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THE PUBLIC DEFENCE SOLICITORS’ OFFICE (PDSO)
CLIENT SURVEY 2008
FINAL TOPLINE

· The purpose of the survey was to explore clients opinions towards the PDSO and to help further develop the service.
· The Scottish Legal Aid Board on behalf of the PDSO commissioned George Street Research Ltd in Edinburgh to conduct a short postal self-completion survey among clients of the PDSO in the last year.
· The PDSO provided client contact details from each of their 7 offices: Edinburgh, Glasgow, Inverness, Kirkwall, Ayr, Dundee and Falkirk.  The survey was conducted between 10 – 28 March 2008. 
· In total 123 clients responded to the survey, which represents a 12% response rate.  This is consistent with client surveys conducted by the PDSO in previous years. 
Base: All (123)
	Q1 Overall, how would you rate the service you received from the PDSO? 
PLEASE TICK ONE BOX ONLY

	
	%

	Very good
	58

	Good
	32

	Neither good nor poor
	2

	Poor
	2

	Very poor
	2

	Don’t know/no opinion
	2

	Not stated
	2


	Q2 How satisfied or dissatisfied were you with the lawyer(s) who dealt with your case:  PLEASE TICK ONE BOX PER ROW



	
	
	Very satisfied
	Satisfied
	Neither satisfied nor dissatisfied


	Dissatisfied


	Very dissatisfied
	Don’t know/ no opinion
	Not stated

	
	
	%
	%
	%
	%
	%
	%
	%

	A
	In giving you enough information
	51
	37
	4
	4
	1
	1
	2

	B
	In preparing your case fully
	45
	36
	6
	4
	2
	2
	6

	C
	In their performance in Court
	44
	33
	3
	2
	4
	2
	11

	D
	In keeping you informed on progress of your case
	47
	35
	7
	3
	2
	2
	4

	E
	That things were explained clearly in a way you could understand
	52
	35
	3
	2
	2
	1
	5

	F
	Listened to you
	56
	30
	3
	2
	2
	2
	4



	Q3  For each of the following questions please tick one box per row.

	
	
	Yes
	No
	Don’t know/no opinion
	Not stated

	
	
	%
	%
	%
	%

	A
	Were you advised how to plead?
	61
	20

	12
	7

	B
	Did the PDSO lawyer explain the procedure that would be used?
	87
	5
	3
	5

	C
	Did the PDSO lawyer advise you on the likely outcome of your case?
	87
	8
	3
	2


	Q4 Was the outcome of the case better, worse or about the same as you expected? 
PLEASE TICK ONE BOX ONLY

	
	%

	Better
	41

	About the same
	31

	Worse
	12

	Don’t know/no opinion
	11


	Q5 Would you find it easier to remember us as ‘The Public Defender’, rather than the PDSO? PLEASE TICK ONE BOX ONLY

	
	%

	Yes
	67

	No
	18

	Don’t know/no opinion
	15

	Not stated
	0


	Q6  How did you originally find out about the PDSO? 
PLEASE TICK ONE BOX ONLY

	
	%

	At court/duty solicitor
	24

	Word of mouth
	15

	Yellow pages/phone book
	13

	From a friend/family member
	13

	Police
	11

	Lawyer/Law Society/SLAB
	5

	Internet
	2

	PDSO solicitor was allocated
	2

	Telephone Directory Enquiry Service
	2

	Poster
	2

	CAB
	2

	Advocacy service/other law centre
	2

	Previous experience
	2

	Criminal Justice Service/Council
	2

	Other
	1

	Don’t know
	1

	Not stated
	3


	Q7 Would you find the following PDSO services useful? PLEASE TICK ONE BOX PER ROW



	
	
	Yes
	No
	Don’t know/no opinion
	Not stated

	
	
	%
	%
	%
	%

	A
	An 0800 freephone number
	68
	6
	7
	19

	B
	A text reminder service for court appearances
	48
	13
	12
	27

	C
	A 24-hour assistance service
	59
	8
	14
	20


	Q8 Would you use the PDSO again? PLEASE TICK ONE BOX ONLY



	
	%

	Yes
	85

	No
	4

	Don’t know/no opinion
	7

	Not stated
	4


	Q9 Overall, what (if anything) would make the service you receive from the PDSO better?  PLEASE IN WRITE IN BELOW

	
	%

	No reply
	49

	Nothing/fine as it is
	10

	Positive comments on a solicitor
	8

	Pleased/satisfied with service
	7

	Very good/excellent/outstanding service
	6

	Spend more time with client (prior to case)
	6

	Need to have a better understanding of the case/better preparation/only deal with one solicitor
	4

	Need to give more explanation (about help available/costs/procedures/terminology/outcomes/possibilities/provide information in a booklet
	4

	Good/professional/helpful/kind/supportive/honest service
	3

	Would recommend service/solicitor
	2

	Need to raise profile of PDSO
	2

	More knowledgeable/experienced solicitor needed
	2

	Negative comment on solicitor
	2

	Was not represented by PDSO
	2

	Better offices/more accessible offices/better reception service
	2

	Need to listen better/more
	2

	Communicate face to face rather than by letter/better communication
	2

	Don’t know
	2

	Post letters in time to remind clients to attend court
	1

	Would benefit from changing name to something else
	1


	Q10 Are you…? PLEASE TICK ONE BOX ONLY

	
	%

	Male
	80

	Female
	18

	Not stated
	2


	Q11 Which PDSO office represented you? 
PLEASE TICK ONE BOX ONLY

	
	%

	Ayr
	7

	Dundee
	11

	Edinburgh
	15

	Falkirk
	8

	Glasgow
	11

	Inverness
	34

	Kirkwall
	11

	Not stated
	3


PAGE  
4

