[image: image1.jpg]



Customer Satisfaction Survey Report

SUMMARY OF RESULTS, RECOMMENDATIONS & ACTIONS TAKEN
National Centre for Guidance in Education

1st Floor 

42/43 Prussia Street

Dublin 7

T: +353 1 8690715

F: +353 1 8690717

E: info@ncge.ie
W: http://www.ncge.ie
Data Analysis and Report:  Sarah Ryan

CONCLUSION AND SUMMARY OF RECOMMENDATIONS FROM RESULTS OF CUSTOMER SATISFACTION RESEARCH
The results of the customer satisfaction research focusing on clients working in post primary and adult guidance are in general very positive for NCGE.  Individual questionnaires focusing on services relevant to each sector were sent to guidance counsellors working in post primary schools and guidance practitioners working in adult guidance.  The post primary data (87 respondents)  was first to be analysed and a number of recommendations were formulated in relation to NCGE’s service.  The data from the smaller adult guidance sample (19 respondents) was analysed separately and results were found in some cases to support the recommendations already formulated and in others, to add to the recommendations already formulated under each heading.  An integrated summary of the results and recommendations of both sections of the Customer Satisfaction Research (post primary and adult practitioners) is presented here.  
Information, Advice and Support on Guidance/Education Issues
Over two thirds of the overall sample (post primary and adult guidance practitioners) have accessed NCGE for information, advice and support on a guidance or education issue.  The proportion of adult guidance respondents was higher than the proportion of post primary respondents, however, the stage of development, structure of support and size of sample is very different for each of the client groups.  Many post primary guidance counsellors felt that they had had no need to access the NCGE service in this way (had accessed the information directly from the relevant source, had received adequate information from NCGE).  Some indicated confusion over the role and services of NCGE.   The average rating of the information, advice and support service of NCGE was 3.36 out of a possible 4, again slightly higher for the smaller adult guidance sample (3.43) than the average rating given by the post primary practitioners.  We can conclude from both ratings that clients are in general very satisfied with the response they receive from NCGE when they contact for information, advice and support on guidance/education issue.    Overall comments reflect satisfaction with a helpful and supportive service.  Specific recommendations for NCGE were formulated through focusing on those who had not accessed the information, advice and support service, those who made negative comments on the service and those who made suggestions for this part of NCGE’s service (see below).  

NCGE Website

Just under two-thirds of the total sample (post primary and adult) had accessed the NCGE website.  Though the sample sizes are not comparable, it is interesting to note that 90% of the adult guidance respondents had accessed the website compared with 60% of post primary counsellors.  It may be that the internet and the use of ICT play a bigger role in the newer adult guidance services.  The questionnaires were returned over a time period when the NCGE website was re-launched therefore it is unclear whether respondents are referring to the current or previous website.  However, all suggestions and comments have been taken on board to formulate the recommendations for the improvement of the website service (see below).  Respondents gave the NCGE website an average usefulness rating of 2.7 out of a possible 4 (where 4 is very useful).   The NCGE website is again currently under redevelopment to take into account the recommendations made below.  
European Activities 

Respondents to each survey were asked if they had had heard, read or were aware of a number of European projects relevant to the provision of guidance in their sector and to guidance in general.  NCGE have been involved in a number of EU projects specifically relevant to adult guidance.  In fact, the development of adult guidance in Ireland is an excellent example of the impact of European Collaboration on National policy and practice.  Adult guidance practitioner respondents’ awareness of EU funded pilot projects was in general much higher than the level for post-primary respondents (though projects listed in each questionnaire depended on relevancy to the sector).  As pointed out, there are a number of projects in the area of adult guidance and because of the smaller size of the adult guidance sector, it is probable that some of the respondents may have participated in the Educational Management of Guidance Certificate Course (course for managers of an adult guidance service developed through EU funding) or have come across the ISSEE quality guidelines for adult guidance (developed through EU funding and included as a section in the AEGI handbook).  Some also made specific reference to the Academia Mobility project (which provides bursaries for one-week guidance study visits).  The average usefulness rating for information from EU projects was 2.3 out of a possible 4.  
The content of the comments from the adult guidance practitioners were in general very positive towards the European dimension.  This is in contrast to those made by post primary respondents, where over one-third who responded to this question considered the European dimension irrelevant to daily work or requested a focus on guidance in Ireland.  Such results suggest that the relevance of the outcomes of international collaboration and in particular European projects needs to be clearly presented in an accessible way for practitioners of all sectors.  The usefulness rating given by adult guidance respondents and the lower awareness levels for projects that are not specific to adult guidance, supports the recommendations made from the post primary research that the relevance of guidance projects specific to certain sectors be made clear to other guidance sectors.  The results also suggest that a higher level of direct involvement in projects may leads to a more positive appraisal of European activities.  
NCGE Publications 

