Results from the Customer Satisfaction Survey 2008

In 2008 VAB conducted its annual customer satisfaction survey. 
· 58% of respondents were from the Barnsley Community and Voluntary groups

· 9% were from regional voluntary sector organizations 

· 7% were from community partnerships 

· 6% were from churches 

1. Approximately how many times have you contacted VAB in the last 12 months?
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2. How long have you been using our services? [image: image2.emf]7.2%
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3. When you made contact with VAB who did you contact? [image: image3.emf]31.1%
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4. How much do you agree or disagree with the following statements? 

a.
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 71% of respondents totally agreed that they had been dealt with promptly and effectively compared to 55% in 2007. 
b.
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44% of respondents totally agreed that they had been given information on charges and cost compared to 37% in 2007. 
c. 
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41% of respondents totally agreed and 35% mainly agreed that they were given opportunity to feedback on the service they received in comparison to 30% and 17% (retrospectively) in 2007. 
d.
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59% of respondents totally agreed and 33% mainly agreed that the service was profession, impartial and objective. Compared to 51% and 18% in 2007. 
5. How much do you agree or disagree with the following statements? 

a.
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77% of respondents totally agreed and 20.3% mainly agreed that the staff were friendly and helpful. 
Compared to 63% and 15% in 2007. 

b. 
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26% of respondents totally agreed that that the buildings felt safe and welcoming 11.6% of respondents mainly disagreed. However, since conducting this research we have now moved premises. 

c. 
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As above. Question irrelevant now. 
d.
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36% of respondents totally agreed and 36% mainly agreed that the opening hours suited them. 
Compared to 31% and 17% in 2007 

e. 
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39% of respondents totally agreed and 42% mainly agreed that they could get hold of people when they needed them. Compared to 25% and 29% in 2007. 1.9% of people stated in 2007 that they totally disagreed with this comment. In 2008 this has reduced slightly to 1.4% 

f.
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52% of respondents totally agreed and 35% mainly agreed that their calls were returned promptly. Compared to 32% and 26% in 2007. 
3% of respondents mainly disagreed with this comment compared with 2% in 2007. 

g. 
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61% of respondents totally agreed and 30% mainly agreed that the information they receive is reliable. Compared to 47% and 24% in 2007. 
h. 
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39% of respondents totally agreed and 23% mainly agreed that staff made every effort to meet particular requirements. Compared to 36% and 14% in 2007. It is worth noting that 25% of respondents stated that they “didn’t know”. 
6. Please indicate which services you have heard of and which you have used (in the last 12 months)? 

a.
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19% of respondents had use this service in the last 12 months compared to 11% in 2007 
44% of respondents had heard of this service but not used it in the last 12 months compared to 33% in 2007 

16% had not heard of this service compared to 62% in 2007 

b. 
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9% of respondents had use this service in the last 12 months compared to 7% in 2007 

57% of respondents had heard of this service but not used it in the last 12 months compared to 37% in 2007 

4% had not heard of this service compared to 59% in 2007 

c. 
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33% of respondents had use this service in the last 12 months compared to 9% in 2007 

41% of respondents had heard of this service but not used it in the last 12 months compared to 38% in 2007 

6% had not heard of this service compared to 59% in 2007 
d. 
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19% of respondents had use this service in the last 12 months compared to 7% in 2007 

50% of respondents had heard of this service but not used it in the last 12 months compared to 35% in 2007 

10% had not heard of this service compared to 63% in 2007 

e. 
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46% of respondents had use this service in the last 12 months compared to 18% in 2007 

22% of respondents had heard of this service but not used it in the last 12 months compared to 27% in 2007 

6% had not heard of this service compared to 69% in 2007 

f. 
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46% of respondents had use this service in the last 12 months compared to 15% in 2007 

22% of respondents had heard of this service but not used it in the last 12 months compared to 33% in 2007 

