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The Scottish Court Service (SCS) has conducted satisfaction surveys with public and professional court users since 2005.  The survey is designed to derive a measure of court users’ overall satisfaction with the services provided, and to collect data on satisfaction with individual service elements, including waiting times; comfort and cleanliness of the court building and facilities; information provided; and interaction with court staff.   This year, for the first time, questions on satisfaction with the safety and security of the court buildings were also included.  The survey incorporates the views of users’ across all jurisdictions (i.e. Court of Session, High Court, Sheriff Courts and Justice of the Peace Courts).  This paper presents the key results from the 2011 sweep of the survey.  
Main Findings

· Overall, 83% of respondents stated that they were either ‘very’ or ‘fairly’ satisfied with the services that had been provided.  This is the highest overall satisfaction ever recorded for the SCS.
· Levels of satisfaction were similar for professional and non-professional users, with 85% of professional respondents, and 82% of non-professionals, stating that they were either ‘very’ or ‘fairly’ satisfied overall.  
· Almost a third (31%) of respondents stated that they had travelled to court on the day of the survey as a car driver, with a further 15% stating that they were a car passenger.  Over three quarters of respondents (78%) had travelled for up to 30 minutes to attend court.  

· The majority of respondents had spoken with court staff on the day that they were surveyed, and most stated that they had found court staff to be either ‘very’ or ‘fairly’ helpful (95%) and either ‘very’ or ‘fairly’ polite (96%). 

· Less than half (46%) of all respondents stated that court staff had kept them informed about what was happening during the time they were in the court building.  However, the majority of respondents (96%) who were given update information said that this information was either ‘very’ or ‘fairly’ helpful.

· Just over half of all respondents (55%) said that they had had to wait to take part in court proceedings.   Waiting times varied considerably by area.

· Over half of the respondents said that they were either ‘very’ or ‘fairly’ satisfied (52%) with their wait to take part in court proceedings.  A further 19% said they were either ‘very’ or ‘fairly’ dissatisfied.
· There was a high level of satisfaction with regard to perceived safety and security, ranging from 80% for the cells to 96% for the jury room.  
· The main factors that appear to be driving users’ overall experience are satisfaction with court staffs’ attempts to keep respondents informed about how much longer they were likely to have to wait and satisfaction with helpfulness of the information provided by the court staff. 

· The results from the survey compare favourably with previous years, with definite improvements in overall satisfaction over time in Lothian and Borders and the High Court and Court of Session.  
Background

The Scottish Court Service (SCS) court user satisfaction survey is designed to derive a measure of court users’ overall satisfaction with the services provided.  

The survey collects data on satisfaction with individual service elements, including waiting times; comfort and cleanliness of the court building and facilities; information provided; and interaction with court staff.   This year, for the first time, questions on satisfaction with the safety and security of the court buildings were also included.
The survey includes both public and professional users, and incorporates the views of users across all jurisdictions (i.e. Court of Session, High Court, Sheriff Courts and Justice of the Peace Courts).  

Methodology

The methodology used was consistent with that developed in previous years, i.e. a face-to-face exit survey of all court users across the SCS estate, designed to canvass views on the court building and the various services provided.  
Self-completion questionnaires were also collected from jurors and professional users and an overall dataset was produced by combining results from interviewer administered and self-completion questionnaires.  

Broad quotas were applied to ensure coverage of all user groups, although it was largely administered on a ‘next-to-pass’ basis.  
A total of 64 separate sites were surveyed between May and July 2011; comprising the Court of Session
, the three permanent locations of the High Court of Justiciary, all of the 49 Sheriff courts and 11 Justice of the Peace Courts.  

