


Introduction

1. Introduction

This is a report for two related ongoing surveys conducted on behalf of the Maritime and Coastguard Agency (MCA) by the Amey Performance
Measurement Group (PMG). The surveys aim to assess levels of satisfaction amongst Ship Survey Service and Ship Inspection Service
customers on a monthly basis. Reporting began during October 2004.

Questionnaires invite respondents to provide satisfaction ratings and comments where relevant. Data gathered is presented in the following
format. Section 1 shows the response rate and survey scores for Ship Survey Services. This section also includes verbatim comments
classified by the MCA region that the survey was conducted in i.e. East of England, Scotland and Northern Ireland, Wales and the West of
England, (Outside the UK — Ship Survey Services only). Comments are also classified by vessel type i.e. Passenger, Cargo, Fishing or ‘Other’
vessel. Section 2 contains the scores and comments for Ship Inspection Services in the same format as the Ship Survey Services in Section 1.

Customer satisfaction results are produced on a monthly basis, as standard and in the current format. On a quarterly basis (March, June,

September and December), data is presented in more detail by including a breakdown of scores by MCA region. Due to the number of returns,
scores are produced cumulatively for greater precision.

2. Methodology
Data Collection

Data is collected via A5 feedback cards. These are given to each customer, by an MCA Surveyor, following completion of any survey or
inspection that takes place. Completed feedback cards are then posted back directly to Amey PMG for analysis.

Questionnaire

The feedback cards contain seven questions which respondents are asked to provide ratings on. Ratings are given on a 0 — 10 basis where 0
means completely dissatisfied and 10 means completely satisfied. During analysis, these ratings are converted to a scale of 0 — 100 and are
then reported as average scores.

Except for two items, Ship Survey and Ship Inspection Service customers are asked the same questions. For example, How satisfied are you
that the MCA Surveyor clearly explained the results of the survey/(inspection)? The questionnaire also provides an opportunity to write freeform
comments on suggestions for improvement to the relevant service.
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Ship Survey Services




Ship Survey Services

Ship Survey Services:
Response Rate at January 13 2006

Ship Survey % (n = 402
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Ship Survey Services

Ship Survey Services:
Overall Satisfaction with Service — Average Scores (0-100)

Ease of making initial arrangements

Survey carried out in reasonable timescale

Advicel/guidance provided by Surveyor

Surveyor clearly provided by Surveyor

Treated with respect and courtesy 94

Surveys carried out to consistent standard

MCA surveys contribute to ship safety

100

Average Score 0-100

Overall Average Score (90)
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Ship Survey Services

Overall Average Satisfaction with Service — % Ratings

Ship Survey Services:
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Ship Inspection Services

MCA Ship Inspection Comments

Do you have any suggestions for improvement to the MCA's ship inspection services?

East of England Region

Cargo Vessel

= Satisfied.

Wales & West of England Region

Other Vessel

= GMDSS and Radio related equipment was outstanding! Interview with crew for crew related items and concerns strongly recommended.
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