7% had not heard of this service compared to 64% in 2007 

i.
[image: image22.emf]10.0%


22.9%


27.1%


21.4%


18.6%


 


No reply


Yes used the service (last 12 months)


Not used the service (last 12 months)


Yes heard of (but not used)


Not heard of


Participation Team (BPP)




10.0%

22.9%

27.1%

21.4%

18.6%

 

No reply

Yes used the service (last 12 months)

Not used the service (last 12 months)

Yes heard of (but not used)

Not heard of

Participation Team (BPP)


23% of respondents had use this service in the last 12 months compared to 8% in 2007 

22% of respondents had heard of this service but not used it in the last 12 months compared to 38% in 2007 

19% had not heard of this service compared to 60% in 2007 
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21% of respondents had use this service in the last 12 months compared to 15% in 2007 

46% of respondents had heard of this service but not used it in the last 12 months compared to 24% in 2007 

10% had not heard of this service compared to 76% in 2007
l. 
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4% of respondents had use this service in the last 12 months compared to 2% in 2007 

52% of respondents had heard of this service but not used it in the last 12 months compared to 24% in 2007 

16% had not heard of this service compared to 76% in 2007
m. 
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42% of respondents had use this service in the last 12 months (no comparable question in 2007) 

29% of respondents had heard of this service but not used it in the last 12 months 

6% had not heard of this service 
7. VAB is considering a range of services. Which of the following would you be interested in? 
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8. How much do you agree or disagree with the following statements about the newsletter? 

a.
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b. 

[image: image28.emf]5.8%


59.4%


27.5%


5.8%


1.4%


 


No reply


Totally agree 


Mainly agree 


Neither agree nor disagree 


Mainly disagree 


Totally disagree 


Don't know/Na 


I like the new look VAB newsletter




5.8%

59.4%

27.5%

5.8%

1.4%

 

No reply

Totally agree 

Mainly agree 

Neither agree nor disagree 

Mainly disagree 

Totally disagree 

Don't know/Na 

I like the new look VAB newsletter


48% of respondents totally agree and 39% mainly agree that they like the new look newsletter.  
c. 
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51% of respondents totally agree and 32% mainly agree that the newsletter covers a good balance of topics. Compared to 30% and 34% in 2007. 

0% disagreed with this statement. 
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h. What is the most useful part of the newsletter? 

· "Current News"

· "Contact details for points of interest. Lots of useful and interesting info"

· "events"

· "Diary Date"

· "Information on what’s happening in and around our area."

· "Local stories"
· "Advice and tips"

· "EVENTS AND TRAINING"

· "Varies - employment issues, funding, local events"

· "General information"

· "Feedback on events"

· "the layout and advice"

· "Up to date information about HR issues and what's going off in the vol/com sector re young people"

· "Funding news"

· "It keeps other organisations informed of what is happing; events and services"

· "Front page- informing of what’s on the inside"

· "Funding Info"

· "New funding opportunities"

· "Issue on funding and keeping in touch with what is going on in Barnsley"

· "What’s going on around Barnsley area and other stories"

· "It gives people an update and a chance to take part in anything - good information"

· "Information on funding opportunities - CATS"

· "I have Never received a copy of the news letter"

· "Info regarding other groups. Funding news"

· "Find out how good the services are for people e.g. voluntary groups."

· "Community Information"

· "Events locally held and training opportunities"

· "When we have required to apply for grants for organisations that use our premises we know where and when to apply. Thank you."

· "The variations in the funding side of the newsletter."

· "Information that keeps us up t date with what’s happening and new opportunities"

· "Keeping updated with other 3rd sector organisations and new legislation. Knowing when training courses are available."

· "great for keeping up to date with a range of local information"

i. If you could make one improvement to the newsletter what would it be? 

· "sometimes it seems a little busy, because of the volume of its contents"

· "none"

· "Not Sure"

· "More accessible for people with learning disabilities e.g. picture format."

