














Declaration

This interview was Interviewer Name:

conducted by the
MVA Consultancy interviewer named Interview Date/Time:
Seventh Floor opposite at the
78 St Vincent Street specified court. Court:
Glasgow Signature:
G2 5UB Interview Number:
Tel: 0141 225 4400

Scottish Court Service Court User Satisfaction Survey 2009

Q1. Are you attending court today as part of your professional/working role?

Yes [J; ASK Q3 AND Q4 No [0, AskQ2

Status

Q2. In what capacity are you attending court today? SHOW CARD Al. Tick one only.
Accused in Criminal Case O, Victim in Criminal Case O,
Supporter of Accused O, Supporter of Victim O,,
Civil Litigant O, Visiting Public Counter/Fines Office O,
Supporter of Civil Litigant O, Witness in Criminal Case O,,
Witness in Civil Case O. Supporter of Criminal Case Witness O,;
Supporter of Civil Case Witness  [], Spectator/Tourist O..
Juror (selected) O, Other (tick and write in) O,
Juror (not selected) O,

| GO TO Q5 |

Q3. In what capacity are you attending court today? SHOW CARD A2. Tick one only.

Advocate (Senior or Junior) [, Reliance Staff O,
Advocate Depute O, Safeguarder O,
Appropriate Adult |:|3 Sheriff Officer/Messenger at Arms |:|14
Children’s Reporter a, Shorthand Writer O,.
Crown Junior |:|5 Social Worker (or Trainee Social Worker) |:|16
Expert Witness O, Solicitor (or Trainee Solicitor) O,
Interpreter O, Solicitor Advocate O,
Police Witness |:|8 Victim Support Worker |:|19
Press Reporter O, Witness Service Worker 0.,
Prison Service Staff O, Other (tick and write in) O,,
Procurator Fiscal/Depute O,

Q4. For what reason are you attending court today? SHOW CARD A3. Tick all that
apply.

Attend Criminal Court O, Visit In-Court Advisor/Mediation Services O,
Attend Civil Court O, Visit Public Counter/Fines Office O,
Visit Criminal Office O, Visit Social Work Office O,
Visit Civil Office O, Visit Victim Information and Advice Office [,
Visit Cashier’s Office O. This is my permanent place of work O,,
Visit Commissary O, Other (tick and write in) O,
Visit Fiscal’s Office O,

Q5. Are you here today for High Court, Sheriff Court, or Justice of the Peace Court Business?
High Court O, Not Applicable O
Sheriff Court O, Don’t Know O
Justice of the Peace Court O,
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Use of Scottish Court Service Website

Q6a. Have you used the Scottish Court Service website for any of the following reasons in the
last twelve months? SHOW CARD A4. Tick all that apply.

Yes [0, CONTINUE No [, GoTOQ7

Q6b. IF USED WEBSITE ASK: On a scale of 1 to 5, where 1 is ‘very dissatisfied” and 5 is
‘very satisfied’, how dissatisfied or satisfied were you with the accuracy of the information
provided on the SCS website? SHOW CARD B1 (CIRCLE NUMBER)

Q6c. IF USED WEBSITE ASK: On a scale of 1 to 5, where 1 is ‘very difficult’” and 5 is '‘very
easy’, how difficult or easy was it to find the information that you needed on the SCS
website? SHOW CARD A5 (CIRCLE NUMBER)

Q6b Q6¢c
Reason for Using Website Q6a Accuracy of the infor!'nation on | Ease of finding the informati9n
the SCS website you needed on the SCS website
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To obtain information on
daily court business O, 1 2 3 4 5 1 2 3 4 5 6
To obtain information about
O,|{1|2|3|4|5|6|1|2|3|4|5]|6

SCS and/or its role

To obtain information about |
the Scottish justice system 3

To obtain information
leaflets and/or forms used . 1 2 3 4 5 6 1 2 3 4 5 6
in courts

To obtain court
addresses/phone numbers O, 1|2 |3|4|5|6|1|2|3|4|5]|6
/directions to courts

Other (tick and write in) |
6

PLEASE MAKE SURE THAT THE INTERVIEWEE HAS PROVIDED A SATISFACTION
RATING FOR BOTH ACCURACY (Q6b) AND EASE (Q6c)

Familiarity with Attending Court

Q. Is this the first time that you have ever visited this court in any capacity?

vyes [, No O, Can’t Remember O,

Q8. On a scale of 1 to 5, where 1 is 'very difficult’ and 5 is 'very easy’, how difficult or easy
was it to find the building? SHOW CARD A5. (CIRCLE NUMBER)

Very Very
Difficult Easy

1 2 3 4 5 OR TICK Can't Remember |:|6




Q9. If you received information/directions on how to get to court today, where/from whom
did you get the information/directions? SHOW CARD A6. Tick all that apply.