The results of both questionnaires are similar in that publications relating directly to the sector received higher average ratings.  The majority of respondents in both sectors either made positive comments on existing publications or requested more frequent information.  Requests for specific course and career information from some respondents indicate a confusion over the role of NCGE.  It is outside NCGE’s remit to provide course and career information.  Some adult guidance respondents requested more practical information and information relevant to the practice of adult guidance.  Since the time of the survey, a handbook for AEGI was published and distributed by NCGE.    

Finally the comments on and suggestions for improvement of NCGE’s services include:   suggestions for the development of the website, increased provision of practical supports/publications and networking with other guidance providers.  The NCGE website will be relaunched in Autumn 2003 including downloadable versions of practical resources for guidance practitioners.  NCGE are currently also involved in a number of initiatives which encourage networking between guidance providers.   

The recommendations below have emerged from each section of the results in both the post-primary research and the adult guidance research, and in particular by focusing on suggestions given for improvement, reasons why guidance counsellors have not used NCGE’s services and negative comments on the service.  In order to maintain and indeed improve customer satisfaction levels, these recommendations need to be considered carefully and acted upon.    

	RECOMMENDATION
	ACTIONS TAKEN

	· ADVICE AND SUPPORT SERVICE TO GUIDANCE PRACTITIONERS

	1. An active PR strategy with the aim of defining the role and activities of NCGE will promote the areas where NCGE can be of direct support to guidance practitioners and ensure that all guidance practitioners have a clear understanding of NCGE’s roles and services, whether they choose/need to access all of these or not.
	· The results of the revision of NCGE’s Terms of Reference will be sent to clients over the coming months.

	2. NCGE’s support and advice service should be promoted to newly qualified guidance counsellors.
	NCGE has discussed this recommendation with the initial trainers of guidance counsellors:

· NCGE News will be distributed to students of guidance and counselling through the training institution

· Arrangements have been made for presentations to student guidance counsellors in 2003/2004

	3. NCGE staff should agree on standards of provision for their advice information and support role to guidance counsellors at post-primary level.  Greater attention needs to be given to follow up/follow through in response to more detailed requests for information, support and advice.  
	· NCGE is currently in the final stages of recruiting an information officer whose duties will include developing structured systems in the information area

	4. In relation to number 3., the importance of the initial contact with any customer should be emphasised - NCGE should provide an efficient and prompt service to every query/ information advice and support request.  
	· NCGE customer service has been discussed at NCGE staff meetings.  The results of the Customer Satisfaction Research were discussed at, and informed the recent NCGE staff planning day.

	5. NCGE’s comprehensive PR strategy should include face-to-face meetings with clients where possible.  NCGE should continue to attend events such as the Institute of Guidance Counsellors AGM, Higher Options, FÁS exhibitions to meet with guidance counsellors, but also need to explore and rejuvenate strategies used in the past to make contact with individual guidance counsellors – IGC branch meetings, presentations to student guidance counsellors etc.  
	· NCGE continues to participate in events with high attendance from its client groups.

· Presentations to student guidance counsellors will take place in the 2003/2004 academic year

	NCGE WEBSITE Http://www.ncge.ie 

	1. The fact that some guidance counsellors in post primary schools, are losing out as a result of not having  sufficient access to the internet, or the skills to access information from internet sites should be brought to the attention of relevant DES and NCTE officials.  
	· The section of the Customer Satisfaction Research including this finding has been brought to the attention of the relevant officials

	2. The development of the NCGE website as a comprehensive and active resource for guidance counsellors is essential to NCGE’s mission.  
	· The NCGE website is currently under re-development.  



