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Overall Client Satisfaction

    

Overall satisfied  

Would recommend the service
Sample size = 264 clients 

 

Our overall satisfaction rate remains extremely high with no material variances 

in the period 2012 – 2014, even with an

148 clients surveyed).  

 

Client Satisfaction - Advice

    

Satisfied with advice given

Would use the service again
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Overall Client Satisfaction 

   2014  2013 

     96%    96% 

Would recommend the service     98%    99% 

satisfaction rate remains extremely high with no material variances 

2014, even with an increased sample size this year

Advice 

   Yes     Don’t know

given     95%    4% 

use the service again     97%    3% 

appointments and drop-in 

  2012 

              93% 

    98% 

satisfaction rate remains extremely high with no material variances 

this year (2013 = 

Don’t know    No 

                1% 

      0% 

 



Drop-in appointments 
 

 
Note: Portobello results based on a much 

 

 

Length of time to wait for 
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Neither   

Unhappy   
 

 

The results show an improvement in the length of time 

drop-in appointments.  

 

In 2013, Citizens Advice Edinburgh expanded its opening hours to five days 

across all five Bureaux and also recruited additional volunteers. The results also 

indicate that demand continues to be high for drop

Bureaux are still very busy at these times. 

 
 

 

 

 

 

 

 

 

 

much smaller sample than other Bureaux  

Length of time to wait for drop in appointment (trend analysis)

     2014 

       82% 

      14% 

        5% 

The results show an improvement in the length of time clients had to 

In 2013, Citizens Advice Edinburgh expanded its opening hours to five days 

across all five Bureaux and also recruited additional volunteers. The results also 

indicate that demand continues to be high for drop-in appointment

Bureaux are still very busy at these times.  

 

appointment (trend analysis) 

  2013  

   71%    

   27% 

     2%    

clients had to wait for 

In 2013, Citizens Advice Edinburgh expanded its opening hours to five days 

across all five Bureaux and also recruited additional volunteers. The results also 

in appointments and the 



 

How our clients found out about the service
 

 

 

Reasons for contacting our Bureaux

 

 

 

Internet, 

22%

Other, 24%

Benefits, tax credits and national insurance                       

Legal issues

Employment

Housing

Debt

Immigration, asylum and nationality                  

Tax

Power supplies (e.g. gas, electricity), phone, TV, broadband

Financial products and services, e.g. insurance, banks

Relationship

Health / carer issues

NHS concern or complaint

Education

Consumer goods or services e.g. double glazing, cars

Travel, transport and holidays

How our clients found out about the service 

 

Reasons for contacting our Bureaux (from the clients sampled)

Phone 

Book, 5%
Recommen

ded by 

Friend, 40%

Referred , 

9%

2014

Benefits, tax credits and national insurance                       22%

9%

14%

14%

15%

Immigration, asylum and nationality                  3%

5%

Power supplies (e.g. gas, electricity), phone, TV, broadband 3%

Financial products and services, e.g. insurance, banks 4%

2%

4%

1%

1%

Consumer goods or services e.g. double glazing, cars 2%

Travel, transport and holidays 0%

clients sampled) 

 

2013 +/-

22% 21% 1%

9% 14% -5%

14% 13% 1%

14% 11% 3%

15% 8% 7%

3% 7% -4%

5% 6% -1%

3% 4% -1%

4% 4% 0%

2% 3% -1%

4% 3% 1%

1% 2% -1%

1% 2% -1%

2% 1% 1%

0% 1% -1%



Client comments 

“Excellent Service” 

“It ticks all the boxes” 

“Thank you very much everyone at CAB!” 

“A first class service” 

“The knowledge and expertise was astounding” 

“The best advice is from here” 

 “I was very happy with the service” 

 “Glad you are here” 

“Fast response and efficient service” 

“Excellent and extremely helpful service” 

“John was very good” 

“Invaluable service and advice” 

“Thank you for your time and advice” 

 “People are so nice, polite and helpful” 

“A weight has been lifted from my shoulders” 

“Service very useful and staff very helpful” 

“Sylvia was most helpful and approachable” 

 “Staffs very friendly and helpful. Thank you for your advice” 

“I left in a better frame of mind” 

“I am very grateful for the help I got” 

“Fast, efficient and dealt with problem immediately” 

“Beautiful building” 

“Give a sense of peace of mind” 

“Cornelia has been very informative, honest and comprehensive” 

“Professional, friendly, helpful, supportive” 

“Very happy, especially Oliver and Barbara” 



Improvements and suggestions from clients 

� Difficult to get through on the phone 

� Access for differently disabled people to be improved 

� Contact details online are confusing, wrong telephone number via google 

� Access to a computer room 

� Longer appointments than 45 min 

� Submit statements, etc on USB rather than print out 

� Email would be useful as letters take time 

� Bigger sign outside easier to see from a car and read 

� More specialist for benefits and housing problems. They seem to be very busy 

� This service should be able to deal with small business issues 

� Maybe a brief description over the phone of what the advice is for 

� Flat TV 

� Reception area is too hot 

� Coffee or juice machine in the waiting area 

� Difficult access with the push-chair 

� Lift should be priority for mothers and disabled. Do the interview in library 

� Being able to talk to someone via telephone 

� More rooms where no one hears what you are talking about 

� More organised signage to the bureau. Posters on every wall 

� Bigger interview rooms and more staff 

� Had to wait an hour in front of the entrance to make sure of appointment 

� Longer drop in session 

� Less waiting time would be good and more rooms to see clients 