· "Funding opportunities"

· "none"

· "More outreach, the borough is more than town centre."

· "None"

· "None"

· "none"

· "not sure"

9. How much do you agree or disagree with the following statements about our website? 

a. 
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42% of respondents totally agree and 27% mainly agreed that they like the new look website. 
b. 
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35% of respondents totally agreed and 23% mainly agreed that they find it easy to navigate. 
c. 
[image: image36.emf]5.8%


39.1%


26.1%


13.0%


1.4%


14.5%


 


No reply


Totally agree


Mainly agree


Neither agree nor disagree


Mainly disagree


Totally disagree


Don't know/Na


I find it a useful source of information




5.8%

39.1%

26.1%

13.0%

1.4%

14.5%

 

No reply

Totally agree

Mainly agree

Neither agree nor disagree

Mainly disagree

Totally disagree

Don't know/Na

I find it a useful source of information


39% of respondents totally agreed and 26% mainly agreed that they find it a useful source of information. 
10. Are there any other features you would like to see on our website? 

· "user friendly"

· "cant think of anything ....keep up the good work well done all"

· "More about what other organisations."

· "None I can think of at this time"

· "Would like to see more interviews with individuals receiving a service, what they liked and what were the barriers if any etc"

· "Not yet seen"

· "no"

· "Not really"

· "No, it all seems to be there"

· "No"

· "no"

· "n/a"

· "As I do not look on the web site (sorry) but I promise I will I cannot make a comment"

· "Links to other groups."

· "Individual stories regarding how far a volunteer has come since joining VAB. News on staff."

· "Not really."

· "no"
11. How much do you rate our services? 
1 being excellent and 6 being Poor

a.  
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12% of respondents rated the resource centre as excellent compared to 7% in 2007 
61% answered don’t know 

b. 
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10% of respondents rated the meeting rooms as excellent compared to 0.9% in 2007 
6% gave it a 3 

3%gave it a 4 

1% gave it a 5.  

65% answered don’t know 
c. 
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25% of respondents rated the Volunteer centre as excellent (1) compared to 9% in 2007 
52% answered don’t know compared to 65% in 2007 
d. 
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19% of respondents rated the Young Volunteers Agency/Connexions as excellent (1) compared to 6% in 2007 
64% answered don’t know compared to 71% in 2007 

e. 
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39% of respondents rated CATS(hr and legal) as excellent (1) compared to 10% in 2007 
41% answered don’t know compared to 57% in 2007 

f.  
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38% of respondents rated CATS (training) as excellent (1) compared to 10% in 2007 
44% answered don’t know compared to 56% in 2007 

g. 
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29% of respondents rated the Participation Team as excellent (1) compared to 7% in 2007 
54% answered don’t know compared to 61% in 2007 

j. 
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19% of respondents rated Accounts and Payroll as excellent (1) compared to 8% in 2007 
65% answered don’t know compared to 69% in 2007 

l. 
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4% of respondents rated BFL as excellent (1) compared to 2% in 2007 
77% answered don’t know compared to 75% in 2007 

m.  
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42% of respondents rated the newsletter as excellent (1) compared to 25% in 2007 
16% answered don’t know compared to 29% in 2007 

n.  
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29% of respondents rated BCVN meetings as excellent (1) (no comparable question in 2007)  
1% rated it 4 

36% answered don’t know 

12. What specific things have VAB helped you achieve over the past year? 

· "training"
· "HR information Training Legal information"

· "Training trustees and members, making policies and procedures, forward planning, keeping in touch with what is going on."

· "updating on payroll and tax"
· "A good number of Volunteers - By the information provided on the web site and by Beryl knowing about the project we have been able to stay open with an adequate number of volunteers"
· "Help with training opportunities. Supply of policies and documents. links to volunteers staff ALWAYS  friendly and helpful, and if they do not know the answer will find someone who does"

· "Helped to put a Constitution in place for anew voluntary Organisation.  Made our organisation more aware of our responsibilities in protection of children et al. IRIS? and CRB"

· "None but provided us with news from around the area."