Sample Profile

In total, 2905 individuals took part in the survey, of which 76% were classified as non-professional users and 24% were attending court in their professional capacity.  In line with previous sweeps of the survey, eight clustered user groups were created for analysis purposes, with the following sample distribution:
· accused in a criminal case and supporters of accused: 32%;

· civil litigants, supporters of civil litigants, witnesses in a civil case and supporters of civil case witnesses: 3%;

· jurors (selected and not-selected): 10%;

· victims in a criminal case and supporters of victims: 3%;

· people visiting the public counter/fines office: 14%;

· witnesses in a criminal case, supporters of criminal case witnesses, spectators/ tourists and others: 13%;

· advocates, solicitors and solicitor advocates: 11%; and 

· all other professionals:14%.

Interviews were carried out in each of Scotland’s six sheriffdoms and, for analysis purposes, the Court of Session and High Court were grouped together as if they were a seventh sheriffdom.  
The achieved sample was distributed as follows:

· Glasgow and Strathkelvin: 12%;

· Grampian, Highland and Islands: 17%;

· Lothian and Borders: 12%;

· North Strathclyde: 15%;
· South Strathclyde, Dumfries and Galloway: 16%;

· Tayside, Central and Fife: 19%; and

· Court of Session and High Court: 9%.

Over half of the respondents were male (61%) and just over two thirds (67%) were between the ages of 16 and 44.  The majority (87%) of respondents described themselves as White Scottish.  

Overall Satisfaction
Over four fifths (83%) of respondents stated that they were either ‘very’ or ‘fairly’ satisfied overall with the services that had been provided.  This is the highest level ever recorded in the SCS survey
.  
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Levels of satisfaction were similar for professional and non-professional users, with 85% of professional respondents, and 82% of non-professionals, stating that they were either ‘very’ or ‘fairly’ satisfied overall.  
Results were also very positive when disaggregated by sheriffdom, with satisfaction ranging from 74% of respondents who were either ‘very’ or ‘fairly’ satisfied in Tayside, Central and Fife to 90% in the High Court and Court of Session.  Differences between sheriffdoms may, in part, be due to variations in the proportions of professional and non-professional users comprising the various sub-samples.

Familiarity with Attending Court

Overall, 72% of respondents had previously visited the court at which they were interviewed.  Respondents were less likely to have previously visited the High Court and Court of Session (38%) compared to courts in other sheriffdoms.  Unsurprisingly, almost all Advocates, Solicitors and Solicitor Advocates (96%) and other professionals (95%) had previously visited the court in which they were surveyed, while over three quarters (78%) of accused in a criminal case and supporters of accused had also previously visited the court.  
Travel to Court

Almost a third (31%) of respondents stated that they had travelled to court on the day of the survey as a car driver, with a further 15% stating that they were a car passenger.  A quarter (25%) stated that they travelled to court by bus.  
Over three quarters of respondents (78%) had travelled for up to 30 minutes to attend court.  
Satisfaction with Court Staff

The majority of respondents (83%) had spoken to court staff during their visit.  The majority of these respondents stated that they had found court staff to be either ‘very’ or ‘fairly’ helpful (95%) and either ‘very’ or ‘fairly’ polite (96%).  There was little difference in the results when disaggregated by sheriffdom and user group. 

Information Provision

Fewer than half (48%) of all respondents said that, when they arrived at court, court staff explained what was going to happen and what they should do, while 16% said this was not the case.  A further 36% said that it was not applicable for them to have been given an explanation. 
Most of those who received an explanation, however, indicated that they had found it either ‘very’ or ‘fairly’ accurate (97%).

Similarly, less than half (46%) of all respondents stated that court staff had kept them informed about what was happening during the time they were in the court building, while 20% said that they had not.  A further 34% said that it was not applicable for them to have been kept informed.  However, the majority of respondents (96%) who were given update information said that this information was either ‘very’ or ‘fairly’ helpful.

All jurors (both selected and non-selected) were asked if they had received any information about jury service from the SCS before they arrived at court.  As many as 87% reported that they had received such information.  Of these jurors, 91% stated that this information was either ‘very’ or ‘fairly’ helpful.  