	3. Development of the NCGE website should be ongoing including regular updates as required.  The development of the website should be a key activity including all staff who should submit new/revised material to the NCGE webmaster. 
	· All information has been updated.  



	4. Publication NCGE resources such as the guidance counsellors handbook, the AEGI Handbook , NCGE News and other publications on the website should be explored. 
	· A library/resource section will feature in NCGE’s new website to include downloadable versions of The Guidance Counsellor’s Handbook, The Adult Educational Guidance Initiative Handbook and other practical resources and publications.  

	5. The design of the website should be reviewed regularly (a balance between the design of the website and the download time needed should be considered).
	· The website has been completely redesigned.  Download time was one of the considerations in the specification of the new website

	EUROPEAN ACTIVITIES

	1. Criteria for NCGE’s participation in European projects need to be reviewed to ensure that NCGE involvement benefits the Irish education sector.
	· Criteria for NCGE’s participation in European projects have been developed.

	2. PR strategies for European projects/activities should be included in the overall plan for NCGE customer service.
	· The results of the Customer Satisfaction Research were discussed at, and informed the recent NCGE staff planning day.

	3. Information on the activities of EU funded projects should be presented/promoted in a more accessible way – making the relevance of the information very clear to the guidance counsellors from each sector.
	· The New NCGE website includes a specific section outlining the benefits of international collaboration for guidance in Ireland, and highlighting ways for guidance practitioners to get directly involved.

	4. EUROGUIDANCE activities must be clearly promoted as a key role of NCGE.  


	· The new NCGE website includes an updated section on NCGE’s role as a EUROGUIDANCE centre, focusing on practical resources and activities for practitioners.

	5. The importance of initial contact and follow through on information queries must be stressed.  


	· NCGE customer service has been discussed at NCGE staff meetings.  The results of the Customer Satisfaction Research were discussed at, and informed the recent NCGE staff planning day.

	6. NCGE should explore opportunities to directly involve guidance practitioners in EU funded projects and initiatives to increase the numbers with direct experience of the European Dimension of Guidance.
	· The New NCGE website includes a specific section outlining the benefits of international collaboration for guidance in Ireland, and highlighting ways for guidance practitioners to get directly involved.


	PUBLICATIONS 

	1. NCGE publications should be directly ‘marketed’ to all guidance counsellors through regular mailings, to newly appointed guidance counsellors and also to students of guidance and counselling.  It could be useful to have a ‘starter pack’ for newly appointed guidance counsellors who make contact with NCGE including a list of all publications and a clear definition of NCGE’s role and services.  Initially this could be circulated to all guidance counsellors to promote existing resources.
	· A listing of all NCGE’s publications is distributed to all guidance counsellors with the Autumn 2003 issue of NCGE News.

· A similar listing of past articles in NCGE News is also distributed to all guidance counsellors

· Both listings will be kept updated and available for newly appointed practitioners.

· The results of the revision of NCGE’s Terms of Reference will be sent to clients over the coming months.

	2. Content relevance of publications which may seem to target one particular guidance sector should be clearly promoted in either NCGE News or in an accompanying cover letter.  
	· PR for NCGE activities has been discussed at NCGE staff meetings.  The results of the Customer Satisfaction Research were discussed at, and informed the recent NCGE staff planning day.

	3. NCGE’s role and activities should be clarified in the light of requests for specific careers and course information.  Specific information materials in the GC Handbook and other publications (useful websites etc.) should be updated regularly.  


	· The results of the revision of NCGE’s Terms of Reference will be sent to clients over the coming months.

· The Guidance Counsellor’s Handbook has been updated during Summer 2003 – the updated version can be downloaded from the NCGE website

	4. The list of useful websites should be developed to include all the websites mentioned as sources of information included in Appendix I of the Customer Satisfaction Report: Post Primary (in response to specific information requests that emerged from the survey) 
	· The list of useful websites has been amended.


NCGE welcome comments or suggestions on its activities and service from all clients.  

Email: info@ncge.ie    Fax: +353 1 8690717  Phone: +353 1 8690715

The full reports of both the Post Primary and Adult Customer Satisfaction Research, and a summary of both are available from the NCGE website www.ncge.ie
For more information contact:
Sarah Ryan, Senior Project Officer, NCGE 


email: sryan@ncge.ie  
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