SIMPSON
CARPENTER

VOSA

Operator Satisfaction Research 2008
October 2008

Job no: 44932




Research objectives

« Establish how well the services of all agencies are accepted

* Deliver customer insight for new “Customer Service Excellence
Standard”

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

e Help all agencies understand how well they are performing in
all areas

« Give an understanding of any differences in satisfaction
between customer groups or segments

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

e 707 15-minute telephone interviews with fleet operators (as
named on VOSA database)

* Quota sample based on HGV and PSV operators to reflect
fleet size and ‘red marker’ penalties

e Large and medium fleet quotas set disproportionate to their
Incidence amongst all operators to reflect their importance in
terms of the numbers of vehicles for which they are
responsible

 Respondents randomly selected within their quota group.
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Section one
Satisfaction with DVLA




DVLA — Service Satisfaction Summary

% using service

4% || Tax disc renewal 79% SRE7 96%
Personalised plate
0 i 0
13% contacts 9% i 87%
5% SORN declaration 70% Sl 95%
13% | JJLog book related actions 56% I 87%
11% []  Driverlicence checks 55% YTl 89%
17% . Enquiry handling 54% 29% RN
26%[ B Licence changes 46% 28% WOLL
m % Dissatisfied W % Very satlsfled
% Neither satisfied nor m % Fairly satisfied
dissatisfied
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DVLA — Stated overall service satisfaction

Overall satisfaction with DVLA

(Base: All 707 fleets)

2% 1% W Very satisfied
m Fairly satisfied

Neither satisfied
hor dissatisfied

Fairly dissatisfied

mVery dissatisfied
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DVLA — Overall service reactions through the customer

journey
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Action
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B % Negative
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Easy to achleve your alm

Easy to contact 35% 32% 67%

42% 38% 80%

Quick to deal with 46% 30% 76%

Good dolng all they sald '_
they would _ 52% LV 80%

Good at keeplng you
Informed

44% 29% 73%

9% | JJ] Goed at getting things right 46% 35% 81%

Staff teated you well 62% P 81%

Flexible service 41% 34% 75%

39% 46% 85%

m % Very positive
B % Fairly positive

Conslistent to deal with
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Section two
Satisfaction with VOSA




VOSA — Licensing Service Satisfaction Summary

16% l New licence applications 53% 31% [RZEL)

18% I'O' Licence administration 51% SIOVEN 81%

20% l '0' Licence enquiries

m % Dissatisfied

W % Very satlsfled
W % Fairly satisfied
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VOSA - Stated Overall Licensing Service Satisfaction

Overall satisfaction, all dealings
with VOSA (Base: 485 fleets)

m Very satisfied

2% 2%

W Fairly satisfied
Neither satisfied

nor dissatisfied
Fairly dissatisfied

W Very dissatisfied
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VOSA - Overall Licensing service reactions

17% IR Easy to contact
Contact
13% | I Exactly achieved objective
13%/ Quick to deal with
Action 10%78 Good doing all they said
they would

Good at keeping you

14%

d informed

8% [bood at getting things right
3% Staffteated you well
12% IR Flexible service

9% [ Consistentto deal with

B % Negative
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VOSA - Vehicle Testing Service Satisfaction Summary

5% I Test bookings 93%

5% I Vehicle test process 95%

5% I Test payments 91%
m % Dissatisfied W % Very satlsfled
% Nsither satisfied nor m % Fairly satisfied
dissatisfied
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Roadside checks, visits and enforcement satisfaction

summary

7% Visits from VOSA

Roadside checks

16% I

15% I Enforcement procedures

B % Dissatisfied

% Neither satisfied nor
dissatisfied
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67 % 22%

63% 22% IR

48% 37% 85%

W % Very satlsfled
W % Fairly satisfied
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Satisfaction with level of online services from VOSA
and DVLA

Service Reactions
Base: 707 (Total Sample)

31% 33% DVLA online services 30% 28% 58%

33% 35% VOSAonline services R/ MN L) 55%

m % Dissatisfied m % Very satlsfled
0% Neither satisfied nor m % Falrly satlsfled
dissatisfied

ONot applicable
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VOSA Communications satisfaction summary

Communications Satisfaction
Base: 707 (Total Sample)

8% ‘ Qverall level of contact 43% 49% 92%

89%

Keeping you up to date on
9% testissues

B % Dissatisfied
ssatistie W % Very satisfied
% Neither satisfied nor m % Fairly satisfied
dissatisfied
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