of note.
5. Have no real benchmark to say anything else.
6. Some people are simply more empathetic and able to use simpler language to explain.
7. Experience in line with HMRC enquiry responses.
Comments from respondents who thought we were Worse
1. Slow and expensive.
2. I had an ongoing problem over certificates with a succession of officers who clearly were not being trained in accordance with what I was assured was policy.
3. Time taken to process registration is unacceptable. Currently 3 months to process an application for registration of POA. You need greater resources!
4. Registration now takes a period of 3 months which is not acceptable to the public.
5. Time to respond to registrations of POAs unacceptable.
6. The length of time taken to process POAs is wholly unacceptable.
7. I am not aware of any department that takes 13 weeks to register a POA or similar document.
8. I am not aware of any department that takes 13 weeks to register a POA or similar document.
9. A period of over 3 months to register a POA is totally unacceptable.
10. We submitted POA for registration on 5/7/2011 and no response was received until 10/10/2011. Often clients require these POAs to be able to handle their affairs quickly. In another case the client passed away before the document was registered.
11. Slow response service for POAs.
12. Turnaround time for registration of POAs at present is hopeless.
13. Failure to respond to e-mail communication nearly caused the collapse of the sale of my 90 year old mother's house. The lame excuse was that their fire wall must have blocked the e-mail!!! My solicitor had received it ok. I have never dealt with the same officer twice. The officers do not appear to familiarise themselves with my mother's file. I have to educate them on each occasion.
14. Time taken to register POAs, many complaints from clients.

Annex 2  Question 29 
Comments from respondents on how OPG can improve the service
1. Turn around time for registration of Powers of Attorney (POA)
2. Takes too long to register POA
3. The time taken to process POAs is too long: 3 months. This is longer than the Registers of Scotland take to register house deeds.  In addition, solicitors acting on behalf of individual guardians do not receive a copy of the Certificate of Appointment sent to the guardian.

4. For POAs send Certificates of Appointment (copies) to the solicitor who acts for the granter.  I appreciate that principal certificate of appointment should be sent to the granter, but a copy of the certificate of appointment should be sent to the solicitor for the adult.
5. Turnaround times could be quicker
6. NB 13 weeks is an unacceptably long time to wait for POAs to be registered.  I find the "no staples" comment strange - and I just ignore it.
7. Deal with registration of POAs in under 30 days and reduce registration fee from £70.
8. Quicker turnaround times for registering POAs etc.
9. Reduce time in processing applications to register a POA.
10. The delay in registering POAs is far too long.

11. The staff are very nice to deal with, but the time taken to register a POA is unacceptable.
12. Turnaround times for registration of POAs need to get shorter.

13. Turnaround needs to go back to the 30 days & not 13 weeks+.
14. By improving the turnaround for POAs although I was very impressed when I received one back within 2 days which I marked urgent.
15. Cut time in processing applications. Perhaps employ more personnel?
16. Meetings with solicitors to debate improvements might be productive, e.g. to revise attorney certificates and forms, set out a policy on guardianship feeing more in line with professional standards etc, speed up registrations, revise guardianship account forms.
17. POAs are taking too long to register.
18. Turnaround times must be shorter.
19. Obviously, at present the main improvement I would like to see is a quicker turnaround for POA. I appreciate the volume has increased significantly but similarly the importance of having an attorney in place quickly has also increased.
20. Always room to improve in all walks of life.
21. Try and be quicker with POA registrations.

22. Slightly, reduce the return time for POAs.
23. Speed up return of POAs.
24. Registration must be carried out much more speedily.
25. More staff members to improve turnaround times.
26. Quicker turnaround.
27. Faster registering of documents.
28. Speed up processing of POAs which does not seem to be starting to happen.
29. Respond to correspondence.  I wrote asking for credit facilities for solicitors to avoid use of cheques on each occasion, I have had no response.
30. Register POAs timeously.

31. The length of time taken to register POAs is totally unacceptable. A number of clients have died before the registered deeds have been returned.
32. Speed of registering POAs in times of high demand.
33. Financial Guardian annual account forms are unnecessarily complicated & not always clear about where certain items should be included.
34. Better specialist knowledge. Quicker POA registration.
35. The turnaround time for POAs is very long. If this could be reduced, it should be. Alternatively the OPG should be more realistic with targets. It is now my standard practice to advise clients that registration will take some months.
36. Perhaps a bit quicker with turnaround times for registration of POAs.

