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Results of Website Survey 2011
Introduction
The Office of the Public Guardian (OPG) conducted a survey via Zoomerang (www.zoomerang.com) to obtain customers’ views on the quality of information provided on the website, the guidance issued by OPG, and also the usability, layout and content of our website.  The survey was placed      on-line and was available from 15th September 2011 to 17th October 2011.     A total of 95 completed responses were received to the survey during this time.  The results analysis includes answers from all respondents who took part in the survey.  
The survey was conducted to: 
· develop our insight into customer groups
· engage with and involve customers 
· better understand customers needs and preferences.
The results from the questionnaire are reported anonymously and any information that was provided will be treated in the strictest of confidence.

Results
The full results of the survey can be found in Annex 1
The respondents were:

· Members of the public (34%) 
· Legal professionals (33%)
· Local Authority (7%)

· Medical/NHS (5%)

· Organisations (5%)

· Financial Adviser/Will Writers (1%)

· Other 15%

How often the respondents visit our website:

· 29% visit the website weekly 

· 26% visit monthly
· 23% visit less than once a month

· 21% visited for the first time

Why do they visit our website?

· 43% of respondents were looking for forms/publications

· 37% to obtain information on services
· 8% to find contact information

· 12% other reasons

Of those who visited the website:

· 82% found the information they were looking for.
· 18% did not find what they were looking for

The rating of our site results were as follows:
· Layout & design is well organised and clear: 
· 19% found it very good 
· 51% good
· 20% fair

·   9% poor

·   1% very poor
· Usability: 
· 21% found it very good 
· 48% good
· 21% fair 

·   9% poor

·   1% very poor

· Ease of finding information: 
· 18% found it very good 
· 46% good

· 22% fair

· 11% poor

·   3% very poor

· Usefulness of information: 
· 35% found it very good 
· 44% good

· 18% fair

·   1% poor

·   1% very poor

· Information & guidance in plain English: 
· 27% found it very good 
· 62% good

·   9% fair

·   2% poor

·   1% very poor

· Content of website is up to date: 
· 27% found it very good 
· 48% good

· 19% fair

·   2% poor

·   3% very poor

· In general: 
· 24% found it very good 
· 50% good
· 17% fair

·   7% poor

·   2% very poor

· Overall, 
· 28% were very satisfied and 
· 48% satisfied with their visit to our site
· 11% were neutral

·   5% were dissatisfied

·   7% specified why they were dissatisfied

Further comments and suggestions
There were a number of further comments by respondents in relation to suggested improvements.  The main suggestions fell into three categories: layout; content and forms.  
1.  Layout of website:  There were 14 suggestions with regard to the layout of the website.  For example:
· “From the homepage I did not think it was immediately obvious how to get to information l was looking for.”
· “Hard to navigate and search button not obvious.”
· “I would like to see the Fees in a more obvious place.”
· “Homepage is a bit sparse – hard to realise most good information is in publications.”
· “The black on white gives quite a glare. May be better with background colour change.”
· “It looks and feels a bit dated.”
2.  Content: There were 11 comments relating to the content of the website.

For example:

· “No easily visible list of service times.”
· “Flowchart naming and detailing progress of court order would be helpful.”
· “As someone holding a power of attorney I want to change my address but did not find out how to do it.”
· “Wanting to find out the procedure when substitute attorney now required to act as principal attorney deceased.”
· “When is an Intervention Order a better option than a Guardianship Order?”
3.  Forms:  There were 9 comments relating to the forms and guidance on our website.  For example:

· “An editable form to discharge a former financial guardian.”
· “It would be good if you could make it easier to download and print forms separately from the Advice Booklets which accompany the forms. I wish to print forms regularly but don’t always need the booklet. Also it would be very helpful if the forms could be part completed and saved to our system but we do not seem to be able to do this.”
· “Please show a worked example of a form that has been filled in and give more advice.”
· “Make forms more visible on the website and include links to them in other relevant documentation to save a wild goose chase and much frustrating time wasting.”
Recommendations
The recommendations we are putting forward for consideration after reviewing all comments and suggestions are:

· We strongly recommend that the Home Page is looked at with a view to putting more links on the page to make it easier and clearer for customers to navigate to the pages they are looking for by using the links on the  ‘What we do’ page on the Home Page. Also to ensure that the search button is obvious to all users.

· To add drop down menus to the horizontal tabs to ease navigation around the site.

· Put a flowchart on the Home Page for first time users of the website to help them decide on which service they require.  This will incorporate a question about capacity with the relevant choices dependent upon their answer. We will give a brief outline of all our services, Power of Attorney, Access to Funds, Intervention Order, Guardianship Orders and Investigations, with examples of when to use them.
· Change the present way of increasing font size and background colour incorporated under the ‘Text Only’ box.  Replace with the triple A rating to increase font size and boxes to click into with different colours to change background to make it easier for users to see and use.
· In the ‘What we do’ section of the website, we recommend that the text is deleted and replaced with a link to the ‘What is …leaflets’ which are easier to read and customer friendly.