Did not receive information or directions O,
Not required - regular visitor O,
Not required - accompanied by someone who knew the way  [],
From the Police or Fiscal O,
From court staff O.
Scottish Court Service Website O,
Can’'t Remember O,
Other (tick and write in) O,

Finding your way Around the Court Building

Q10. When you arrived at court today, how did you find out where you needed to go? SHOW
CARD A7. Tick all that apply.

Asked at Front Reception O,
Asked Security Guard O,
Looked at Notice Board O,
Followed Signs O,
Previously Visited/Familiar with Building O.
From Correspondence sent to me O,
Asked Someone Else (tick and specify) O,
Other (tick and write in) O,
Can’'t Remember O,

Q11. On a scale of 1 to 5 where 1 is 'very difficult” and 5 is 'very easy’, how difficult or easy
was it to find out where in the building you had to go today? SHOW CARD A8. (CIRCLE
NUMBER).

Very Very
Difficult Easy
1 2 3 4 5 OR TICK Can’t Remember [];

Satisfaction with Court Staff

Q12. Did you for any reason speak with any of the following court staff during your visit
today? SHOW CARD A9.

Yes O, GoTOQ13a
No O, GoTOQ19
Can’t Remember O, GoTOQ15

Q13a. On a scale of 1 to 5 where 1 is 'very unhelpful” and 5 is 'very helpful’, overall, how
unhelpful or helpful were the court staff you spoke with today? SHOW CARD A10. (CIRCLE
NUMBER)

Very Very
Unhelpful Helpful
1 2 3 4 5 OR TICK Can’t Remember |:|6

Q13b. Overall, on a scale of 1 to 5 where 1 is 'very impolite’ and 5 is ‘very polite’, how
impolite or polite were the court staff you spoke with today? SHOW CARD A11l. (CIRCLE
NUMBER)

Very Very
Impolite Polite

1 2 3 4 5 OR TICK Can’t Remember |:|6



Q14. IF SCORE AT Q13a AND/OR Q13b IS 3 OR LESS ASK: Please explain the reasons
you have not scored the helpfulness and/or politeness of court staff higher.

Information Provided by Court Staff

Q15. When you arrived today, did court staff explain what was going to happen and what
you should do?

Yes O, GoTOQ16
No 0, GoTOQ17
Can’t Remember O, GoTO0Q17
Not Applicable O, Ask: Why do you say that? GO TO Q17

Q16. On a scale of 1 to 5, where 1 is 'very inaccurate’ and 5 is 'very accurate’ how inaccurate
or accurate was the explanation provided to you by the court staff? SHOW CARD A12.
(CIRCLE NUMBER)

Very Very
Inaccurate Accurate
1 2 3 4 5 OR TICK Can’t Remember [

Q17. During the time you were in the court building, did court staff keep you informed
about what was happening?

Yes O, GoTOQ18
No O, GoTOQ19
Can’t Remember O, GoTOQ19
Not Applicable O, Ask: Why do you say that? GO TO Q19

Q18. On a scale of 1 to 5, where 1 is ‘very unhelpful’ and 5 is ‘very helpful’, how unhelpful or
helpful was the information provided to you by the court staff? SHOW CARD A13. (CIRCLE
NUMBER)

Very Very
Unhelpful Helpful
1 2 3 4 5 OR TICK Can’t Remember [,

IF RESPONDENT IS NOT A JUROR (SELECTED OR NOT-SELECTED), GO TO Q21

Q19. Before you arrived, did you receive information about jury service from the Scottish
Court Service?

Yes O, GoT0Q20
No O, GoT0Q21
Can’t Remember O, GoTO0Q21
Not Applicable |:|4 Ask: Why do you say that? GO TO Q21

Q20. On a scale of 1 to 5, where 1 is ‘very unhelpful” and 5 is ‘very helpful’, how unhelpful or
helpful was the information for jurors provided by the Scottish Court Service? SHOW CARD
A13. (CIRCLE NUMBER)

Very Very
Unhelpful Helpful

1 2 3 4 5 OR TICK Can't Remember |:|6




21. Was there anything that you would like to have been told by court staff or any
information you would have liked that was not provided?

Yes [0, GOTOQ22 No 0, GoT0Q23
Can’t Remember O, GoTO0Q23

Q22. What sort of information would have been helpful for you to have received from court
staff?

Waiting in Court

Q23. Did you have to wait to be served at a counter or to take part in court proceedings
today?

