CUSTOMER INSIGHT is the way we gather and use information about our customers. This allows us to develop our services to best suit your needs. 
We use a mixture of methods. These are shown below along with the main customer groups whose feedback we capture. If we are failing to capture your feedback or want further information please get in touch with us at supreme.courts@scotcourts.gov.uk
	METHOD
	CUSTOMER GROUPS
	FEEDBACK MECHANISM 

	Annual Customer Satisfaction Survey


	All customers – professional and non professional court users - who receive a copy of the newsletters either electronically or in hard copy or who visit the offices. 
	We provide feedback using the customer newsletters and the SCS website. 

	Ad hoc survey
	Appropriate groups of customers may be surveyed for a particular purpose. For example, in 2010 we surveyed High Court witnesses about Customer Information Pack. 
	Feedback is provided as appropriate, that is, to the defined group or through a user group, newsletter on the SCS website.

	User groups 


	Court Users Liaison Group – customers and staff of the Offices of the Court of Session
Personal Injury User Group – customers, partners, judiciary and staff with a particular interest in personal injury cases
Inner House Implementation Group – customers, partners, judiciary and staff with a particular interest in Inner House cases in the Court of Session
Appeal Courts User Group – judiciary, customers, partners and staff of the High Court of Justiciary with a particular interest in criminal appeals
Inter-Agency Groups – High Court customers are represented by agencies including Reliance, Victim Information Agency, Witness Service, Police etc. 
	Feedback is provided through user group meeting and minutes of meetings.

	Consultation Exercises 


	These exercises may be confined to a particular group based on the subject or be public. Public consultations are advertised on the SCS website. 
	Feedback is provided as appropriate, that is, to the defined group or on the SCS website.

	Comments / Suggestion 


	All customers can give us a comment or suggestion either in writing or verbally. 
	Personal feedback is provided if contact details given or feedback is in person. 

We also use ‘You said / We did” posters and our whiteboard to provide feedback as well as customer newsletters.

	 Complaints 
	All customers – professional or non professional court users – can make a complaint. Further information is on notice boards and on the SCS website. 
	Personal feedback if contact details given or feedback is in person. 

‘You said / We did” poster or whiteboard.