· Change the tab for the AWI Act to show full title – The Adult’s with Incapacity (Scotland) Act 2000.  When you enter page change link to take you to ‘Latest available (Revised)’ – plain view of the Act.  We could also keep present link to the page with all legislation and amendments, if deemed necessary.

· Additional questions to be added to Frequently Asked Questions section with regard to procedures for changing address, notifying us of a death or how to request copies of documents.

· Checklist for registering a Power of Attorney to be removed from back of Power of Attorney Registration Form as there is already a separate checklist on the website and some customers find this confusing.

· Flowchart to be added to Guardianship Order page giving a view of the process of applying for guardianship from start to finish, showing where OPG fit in to the process.

· Include worked examples of Management Plan and Inventory form on Guardianship page.

· Service times of what dates we are working on with regard to POAs. This should be regularly updated to give customers a reference of when they can expect their POA to be registered.

· Most of our regularly used forms and guidance notes are now able to be printed separately. The most recent additions are the management plan and inventory of estate forms.  You should be able to complete all our forms online and save them to your own PC.  The only exception is the Account form which is in the process of being changed to make it easier to complete.  The new version should be on the website shortly.

We have a small project team at OPG who review the website on a regular basis and they will incorporate our recommendations with their review.  OPG has responsibility for maintaining and updating the content of the website and has permission rights to change content.  However, Scottish Court Service (SCS) has the responsibility and expertise for maintaining and modifying the design and format of the active server pages and tabular layout. SCS web developers would act as a support resource to allow OPG project team to facilitate agreed changes to the website.

Compiled by Lesley Feeney

14th November 2011

Annex 1 – Question Results
1. How would you describe yourself?

	
	Response rate
	Per cent

	Legal Professional

i.e. solicitor
	31
	33

	Financial Adviser/
Will Writer
	1
	1

	Local Authority
	7
	7

	Medical/NHS
	5
	5

	Organisation
	5
	5

	Member of the public
	32
	34

	Other
	14
	15

	
	95
	100


2.  How often do you visit our website?

	
	Response rate
	Per cent

	This is my first time
	20
	21

	Weekly
	28
	29

	Monthly
	25
	26

	Less than once a month
	22
	23

	
	95
	100


3.  What was the main purpose of your visit?

	
	Response rate
	Per cent

	Obtain information on services
	35
	37

	Fees
	0
	0

	Targets and performance standards
	0
	0

	Forms/publications
	41
	43

	Contact information
	8
	8

	Other
	11
	12

	
	95
	100


4.  Did you find what you were looking for?

	
	Response rate
	Per cent

	Yes
	77
	82

	No
	17
	18

	
	94
	100


5.  If not, what was it you were looking for?

	16 Responses -  for examples see pages 3 &4
Further comments and suggestions


Please rate our site on the following features;

6.  Layout & design is well organised & clear

	
	Response rate
	Per cent

	Very good
	18
	19

	Good
	48
	51

	Fair
	19
	20

	Poor
	8
	9

	Very poor
	1
	1

	
	94
	100


7. Usability

	
	Response rate
	Per cent

	Very good
	20
	21

	Good
	45
	48

	Fair
	20
	21

	Poor
	8
	9

	Very poor
	1
	1

	
	94
	100


8.  Ease of finding information

	
	Response rate
	Per cent

	Very good
	17
	18

	Good
	44
	46

	Fair
	21
	22

	Poor
	10
	11

	Very poor
	3
	3

	
	95
	100


9.  Usefulness of information

	
	Response rate
	Per cent

	Very good
	31
	35

	Good
	39
	44

	Fair
	16
	18

	Poor
	2
	2

	Very poor
	1
	1

	
	88
	100


10.  Information & guidance in plain English

	
	Response rate
	Per cent

	Very good
	25
	27

	Good
	58
	62

	Fair
	8
	9

	Poor
	2
	2

	Very poor
	1
	1

	
	94
	100


11.  Content of website is up to date

	
	Response rate
	Per cent

	Very good
	24
	27

	Good
	42
	48

	Fair
	17
	19

	Poor
	2
	2

	Very poor
	3
	3

	
	88
	100


12.  In General

	
	Response rate
	Per cent

	Very good
	21
	24

	Good
	44
	50

	Fair
	15
	17

	Poor
	6
	7

	Very poor
	2
	2

	
	88
	100


13.  Overall, how satisfied are you with your visit to our site?

	
	Response rate
	Per cent

	Very satisfied
	27
	28

	Satisfied
	46
	48

	Neutral
	10
	11

	Dissatisfied
	5
	5

	Very dissatisfied
	0
	0

	If you are dissatisfied, please specify
	7
	7

	
	95
	100


14 If you have any suggestions on how we can improve our website, please share them with us:

	25 Responses - for examples see pages 3 & 4 

Further comments and suggestions.
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