Yes [0, GOTOQ24 No 0, GoTO0Q30
Can’t Remember O, GoTO0Q30

Q24. Why did you have to wait today? SHOW CARD Al14. TICK ALL THAT APPLY.

Q25. Approximately how long did you have to wait today? SHOW CARD A15. CIRCLE ONE
NUMBER FOR EACH REASON THAT RESPONDENT WAITED AT Q24.

Q26. On a scale of 1 to 5 where 1 is 'very dissatisfied” and 5 is 'very satisfied, how
dissatisfied or satisfied were you with the time you had to wait today? SHOW CARD B1.
CIRCLE ONE NUMBER FOR EACH REASON RESPONDENT HAD TO WAIT

Reason for Waiting Q24 Q25 Time Q26 Satisfaction
h=d wn C SN [
: | Ry 2582y ny 8] .2 - B
e |82/ E<|-23|83|55| 52 §%
3 | SE| 55| |65 | 78 g
T ™ O® [24 o
Queue at public counter |:|1 1 2 3 4 5 1 2 3 4 5
Someone vital engaged |:|1 1 2 3 4 5 1 2 3 4 5
Someone vital absent O, 1 2 3 4 5 1 2 3 4 5
Other cases before mine O, 1 2 3 4 5 1 2 3 4 5
Was not told O, 1 2 3 4 5 1 2 3 4 5
Other (please specify) |:|1 1 2 3 4 5 1 2 3 4 5
Other (please specify) |:|1 1 2 3 4 5 1 2 3 4 5
Other (please specify) |:|1 1 2 3 4 5 1 2 3 4 5

PLEASE MAKE SURE THAT THE INTERVIEWEE HAS PROVIDED A RESPONSE FOR
BOTH Q25 AND Q26 WHERE APPROPRIATE

Q27. Did court staff give you any updates about how much longer you were likely to have
to wait today?

Yes O, GoTO0Q28
No O, GoTOQ28
Can’t Remember O, GoTOQ30
Not Applicable O, Ask: Why do you say that? GO TO Q30




Q28. On a scale of 1 to 5, where 1 is 'very dissatisfied” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with court staff’s attempts to keep you informed about how
much longer you were likely to have to wait today? SHOW CARD B1 (CIRCLE NUMBER)

Very Very
Dissatisfied Satisfied
1 2 3 4 5 OR TICK Can’t Remember [

Q29. And on a scale of 1 to 5 where 1 is 'very dissatisfied” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with court staff’'s attempts to keep you informed about
why you had to wait today? SHOW CARD B1. (CIRCLE NUMBER)

Very Very
Dissatisfied Satisfied
1 2 3 4 5 OR TICK Can't Remember |:|6

Contacts with this court before today

Q30. Before today, have you ever had occasion to make contact with this court in any of the
following ways? SHOW CARD A16. READ OUT AND TICK ALL THAT APPLY

Made no prior contact O, GO TO Q35
Work on premises 0, GO TO Q35
Can’t remember O, GO TO Q35
By letter or e-mail O, GO TO Q31
By phone or text message |:|5 GO TO Q31
In person O, GO TO Q31
Other (tick and write in) [1], GO TO Q31

Q31. What was the reason for the most recent of these contacts? SHOW CARD Al17. TICK
ONE BOX ONLY.

Regarding a case O, Regarding a payment O.
Regarding an appointment [], Can't Remember O,
Regarding a complaint O, Other (tick and write in) [],
Regarding Jury Duty a,

Q32.0n a scale of 1 to 5 where 1 is ‘very dissatisfied’” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with the speed with which the most recent contact was
dealt with? SHOW CARD B1. (CIRCLE NUMBER)

Very Very
Dissatisfied Satisfied
1 2 3 4 5 OR TICK Can’t Remember [

Q33. And, on a scale of 1 to 5 where 1 is 'very dissatisfied” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with the way that the most recent contact was dealt with?
SHOW CARD B1. (CIRCLE NUMBER)

Very Very
Dissatisfied Satisfied

1 2 3 4 5 OR TICK Can’t Remember [



Q34. If you were dissatisfied with the way that the most recent contact was dealt with,

please say why.

Complaints

Q35. Do you remember seeing a notice or leaflet anywhere in the court building today, telling

you who you should speak to if you wished to make a complaint?

vyes [, No O,

Can’t Remember O,

Catering facilities

Q36. Did you use any of the catering/vending facilities in the court building today?

Yes O,
Can’t Remember O,

GO TO Q37 No O,
GO TO Q40 Not Applicable [,

GO TO Q40
GO TO Q40

Q37. Which of the catering/vending facilities did you use today? SHOW CARD A18.

that apply.

