SIMPSON
CARPENTER

VOSA
MOT Garage Satisfaction Survey 2008
January 2009

Job no: J45005




Research objectives

Establish how well VOSA services are accepted

Deliver customer insight for new “Customer Service
Excellence Standard”

Deliver the metric for the Secretary of State’s key targets
for satisfaction

Motivate and inform those tasked with improving
satisfaction and delivering service improvement

Help understand performance levels in all areas

Identify differences in satisfaction between customer
groups or segments

Provide an incisive ‘call to action’ at a local level
Provide a sustainable methodology
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Research method

757 telephone interviews with a random selection of mainly MOT Site
Managers/ Owners (83% with Managers)

Sample was structured to ensure adequate representation of fast-fit
chains, independent fast-fits, independent garages and franchised
dealers, as well as garages with single and multiple MOT testers (red,
amber & green status)

Total data was weighted back to market incidence to reflect MOT
garages overall

All Government Office Regions were represented
Interviews lasted in total around 15 minutes

Fieldwork was conducted in December 2008
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Overall satisfaction with level of service from VOSA

Overall satisfaction with VOSA

service
(Base: All 757 MOT site personnel)

3% 1%

m Very satisfied

® Fairly satisfied
Neither satisfied
nor dissatisfied

Fairly dissatisfied

B Very dissatisfied




- MOT Comp Action - Service Satisfaction
Summary

Way MOT Computerisation
1% Service Desk handled enquiry
(275)

2% I MOT Comp query/ advice (165)
5% I Fault reporting (306)

5% I Smart card enquirles (221)

Way speclal testinginstructions
6% I requirement was dealt with
(96)

Use of any testing contingency
12% [ (297)

B % Dlssatlsfled

% Nelther satlsfled nor
dissatlsfled
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% using service

25PN 99% 38%

22% KL

24% R

22BN 94%

2 90%

49% 39%  EYA

B % Very satisfied
m % Fairly satisfied




pane. > MOT Comp Manual and Guide Satisfaction

& Guide

(Base: All 757 MOT personnel)

Inspection Manual 49% 45% 94%

Testing Guide

B % Dissatlsfled o
W % Very satisfied
% Nelther satlsfled nor

dlssatisfled m % Fairly satisfied
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. Authorised MOT garage applications

(Base: 19 who made an application to become an authorised
garage) (NB small base, use with caution)

Ease of contact Satisfaction with process

H Very easy

mVery
satisfied

m Fairly

satisfied
Neither

easy nor
difficult

® Fairly 11% m Dissatisfie

Difficult - d
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. Applications to become an examiner

(Base: 35 who made an application to become an examiner)

(NB small base, use with caution)

Ease of contact

H Very easy

W Fairly easy

Don't
know/ not
applicable
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Satisfaction with process

B Very satisfied

W Fairly
satisfied

Neither
satisfied nor
dissatisfied

m Dissatisfied




. Variations to MOT authorisation

(Base: 53 who made a variation to their authorisation)

Ease of contact Satisfaction with process

W Very easy
B Very satisfied

W Fairly easy
W Fairly

satisfied

Neither easy

hor difficult Neither
satisfied nor

dissatisfied
m Dissatisfied

m Difficult

Don't know/
not
applicable
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testing » Overall satisfaction with testing support from
VOSA and the current testing process

Satisfaction with VOSA Satisfaction with current
testing support testing process

(Base: All 289 who had test-related contact with VOSA) (Base: All 757 MOT site personnel)

2%
1%

W Very satisfied
m Fairly satisfied
Neither satisfied

nor dissatisfied

Very dissatisfied




tesing » Overall testing-related experiences

505 [l Easyto contact relevant person 59% SRV 94%

4% IEasy to achl::ed \:::t needed to - 95%

6% B Quick to deal with - 92%
3% || Did everythl::g:&ey sald they - 93%

7% [} Keepingyou well Informed - 89%

6% I Gettingthings right 59% EPS7 91%

2% | Staff treated you well 80% WEA 97%

8% Flexlble service 57% P 89%

8% ' Conslstentto deal with 46% % TN 91%
B % Negative B % Very positive
% Nelther negative nor poslitive % Fairly positive
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ons

Base: All 330 who received a VOSA inspection

9% I Satlsfactlon with the way
Inspectlon vislt was handled

5% I Stafftreated you well

6% I Vislt helpful to operate safaly

204 I Completed within an
acceptable time

M % Negatlve

% Nelther negatlve nor posltive
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ey, Overall inspection experiences and satisfaction

31% ARG

2257 95%

22V 92%

57% 33% Rl

W% Very positive
m % Fairly positive
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- Training course booking experiences

(Memo: 29% of all MOT site personnel had booked a training

LeSG¥m& or most recent Satisfaction with booking

course booking process quality
(Base: 208 who had booked a course ) (Base: 208 who had booked a course )

milweekorless NASEIN W Very satisfied
before
11%

2-3 weeks .
before W Fairly
satisfied

E One month
hefore
Neither

m 2 months before satisfied nor
dissatisfied

® 3 months before m Dissatisfied

More than 3
months before

m Don'trecall

© Simpson Carpenter | Just think. 13




B Overall training experiences and satisfaction

Base: All 119 who had attended a VOSA training course

0 Overall satlsfaction with most — 0
4% recent course attended 64% <ol 96%

Satlsfactlon with the course

0
8% I content

61% <lolZ88 91%

0 Satlsfaction with quallty of 7 7
2% | ralningstatf 75% 23% [eli7

13% . Sufflclent practical focus wic LN 86%0

6% | Useful 66% 2 94%

8% I Good value for money 62% A8 89%

M % Negatlve

% Nelther negatlve nor posltive
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W% Very positive
m % Fairly positive
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VOSA Communications satisfaction summary

Communications Satisfaction
(Base: All 757 MOT site personnel)

4% QOverall level of contact

Keeping you up to date on
4% testissues

B % Dissatlsfled o
W % Very satisfied

% Nelther satlsfled nor W % Fairly satisfied
dissatlsfled
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