37. Explain how to fill in the yearly forms more easily than they are just now.

38. Faster POA registration.
39. The processing time for continuing & welfare POAs is too long. 2-3 weeks should be the maximum.
40. Time for registration of POAs is far too long.
41. Turnaround time for registration of POAs is far too long - more and more the Granter has died before the registration process is complete.
42. Process time for registration of POAs.

43. The time for processing POAs is too long. We have to deal with clients chasing us for return of the document. The forms for Access to Funds are still very complex and the procedure needs to be better promoted to the various banks.
44. Turnaround time of POA registration needs drastically reduced. Take on board suggestions made better. Acknowledge receipt of POA to be registered (by email only)
45. Fees are expensive. I'm a guardian and find the fees can be expensive taking needed money from the adult's savings.

46. We recently sent in 2 very urgent POAs to be registered and one had been completely overlooked and the other was slow to be returned.  It is taking 4-5 months to get registered POAs at the moment.
47. All staff should receive training on dealing with all levels of understanding; for many families this will be the first time they have had to deal with accountancy/legal issues and it's daunting.
48. Time for registration of POAs.
49. Registration times for POAs are presently unreasonably long.
50. A quicker turnaround for issuing POAs registered. It is now taking 10-16 weeks.
51. Turnaround times for POA registrations are taking too long. I recently waited 14 weeks after submission for it to be returned.
52. Improve the turnaround time for POAs. Do not ask for responses to Guardianship Accounts queries within a short period of time when you have had the account for several months. Elderly clients are encouraged by us, if they are in a hurry to set up a POA, to set up an old style one as well as one under the AWI Act, as this is the only way an attorney can act quickly. They obviously have to pay an additional fee for this.
53. Improve the turnaround time for POAs. Do not ask for responses to Guardianship Accounts queries within a short period of time when you have had the account for several months. Elderly clients are encouraged by us, if they are in a hurry to set up a POA, to set up an old style one as well as one under the AWI Act, as this is the only way an attorney can act quickly. They obviously have to pay an additional fee for this.
54. Register POAs more quickly.
55. It should be possible to register POAs within 14 working days of receipt.
56. By speeding up the process of registering POAs.

57. Possibly, could improve guidance and forms advice on website.
58. One day could see a slight extension of opening hours (5.30pm or 6pm). This would improve access to services for those in employment or when emergencies occur. The website could provide more 'useful links' which direct user to groups & additional information.
59. Use of plain English in forms & guidance notes. Appreciate that the public don't know a lot about finance & accounting.

60. Speed up turnover time.
61. As above at 27 - Get turnaround back to something like 30 working days.
62.  1. Shorten forms especially the POA registration form. 2. Introduce a standard/statutory form of continuing & welfare POA to shorten the POA documents.
63. Registering POA documents is taking far too long.
64. At present the time taken to register a POA is 12/14 weeks - this is not a good service - we used to have them back in 3 weeks.
65. Reduce waiting time for return of POA documents.
66. The turnaround time for POAs has become protracted, leading to a substantial increase in chasing enquiries from clients. I appreciate that this is because of workload. Could you introduce a priority service for POAs which are required urgently?
67. Take on more staff to process POA applications within a reasonable timescale.
68. Constructive feedback on filling out the annual account form is that it could be possible to have an on-line form which calculates balances.
69. Service can always be improved.

70. Allocate a single officer to an individual case. This "team" concept is inefficient and delivers poor service to guardian. Investigate removal or modification of fire wall. If this lame excuse is valid, then it can have disasterous consequences.
71. Lessen time taken to process applications.
72. If POAs could be registered quicker.
73. Length of time taken to register POAs can still be lengthy which does create anxieties for clients.

74. Time for registration back to weeks rather than months.
Annex 3  Question 30
Comments from respondents on what OPG do well
1. The OPG staff are very friendly, approachable and knowledgeable. They are a pleasure to work with, particularly those dealing with guardianship and interventions.  I am not perfect either. I can be late in preparing accounts on occasion.  However, the staff are firm but fair in dealing with my lateness.
2. The OPG are very helpful, patient and courteous, both on the phone and email and also by letter. I cannot fault the OPG. They are helpful. They appreciate that those with whom they deal are not necessarily knowledgeable but they help with imputing such knowledge.
3. An efficient, albeit increasingly unacceptably slow, service.