Cafeteria (public or staff) O, Snack Dispensers O.
Tea or Coffee Dispensers O, Can’t Remember O,
Trolley O, Other (tick and write in): O,
Soft Drink Dispensers O,

Tick all

Q38. On a scale of 1 to 5, where 1 is ‘'very dissatisfied’” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with the following: SHOW CARD B1. (CIRCLE NUMBER)

Very Very Can't N/A

Dissatisfied Satisfied Remember
Range of catering 1 5 6 7
facilities offered
Range of food and drink 1 5 6 7
available
Quality of the food and 1 5 6 7
drink that you purchased
in court today
IF USED EITHER 1 5 6
PUBLIC OR STAFF
CAFETERIA ASK: The
service in the cafeteria

Q39. If you were dissatisfied with any of the catering facilities today, please say why.



Other court facilities

Q40. Did you use any of the following facilities while you were in the court building today?
SHOW CARD A19. TICK ALL FACILITIES USED.

Q41. On a scale of 1 to 5 where 1 is ‘very dissatisfied” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with the comfort of those facilities? SHOW CARD B1.
CIRCLE ONE NUMBER FOR EACH FACILITY USED.

Q42. On a scale of 1 to 5 where 1 is 'very dissatisfied” and 5 is 'very satisfied’, how
dissatisfied or satisfied were you with the cleanliness of those facilities? SHOW CARD B1.
CIRCLE ONE NUMBER FOR EACH FACILITY USED.

Q40 Q41 Comfort Q42 Cleanliness
© ©
2 o 2 e]
T | e > | T8 =
5|23 gz | g% gz

Rl 7] R [

© ©
Court Room O, 1 2 3 4 5 1 2 3 4
Waiting Area/Area Outside O, 1 2 3 4 5 1 2 3 4 5
Court Room
Witness Room O, 1 2 3 4 5 1 2 3 4 5
Jury Room O, 1 2 3 4 5 1 2 3 4 5
Agents’ Room/Solicitors’ O, 1 2 3 4 5 1 2 3 4 5
Room
Cells O, 1 2 3 4 5 1 2 3 4 5
Fines Office/Public |:|1 1 2 3 4 5 1 2 3 4 5
Counter/Clerk’s Office
Toilets O, 1 2 3 4 5 1 2 3 4 5
Restaurant/Café O ) 1 2 3 4 5 1 2 3 4 5
Other (please specify) |:|1 1 2 3 4 5 1 2 3 4 5
Other (please specify) |:|1 1 2 3 4 5 1 2 3 4 5

PLEASE MAKE SURE THAT THE INTERVIEWEE HAS PROVIDED A SATISFACTION

RATING FOR BOTH COMFORT (Q41) AND CLEANLINESS (Q42)

Q43. If you were dissatisfied with any of the other court facilities today, please say why.

Overall satisfaction

Q44. Thinking about all the questions you have answered so far, on a scale of 1 to 5, where 1
is 'very dissatisfied’ and 5 is 'very satisfied’, how dissatisfied or satisfied were you with the
overall service provided by the Scottish Court Service today? SHOW CARD B1. (CIRCLE

NUMBER)

Very
Dissatisfied

1 2 3

Very
Satisfied

5

OR TICK Can’t Remember [




Service development

Q45. Are there any aspects of the service provided by the Scottish Court Service that you
would change? If so, what are they?

Demographic information

To help us meet the needs of different court users it would be helpful if you could provide

some information about yourself.

Q46. Tick without asking and GO TO Q47 Male O,

Female O,

Q47. Would you mind telling me to which age group you belong? SHOW CARD A20.

Refused O,
16-24 O,
25-34 O,

35-44
45-54

O, 55-64 Os
a, 65 or over [

Q48. Would you mind telling me what is your ethnic group? SHOW CARD A21. Choose
ONE section from A to E, then tick ONE box which best describes your ethnic group

or background.
Refused

A White
Scottish

English

Welsh

Northern Irish

British

Irish

Gypsy/Traveller

Polish

Any other white ethnic

group (tick and write in):

B Mixed or multiple
ethnic groups

Any mixed or multiple

ethnic groups (tick and

write in)

Special facilities

Mo

D10

C Asian, Asian Scottish or Asian British
Pakistani, Pakistani Scottish or Pakistani British

Indian, Indian Scottish or Indian British

Bangladeshi, Bangladeshi Scottish or Bangladeshi British
Chinese, Chinese Scottish or Chinese British

Other (tick and write in)

D African, Caribbean or Black

African, African Scottish or African British
Caribbean, Caribbean Scottish or Caribbean British
Black, Black Scottish or Black British

Other (tick and write in)

E Other ethnic group
Arab
Other (tick and write in)

O,
(P
O
O,
O,s

DIG
D17
O
O

D20
0.,

Q49. Do you consider yourself to have a longstanding illness, disability or infirmity which
means that you require special facilities when using public buildings?