· "Help with legal aspects of charity I run."

· "Some volunteers have contacted us"

· "training"

· "Engagement with Barnsley third sector."

· "Job evaluations, reviewing, developing and updating policies and procedures, including our employment contract, pursuing PQASSO quality mark, gaining NVQ Level 4 in Management (Project Manager), hosting regular meetings (through room hire), giving and receiving presentations (through hire of multi-media projector), publicity (through a feature in the newsletter), payroll and independent accounts examination service."

· "Attend meetings enabling me to network with other groups and agencies. Attend appropriate training courses."

· "Networking information and advice."

· "Training and support from Tracey Oleisky has been very strong. She is a huge asset"

· "Development of training skills and recruitment of volunteers"

· "Linking with other organisations through various forums, information of relevant training courses and more recently I have made enquiries for support with marketing materials."

· "Advice re: employee contracts and calculating annual leave. Training for trustees"

· "Learn more about the voluntary work in Barnsley area"

· "Legal questions regarding the role of the trustees. Advice on training available for the trustees"

· "Training on sickness policies"

· "Training and bringing together different organisations.  Support for our project."

· "TRAINING STAFF, SUPPORT AND INFO"

· "Help with legal issues relating to constitution ; Limited company by guarantee and establishing a charity status for our organisation"

· "Improve my knowledge and efficiency at work by supplying training (CATS)"

· "Auditing for accounts"

· "Bibs group in centre (Breast feeding)"

· "HR Advice and support."

· "Recruitment of volunteers"

· "Solicitor Meeting, Advice"

· "Excellent advice to the charity’s position in accepting loans to enable it to purchase new club house by phone information and follow up letter"

· "Helped us with advice on advertising and funding"

· "Grant for residents entertainments and crafts etc"

· "Useful advice from solicitor/hr staff support with payroll information"

· "Helped several tenants find a way to volunteer at an appropriate place and gain confidence"

· "Information on the new ISA taking over from CRB check the meeting was very informative feedback was excellent and all the staff were reassuring and calm throughout"

· "support for young people"

· "Kept us informed of what others are doing."

· "Info regarding policies and jobs."

· "Help with staffing issues"

· "Have not used in the last year."

· "More volunteers for the group"

· "Excellent payroll system."

· "has enabled me to identify appropriate opportunities for a young person with disabilities who I am working with to access volunteering"

· "Helped with staff training. Starting partnership working with volunteers. Attending Community Sports Network meetings."

· "payroll HR issues/job descriptions/contracts"

13. What is the main reason you choose to access our services? 

· "local"
· "User friendly reliable and accurate information"
· "Quality and price"

· "Convenient and very helpful to a small organisation like ourselves"

· "We see it as the one stop shop for all information and help and advice in this sector."

· "its free its reliable  its efficient"

· "Unsure of how to achieve the legal aspects of setting up etc a new Association"

· "Voluntary organisation"

· "Information and help and advice"

· "To increase catchment area for volunteers who might choose to join us as Official Prison Visitors at HMP Wakefield."

· "professional support"

· "Networking."

· "Convenient, mostly quite reasonably priced, nearby and accessible, strong understanding of voluntary sector needs and issues, proven track record/previous experiences with VAB have been positive, particular staff members are excellent (Deborah & Lisa in finance office, Jane Jefferson from CATS, Pam Jamieson for IT help etc.)."

· "It has comprehensive information on what is happening in other areas of South Yorkshire as well as Barnsley"

· "Approachable service and knowledgeable. Regarding community services."