Only 10% of the whole sample stated that they would have liked further information from court staff.  Information that respondents would have liked, but were not provided with, included:

· information about when trials would start; 

· how long trials would last; and 

· how long people should expect to be kept waiting at court.  
Use of the SCS Website

Just over a quarter (26%) of respondents said they had used the SCS website in the last twelve months, and most of these were professionals.  The main reason given for visiting the website was ‘to obtain information on daily court business’ (85%), followed by ‘to obtain court addresses/phone numbers/direction to courts’ (49%).  The majority of respondents indicated that they found the information they were looking for on the website either ‘very’ or ‘fairly’ easy to find.  
Catering and Other Facilities
Only 24% of respondents indicated that they had used any of the catering/vending facilities in the court building on the day of the survey.  The type of facility used most was a cafeteria, used by 60% of respondents.  The service in cafeterias was rated very positively among those who had used these facilities; with 82% stating that they were either ‘very’ or ‘fairly’ satisfied. 

Respondents were also asked which other court facilities they had used on the day.  The court room was the type of court facility most commonly used by respondents on the day that they were surveyed, followed by waiting areas, the public entrance, and the toilets.  

Levels of satisfaction were high in relation to both the comfort and cleanliness of all facilities; generally over two thirds of respondents stated that they were either ‘very’ or ‘fairly’ satisfied with each facility used.  The only exceptions were in relation to the comfort (31%) and cleanliness (55%) of the cells, the comfort of the public entrance/area outside the court building (54%) and the comfort of the waiting area/area outside the court room (59%).

Perceptions of Safety and Security

New questions were included in the 2011 survey to assess the safety and security of court facilities.  
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Overall, there was a high level of satisfaction with regard to perceived safety and security, ranging from 80% for the cells to 96% for the jury room.  
Service Development

Almost half (44%) of all respondents said they knew how to make a complaint or provide feedback, good or bad, about the services they had used whilst in the court building.  
The main suggestions by respondents who felt that there was a need for change included:

· more information and updates to be provided to them on court proceedings by court staff or on information boards;

· a generally more efficient service, resulting in reduced waiting times, including not being made to wait all day to find out they were not needed; and
· the provision of increased and improved catering/vending facilities; this included the provision of water coolers.

Main Predictors of Overall Satisfaction

A Key Driver Analysis indicated that the main drivers of overall satisfaction were:

· satisfaction with court staffs’ attempts to keep respondents informed about how much longer they were likely to have to wait; and

· satisfaction with helpfulness of the information provided by the court staff.

Comparisons Over Time

When comparing results from 2009 and 2011, the survey generally highlights an increase in satisfaction.  Although the increase in the mean satisfaction score between 2009 and 2011 is not statistically significant, overall satisfaction has been recorded at its highest level since the survey began.  Also, quality of food and drink available, comfort and cleanliness of the court room, cleanliness of the waiting areas, and the comfort of the toilets all showed a statistically significant increase in their mean scores from 2009 to 2011.   


In addition, it is worth highlighting that there have been statistically significant improvements in overall satisfaction from 2009 to 2011 in Lothian and Borders and the High Court and Court of Session.  This is particularly noteworthy since these two sheriffdoms have, in the past, shown some of the lowest levels of satisfaction.  

Conclusions

Overall, the results of the 2011 survey are positive, with the majority (83%) of respondents stating that they were either ‘very’ or ‘fairly’ satisfied with the overall service. 

As in previous years, a number of helpful comments have been provided which can assist SCS in taking further strides forward in meeting users’ needs.  These mainly relate to reduced waiting times in court, being kept better informed of reasons for waiting and likely duration people have to wait, and improving some of the facilities in specific court buildings to improve the overall comfort of the court experience.


















� The Court of Session sits in Parliament House in Edinburgh.


� The survey in 2008 was a smaller pilot exercise, and as such, the data is not comparable and has been excluded from this analysis.
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