4. Accurate and helpful.
5. User friendly efficient and helpful. So much better than organisations such as DWP or private bodies such as Banks, Insurance Companies.
6. Excellent all round service.
7. My sole involvement has been with POAs which are dealt with well.
8. Courtesy & politeness in dealing with telephone queries.
9. I was very impressed by help provided re revocation of a POA and consent to price on sale by a Guardian.
10. Just about everything apart from turnaround time. Understand the increase in workload but you must obtain greater resources from the Government.
11. Answer queries, provide information.

12. Provide clear information.

13. Quality service.
14. Service was prompt when registration was completed in 14 days. A period of over 3 months is not acceptable.
15. Provision of advice particularly to members of the public.
16. Respond to correspondence quickly.  Fast-track POA documents at our request when client's health has deteriorated - very helpful!
17. Only complaint is above.
18. Telephone conversations are polite and staff are helpful.
19. Protect the vulnerable and their assets.
20. Service is usually efficient & accurate & staff are polite & helpful.
21. Telephone enquiries dealt with in a friendly & efficient manner.
22. Telephone enquiries are always dealt with efficiently, knowledgeably and courteously.
23. Speaking pleasantly on phone.
24. I have a great satisfaction in all the work done by OPG. Thank you.
25. Guidance & forms.
26. Most things.

27. Good information provision, assistance with queries is excellent, very user friendly as an organisation.
28. Communicates well. Staff are friendly and helpful and the system never feels adversarial. I would say it is extremely user friendly.
29. Deal with issues, helpful + good technical knowledge.
30. You answer questions asked promptly and accurately.
31. People all have different strengths & weaknesses. In the main I think your staff deal with the public very well, unfortunately, when one is not very understanding,   it sticks out like a sore thumb. I think you should also look at why you make people pay a large sum of money for not getting the audit right first time.
32. Approachable, down-to-earth staff, who are easy to speak to and very helpful.
33. Used to do most things better than now.
34. Used to do most things better than now.
35. Very polite & helpful.
36. The staff have generally been helpful and courteous in writing and on the phone.
37. Treat me with understanding & respect. Having to be many things as well as a loving parent sometimes presents challenges. Knowing your queries are met with patience, makes things much easier. Thank you.
38. Prompt telephone response & actions in relation to queries.
39. In general terms the service provided by OPG is professional and the staff are helpful.
40. Very helpful staff. Efficient response times to enquiries. Staff take time to explain procedures & issues.
41. Telephone contact and response is done very well and is invariably courteous.
42. Good website. Good knowledge of staff when telephoning with query.
43. Very good at keeping me informed of progress and letting me know there was going to be a delay and the reason for this.
44. You offer a service which is informative and helpful to people who need this kind of information and guidance.
45. The new form I had to complete this year as the financial guardian for my disabled son was so much easier and straight forward, compared to the year before. Excellent.
46. Good advice - but would prefer you did not staple documents!

47. Apart from the turnaround time which I know is out with the OPGs control I have no complaint about the service. When I have had occasion to ask for advice, this has been promptly given and invariably been helpful and accurate.
48. Process POA quickly in emergency.
49. Provide a friendly, non-condescending approach to customers. We were not made to feel silly for not understanding lump sums, guided through it all which was a great relief.
50. Ref. question 27 - keep it up!

51. See 27 above.
52. Nothing!!! I shall not be renewing the guardianship order when it expires.
53. Everything except time issue mentioned above.
54. Deal with telephone enquiries.
55. Personally helped me through the forms I had to fill in and made me feel at ease during the time I couldn’t cope well due to bereavement.
56. Train staff so they can advise correctly.
57. They are obviously bound by the restrictions the legislation places on them - this sometimes feels very limiting.
58. Excellent staff!!  You can't say that often.
59.  See Q.27

60. Required urgent completion of registration.  This was actioned and received by one week following telephone call.

End of OPG findings

AoC Customer Satisfaction Survey

Question Results

About You

It would be helpful if you would give us a little information about yourself.

1. Are you a:

	
	Response Rate
	Per Cent

	Legal Professional
	8
	42.1

	Parent or Guardian
	11
	57.9

	Other
	0
	0.0

	
	19
	100.0


A cross section of customers returned the questionnaire, the majority being completed by lay people.
Our Standards
2.  Is the accessibility of our services acceptable to you?

	
	Response Rate
	Per Cent

	Yes 
	19
	100.0

	No
	0
	0.0

	
	19
	100.0


100 % of respondents found AoC services accessible.
3.  How satisfied are you that the AoC staff answered the phone within a reasonable time?

