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High Satisfaction with Scottish Court Service

80% of all users are either very or fairly satisfied with the services received when visiting Scottish courts according to a pilot survey commissioned by the Scottish Court Service and conducted by MVA Consultancy.

900 court users including witnesses, jurors, victims, professionals, civil litigants and accused were surveyed across 38 courts in two Scottish Sheriffdoms: Grampian, Highland and Islands and Lothian and Borders. The survey is normally carried out in all courts administered by the Scottish Court Service but in 2008 a pilot study was set up to test ways of including the newly established Justice of the Peace Courts within the survey. 

Survey participants were asked to comment on their satisfaction with individual elements of the Scottish Court Service, including waiting times; ease of use, comfort and adequacy of the court building and facilities; information supplied before attending and while waiting in court; and interaction with court staff.  Participants were also asked to rate their satisfaction overall.

When asked what improvements could be made, most respondents wanted shorter waiting times – because of the nature of court business, those involved in court business may often have to wait for the outcomes of preceding cases or while witnesses or other key participants are located which can lead to delays.

Chief Executive, Eleanor Emberson says:

“We continue to exceed our court user satisfaction target of 75% and will use the information from the survey to further improve our services, particularly as we go through this period of substantial change. We are aware of the concerns regarding waiting times and while the Court Service is not always in control of the circumstances of the delays, we will consider what we can do within our business programming and will work to keep people aware of the reasons for any delay.“

Notes for editors
The Scottish Court Service is an agency of the Scottish Government and provides the people, buildings and technology to support the operation of the courts in Scotland.

Percentage of survey respondents very or fairly satisfied with key service elements
% Very or Fairly Satisfied

· Ease of finding the building 98%

· Ease of finding way around the building 97%

· Helpfulness of staff 98%

· Politeness of staff 99%

· Accuracy of information provided upon arrival 99%

· Helpfulness of update information 99%

· Satisfaction with staff’s attempts to inform respondents about how much longer they would have to wait 54%

· Satisfaction with staff’s attempts to inform respondents about why they had to wait 55%
A copy of Valuing Users of Court Services: Scottish Court Service Court User Satisfaction Survey 2008 is available at User Survey Report
