
Citizens Advice Edinburgh 
Client Satisfaction Survey March 2015 
 

Overall Client Satisfaction 
       2015  2014  2013 
Overall satisfied       97%    96%              96% 
Would recommend the service     99%    98%    99% 
Sample size = 387 clients, questioned over 2 weeks 

 
Our overall satisfaction rate remains extremely high with no material variances 
in the period 2013 – 2015, even with an increased sample size (2014 = 264 
clients surveyed).  
 
Client Satisfaction - Advice 
       Yes     Don’t know    No 
Satisfied with advice given     96%    4%                1% 
Would use the service again     100%   0%      0% 
 
Access to services 
 
Overall – appointments and drop-in 
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Drop-in appointments 
 

 
 
 
 
 

Length of time to wait for drop in appointment (trend analysis) 
         2015  2014  
Happy          90%   82%    
Neither           6%   14% 
Unhappy           4 %      5%    
 
 

The results continue to show a very high satisfaction rate for the length of time 
clients have to wait to be seen after arriving at a drop-in session.  The results at 
Portobello are skewed – this is because advisers who would have been 
available for the drop-in sessions during the period of the survey were required 
to undertake training for the Pension Wise Project.  This very significantly 
reduced staffing levels.  
 
 
 
 
 
 
 
 
 
 
 

  



How our clients found out about the service 
 

 
 
 

Reasons for contacting our Bureaux (from clients sampled) 
 
 

Issue 2015 2014 +/- 

Benefits, tax credits and national insurance 25.1% 22% +3.1% 

Consumer goods or services, e.g. double glazing, cars 2.2% 2% +.2% 

Debt 10.6% 15% -4.4% 

Education 0.9% 1% -0.1% 

Employment 13.2% 14% -0.8% 

Financial products and services, e.g. insurance, banks 3.0% 4% -1% 

Health / carer issues 3.0% 4% -1% 

Housing 13.0% 14% -1% 

Immigration, asylum and nationality 3.2% 3% +0.2% 

Legal issues 11.9% 9% +2.9% 

NHS concern or complaint 0.4% 1% -0.6% 

Relationship 4.1% 2% +2.1% 

Tax 5.2% 5% +0.2% 

Travel, transport and holidays 0.9% 0% +0.9% 

Power supplies, e.g. gas, electricity, or other services, e.g. 
phone, TV, broadband 

3.5% 3% +0.5% 

 
 
 

 

 

Phone Book, 
5% 

Recommended 
by Friend, 33% 

Referred , 14% 

Internet, 28% 

Other, 20% 



Client comments 

 Great service - so glad I came as was worried & anxious but left feeling happy to have sorted 

out. 

 Pleasant people who care. 

 I think it's great the service is from volunteers. 

 The lady that I dealt with was extremely helpful.  She was very approachable and made me 

feel comfortable discussing my problem.  Thank you! 

 This service must remain here forever for those who are always in need of help. 

 The people are excellent and motivated. 

 I'm all the time very happy, because your services are very good.  Your advisors are helpful.  

You helped me more times. 

 Fantastic place, fantastic people, amazing service and so happy that CAB exists. 

 Service was excellent.  I had no appt but was seen by someone who was v helpful & non-

judgemental.  Office/reception staff very kind & helpful.  Thank you. 

 Really appreciate how advisers go out of their way to help. 

 Very good service, always a delight to come down here. 

 This is the second time I have come to your offices in Dundas St.  I have had very good help, 

and everyone I have spoken to were very helpful, and lovely people.  A great service to the 

community. 

 You are a national institution.  Thank you. 

 I've been here on numerous occasions and I have always been either very satisfied or 

satisfied with the advice I've been given at this CAB. 

 Appreciate the help given.  Going home reassured.  Thank you! 

 My advisor is very well trained.  Has been very helpful.  Is very knowledgeable.  Writes great 

letters.  Very well versed on the telephone. 

 This is a very good service.  Free advice is hard to find. 

 Most helpful service.  The DWP seem to listen more when CAB are on board, as I was getting 

fobbed off when I was contacting them regarding query.  I would recommend CAB to any 

one with DWP queries. 

 Did not realise you were all volunteers.  Well done! 

 The legal advice was wonderful & the chap I spoke to was wonderful, considerate & sensitive 

to the issue.  He was well informed about my situation beforehand & was very happy with 

the service CAB.   

 If CAB was not here, I would have nowhere to turn.  Thank you again. 

 So helpful & appreciated support in dealing with stressful & upsetting situation.  Thank you. 

 Services provided by CAB are good and essential for many people.  Would definitely 

recommend the Bureau to anyone needing advice and help. 

 I feel quite satisfied at the outcome of my meeting, and a sense of relief. 

 I really appreciate all the time and support given in my situation.  Forms were filled in 

together but I could not have completed them easily myself - much as I don't want to admit 

this.  She was also very kind, helpful and respected me despite all the issues I am dealing 

with. 

 It is a wonderful service - providing moral support & advice when people need it most.  

Much appreciated. 



Improvements and suggestions from clients 
 I work weird hours, so maybe another day in the week when you can get appointments after 

6pm. 

 Very good advice and information, but legal process is expensive. 

 As a working professional out of hours appointments would be beneficial.  It is understood 

however how difficult this is to provide. 

 It would be just ideal if some water could be offered.  Thank you! 

 Due to the bad weather is difficult to wait outside to been seen.  Why not open the door & 

let people in and take their names in order. 

 I had to telephone another branch to make appointment as phone rang out on numerous 

occasions, even though was within opening times.  Maybe need more staff to answer calls. 

 Evening opening hours or maybe a weekend day. 

 More opening hours 

 Opening times available at ground floor (Gorgie) 

 I'd like it if the waiting times were shorter (i.e. waiting to get an appt.)  That's all. 

 The doors opened at nine. 

 Make toilet available (Pilton) 

 