· "Third sector meetings/ sub of children’s trust. Opportunities to network and share info etc"

· "Affordable Reliable"

· "To access up to date information for voluntary organisations and to recruit from a wide range of local population"

· "Local, free most of the time, understands the Third Sector, friendly, efficient and relevant to our needs"

· "Can' remember who told you about us, but I think it was Barnsley Choices staff - service we needed was offered and free"

· "Keep in touch with volunteer networks due to our links with that side of thing"

· "I don’t know of any other agency in Barnsley that offers the same services as VAB."

· "Impartiality & professionalism"

· "Free, accessible and user friendly"

· "contact details for employees"

· "To keep up to date with the growth of vol/com sector Funding opportunities"

· "It is the main conduit for the sector in Barnsley"

· "I know people within the organisation that can get things done which helps us save a lot of time"

· "For reliable information"

· "To find out where we can get funding from."

· "For info on voluntary sector and training info"

· "Value for money, Good advice given"

· "to ask for advice about training to fill in funding applications"

· "Voice and influence via bcvn"
· "Access to wider community"

· "good service, everything to offer"

· "Explaining the possibility of becoming a registered charity and information on legalities"

· "It was recommended by a tutor for help in setting up our community group"
· "To help me with play group"

· "User friendly, Relevant, cost effective, timely, flexible- will come out if required"

· "Reliability, knowledge and very helpful and understanding"

· "The staff are extremely helpful and approachable"

· "young people advice, support"

· "To be part of VAB"

· "Excellent and friendly service"

· "VAB is the organisation within the sector which holds the most information on most topics"

· "To publicise our work and attract volunteers"

· "Honesty and reliability."

· "For information"

· "Working towards 3rd sector integration and cohesion"

· "VAB has provided Qdos with a high standard of services; the VAB staff are ALWAYS helpful and supportive in a professional and assuring manner."

· "Information"

14. Are there any other comments you would like to make about voluntary Action Barnsley? 
· "Excellent service"
· "no"

· "Thankyou for your support and help to date"

· "Only that they are a very valuable group to have in the Barnsley area. Keep up the good work"

· "Other than – thanks or being there - no."

· "Keep up the good work"

· "Keep up the good work"

· "Tracey Oleisky is very helpful"

· "Keep up the good work!"

· "no"

· "Too close to BMBC"

· "Keep up the good work"

· "It has been for better run than in the past."

· "staff are helpful and friendly"

· "Keep up the good work - your help to the small groups is invaluable"

· "Access to expertise"

· "Hopefully continue to service Barnsley and the groups as it has over the years"

· "VAB Barnsley personnel have never failed to give support and advice  re:- charity accounts, funding in management - very confident in approaching VAB in the future"

· "Thank you for you helps. Keep it up."

· "Very friendly when i called in, lovely to know these services are there"

· "~Thank you for the service we have received and look forward to working with you in the future"

· "Excellent!"

· "Meetings held in the day time are restrictive to those who work!"

· "Keep up the good work"

· "Staff have always been friendly and helpful"

· "Keep up the good work."

· "Voluntary Action Barnsley is a necessary part of the 3rd sector network and is a hub from which many of them work."

· "I have always had a fast, friendly and efficient service the information and support that given has enabled Qdos to fill the gaps in in-house knowledge which often occur in small organisations and allow the to focus on moving the business forward."

· "It needs to make sure it works with or organisations in the area."

15. Is there anything you feel should be addressed through this survey in future years or any other comments you would like to make? 

· "no"

· "At this point in time - no."

· "Community building"

· "Further help with finance and accounting, bookkeeping etc. would be really useful and appreciated."

· "No"

· "no"

· "Not at this time"

· "None"

· "I am employed by BMBC so cannot attend your funding training. Would like to attend training about filling in funding applications"

· "Apparently VAB are my elected voice on the One Barnsley project - how and when do the court my opinion"

· "no"

· "Not at the moment"

· "Perhaps how useful the service is to South Yorkshire wide organisations like ours. VAB is vital in keeping us informed."

· "NO."

· "no"

· "The importance of this organisation being permanently funded."

· "no"

**** 
PAGE  
1