	
	Response Rate
	Per Cent

	Very Satisfied
	13
	68.4

	Fairly Satisfied
	5
	26.3

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	1
	5.3

	
	19
	100.0


94% of respondents are satisfied with time taken by AoC to answer phone.
4.  In your experience has the AoC staff failed to deliver on any of its commitments over the last 3 years?
	
	Response Rate
	Per Cent

	Yes
	0
	0.0

	No
	17
	89.6

	Don’t Know
	2
	10.4

	
	19
	100.0


89% of respondents felt AoC had not failed to deliver on its commitments.
Our Services

5.  How do you prefer to access our services?

	
	Response Rate
	Per Cent

	In person
	0
	0.0

	Letter
	10
	32.2

	Telephone
	12
	38.7

	E-Mail
	6
	19.4

	Website
	1
	3.2

	No Particular Preference
	2
	6.5

	
	31
	100.0


The majority of respondents prefer to access AoC services by telephone, and around a third prefer to access services by letter.
6.  Are our services easy to access?

	
	Response Rate
	Per Cent

	Yes
	19
	100.0

	No
	0
	0.0

	N/A
	
	

	
	19
	100.0


All respondents found services easy to access
Our Staff

If you have contacted the AoC, please tell us whether you agree or disagree with these statements.

7. The AoC staff I dealt with were professional, efficient and polite.

	
	Response Rate
	Per Cent

	Strongly Agree
	11
	57.9

	Agree
	8
	42.1

	Neither Agree/Disagree
	0
	0.0

	Disagree
	0
	0.0

	Strongly disagree
	0
	0.0

	N/A
	0
	0.0

	
	19
	100.0


All respondents found staff were professional
8. The AoC staff I dealt with were knowledgeable about the services AoC offer.

	
	Response Rate
	Per Cent

	Strongly Agree
	11
	57.9

	Agree
	7
	36.8

	Neither Agree/Disagree
	1
	5.3

	Disagree
	
	

	Strongly disagree
	
	

	N/A
	
	

	
	19
	100.0


95% found AoC staff knowledgeable.
9. The AoC staff I dealt with provided useful service.
	
	Response Rate
	Per Cent

	Strongly Agree
	9
	47.4

	Agree
	9
	47.4

	Neither Agree/Disagree
	1
	5.2

	Disagree
	
	

	Strongly disagree
	
	

	N/A
	
	

	
	19
	100.0


95% found AoC staff provided useful advice.
Information

10.  If the AoC gave information to you, was it provided in a way that you found easy to understand?

	
	Response Rate
	Per Cent

	Yes
	17
	89.6

	No
	0
	0.0

	N/A
	2
	10.4

	
	19
	100.0


All respondents who received information found it easy to understand.
11.  How satisfied were you with the quality of information which the AoC provided?

	
	Response Rate
	Per Cent

	Very Satisfied
	11
	57.9

	Fairly Satisfied
	6
	31.7

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	2
	10.4

	
	19
	100.0


All respondents were satisfied with the quality of information provided.
12.  Was the information provided accurate?

	
	Response Rate
	Per Cent

	Yes
	17
	89.6

	No
	0
	0.0

	N/A
	2
	10.4

	
	19
	100.0


All respondents found the information provided accurate.
Correspondence

13.  How satisfied were you with the quality of information in the AoC’s letters?

	
	Response Rate
	Per Cent

	Very Satisfied
	12
	63.2

	Fairly Satisfied
	6
	31.6

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	1
	5.2

	
	19
	100.0


95% were satisfied with the quality of information in AoC letters.
14.  How satisfied were you with the time taken by the AoC to respond to your enquiry?

	
	Response Rate
	Per Cent

	Very Satisfied
	13
	68.5

	Fairly Satisfied
	4
	21.1

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	2
	10.4

	
	19
	100.0


90% were satisfied with the time taken by AoC to respond to enquiries.
15.  How easy are the AoC letters to understand?

	
	Response Rate
	Per Cent

	Very Easy
	12
	63.2

	Fairly Easy
	6
	31.6 

	Neither Easy/Difficult
	0
	0.0

	Fairly Difficult
	0
	0.0

	Very Difficult
	0
	0.0

	N/A
	1
	5.2

	
	19
	100.0


All respondents found AoC letters easy to understand.

Engaging with Customers
16. The AoC gives customers sufficient opportunities to provide feedback on its services.