Yes ], CONTINUE

No [1, Go TO Q53 Don’t Know [J; Go TO @53

Q50. Can you tell us what special facilities you require?



Q51. To what extent were your special requirements met by the facilities offered at this court
today? SHOWCARD A22.

Fully met |:|1 Partially met |:|2 Not met at all |:|3

Q52. If your needs were not fully met, please can you tell us why?

Q53. Is your first language English?

ves O, No [, Don’t Know [;

Q54. Do you have any special communication and/or reading needs?

Yes [J, CONTINUE No [0, THANK & CLOSE Don’t Know [J; THANK & CLOSE

Q55. Can you tell us what your needs are?

Q56. Did you use any of the following services/facilities? SHOW CARD A23.

None O,
Induction Loops O,
Braille |:|2
Interpreter for the Accused O,
Language Line O,
Other (tick and write in) O,

Q57. IF RESPONDENT USED ANY OF THE ABOVE SERVICES ASK: On a scale of 1 to 5,
where 1 is 'very dissatisfied’” and 5 is ‘very satisfied’, how dissatisfied or satisfied were you
with this service/facility? SHOW CARD B1. (TICK ALL THAT APPLY)

Very Very Can't N/A
Dissatisfied Satisfied | Remember
Induction Loops 1 2 3 4 5 6 7
Braille 1 2 3 4 5 6 7
Interpreter for the Accused 1 2 3 4 5 6 7
Language Line 1 2 3 4 5 6 7
Other (write in): 1 2 3 4 5 6 7

Q58. If dissatisfied, please say why.

THANK RESPONDENT AND CLOSE



MVA Consultancy provides advice on transport, to central, regional and local
government, agencies, developers, operators and financiers.

A diverse group of results-oriented people, we are part of a 550-strong team
worldwide. Through customer research, strategy development, transport

modelling, business planning and operational implementation we create
solutions that work for real people in the real world.
For more information visit www.mvaconsultancy.com

Abu Dhabi

AS Business Centre, First Floor, Suites 201-213, Al Ain
Road, Umm al Nar, P.O. Box 129865, Abu Dhabi, UAE

T: +971 2558 9809 F: +971 2 558 3809

Birmingham

Second Floor, 37a Waterloo Street

Birmingham B2 5TJ] United Kingdom

T: +44 (0)121 233 7680 F: +44 (0)121 233 7681

Dubai

Office 402, Building 49, Dubai Healthcare City
PO Box 123166, Dubai, UAE

T: +971 (0)4 433 0530 F: +971 (0)4 423 3613

Dublin

First Floor, 12/13 Exchange Place

Custom House Docks, IFSC, Dublin 1, Ireland
T: +353 (0)1 542 6000 F: +353 (0)1 542 6001

Edinburgh

Stewart House, Thistle Street, North West Lane
Edinburgh EH2 1BY United Kingdom

T: +44 (0)131 220 6966 F: +44 (0)131 220 6087

Glasgow
Seventh Floor, 78 St Vincent Street

Glasgow G2 5UB United Kingdom
T: +44 (0)141 225 4400 F: +44 (0)141 225 4401

Email: info@mvaconsultancy.com

Offices also in

Bangkok, Beijing, Hong Kong, Shenzhen and Singapore

London

Second Floor, 17 Hanover Square

London W1S 1HU United Kingdom

T: +44 (0)20 7529 6500 F: +44 (0)20 7529 6556

Lyon
11, rue de la République, 69001 Lyon, France
T: 433 (0)4 72102929 F: +33 (0)4 72 10 29 28

Manchester

25th Floor, City Tower, Piccadilly Plaza
Manchester M1 4BT United Kingdom

T: +44 (0)161 236 0282 F: +44 (0)161 236 0095

Marseille
76, rue de la République, 13002 Marseille, France
T: 433 (0)491 373515 F: +33 (0)4 919190 14

Paris
12-14, rue Jules César, 75012 Paris, France
T: 433 (0)1 531736 00 F: +33 (0)1 5317 36 01

Woking

Dukes Court, Duke Street, Woking

Surrey GU21 5BH United Kingdom

T: +44 (0)1483 728051 F: +44 (0)1483 755207

mvaconsultancy