	
	Response Rate
	Per Cent

	Strongly Agree
	7
	43.8

	Agree
	3
	18.8

	Neither Agree/Disagree
	5
	31.2

	Disagree
	0
	0.0

	Strongly disagree
	0
	0.0

	N/A
	1
	6.2

	
	16
	100.0


62% agreed that AoC gives sufficient opportunities to provide feedback.
17.  If you have provided feedback or made a suggestion, did the AoC inform you of the outcome?

	
	Response Rate
	Per Cent

	Yes
	4
	23.5

	No
	1
	5.9

	N/A
	12
	70.6

	
	17
	100.0


For 70% of customers this question was not applicable. However of the 23% of customers who had provided feedback to AoC,  5% were dissatisfied with our performance, as we did not contact them to inform of an outcome.
Action Point: We need to make it clearer how to provide feedback to AoC and also to respond to those who have.  We can use the website and put information in letters, leaflets and guidance etc.

Complaints

If you have complained, please tell us:

18.  How satisfied were you with the AoC Complaint process?

	
	Response Rate
	Per Cent

	Very Satisfied
	0
	0.0

	Fairly Satisfied
	0
	0.0

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	13
	100.0

	
	13
	100.0


From the information provided it would appear that none of the respondents have complained.

19.  How satisfied were you with the way your complaint was handled?

	
	Response Rate
	Per Cent

	Very Satisfied
	0
	0.0

	Fairly Satisfied
	0
	0.0

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	13
	100.0

	
	13
	100.0


20.  How satisfied were you with the person who dealt with your complaint?

	
	Response Rate
	Per Cent

	Very Satisfied
	0
	0.0

	Fairly Satisfied
	0
	0.0

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	13
	100.0

	
	13
	100.0


21.  How satisfied were you with the time taken to deal with your complaint?

	
	Response Rate
	Per Cent

	Very Satisfied
	0
	0.0

	Fairly Satisfied
	0
	0.0

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	13
	100.0

	
	13
	100.0


Benchmarking
22. How do the AoC standards for 1) responding to enquiries on time and 2) quality of service compare with other Government departments you have dealt with?

	
	Response Rate
	Per Cent

	Better
	9
	60.0

	Same
	2
	13.3

	Worse
	0
	0.0

	N/A
	4
	26.7

	
	15
	100.0


73% of respondents chose to respond to this question. 60% rated AoC as Better and 13% the Same as other Government Departments.
	Annex 4 - Comments

1. Faster response.

2. Responses are prompt and coherent and usually very helpful.

3. Very quick to respond and very helpful.

4. I can always speak to someone and if the person is not available at that time then they call me back. I wish all Government Departments were the same!




Overall

23.  Thinking about all the questions you have answered so far, how satisfied are you with the services provided by the AoC?

	
	Response Rate
	Per Cent

	Very Satisfied
	12
	63.2

	Fairly Satisfied
	7
	36.8

	Neither Satisfied/Dissatisfied
	0
	0.0

	Fairly Dissatisfied
	0
	0.0

	Very Dissatisfied
	0
	0.0

	N/A
	0
	0.0

	
	19
	100.0


All respondents were satisfied with the services provided by AoC, with 63% very satisified.
23.  Could the AoC improve its service?
	
	Response Rate
	Per Cent

	Yes
	3
	25.0

	No
	9
	75.0

	
	12
	100.0


25% of customers considered that AoC could improve its services.
	Annex – 5 Comments

1. I’m completely satisfied.

2. Always room for improvement. Perhaps more in depth background information on the area of work on website.

3. Clearer information (leaflets?) for distribution to clients accessing the service might help to explain the legal rules and procedures.

4. Everyone can improve but AoC was very efficient and dealt with everything quickly.


Action Point: Update AoC leaflets and provide in depth guidance on webpage 
What does the AoC do well? Please use the space below to tell us what you think we do well?

	Annex 6 - Comments

1. Telephone advice helpful and efficient.

2. Answering any queries quickly. Manage the procedures and expectations of clients, particularly solicitors, in a friendly and efficient manner.

3. I have found the AoC to be able to deal with any situation in a very positive manner and to treat you as though they really understand any difficult situation that may be presented to them.

4. I only get (child’s name)’s report on his inheritance once a year so much of these questions don’t apply to me. My only worry is him getting this money at age 16 if I am not around to advise him.

5. We are very satisfied with the services from you.

6. Staff are responding and knowledgeable.

7. All my dealings with AoC were dealt with quickly and efficiently.



End of AoC findings and report
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