SUPREME COURT OF NSW

2013 Registry Services Survey Results
The survey was conducted between 27 March and 3 May 2013. There were three public holidays during this period. The survey covered 25 working days.

All visitors to the registry were encouraged to complete a survey, either by using the online service or by completing printed forms.

In total, 110 responses were received. 

Profile of the respondents to the survey

Who were the respondents?   -  102 responses
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Had they previously visited the registry?   -  110 responses
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What level did they visit?   -  102 responses

· 71.6% visited level 5 only (main civil and criminal registry services)

· 12.7% visited level 4 only (inspecting files and subpoenaed material)

· 15.7% went to both levels (levels 4 and 5).

Services used by the respondents

What services were used?  -  89 responses
There were 134 services were used by the 89 respondents who replied on this point.
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· Use of computer terminals on level 5:  

· 2 out of 77 respondents used this facility.

· Use of the probate drop-off box:

Of the overall 89 respondents to this question, 66 were not actually filing probate documents that day.  Of the remaining 23  – 

· 11 used the probate drop-off box


· 4 said they preferred to lodge over the counter


· 8 said they did not know about this facility.

Service experience

What were the waiting times for service?  -  89 respondents using 134 services
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Of the 89 respondents, there were 88 responses as to the acceptability of the waiting time experienced:

· 67.0% replied that the waiting time was acceptable


· 32.0% replied that the waiting time was not acceptable.

How did respondents rate the service by staff?  -  89 responses
· Politeness and courtesy – 80.4% agreement from relevant responses


· Knowledge and helpfulness – 72.9% agreement from relevant responses


· Efficiency – 67.8% agreement from relevant responses

See following graph.
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Service for people with a disability  -  11 respondents
Of the 89 respondents, 11 people identified themselves as people with a disability and responded as to whether they were able to be accommodated and receive service according to their needs:

· 10 respondents agreed or strongly agreed


· 1 respondent strongly disagreed.

Building and amenities

Were the public areas and amenities clean and comfortable?  -  89 responses

Of the 89 responses, 3 indicated the issue was not applicable. Of the remaining 86 responses:


· 94.2% agreed or strongly agreed that the public areas and amenities were clean and comfortable


· 5.8% disagreed or strongly disagreed.

Was the signage in the street level foyer helpful?  -  110 responses
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The survey asked “Did the signage in the street level foyer easily identify the correct floor you needed to go to?” Of the 110 respondents, 11 replied “No”. 

Of these 11 respondents:


· 7 said the signage was not easily seen

· 4 said it was unclear, confusing or unhelpful. 


Additional comments were also provided by some of these 11 respondents. 

Did the level 5 ticket machine give clear guidance for selecting a ticket?  -  90 responses
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Of the relevant responses, 84.4% said the ticket machine gave clear guidance as to which ticket they needed to select.

Website usage

Had respondents used the Court’s website in the last three months?  -   89 respondents
· 73.0% had used Court’s website in the last 3 months

· 27.0% had not.

For website users, how frequent was their use?  -  59 responses

· Frequent user  -  69.5% 

· Occasional user  -  25.4%


· Rare user  -  5.1%

Of the 59 respondents above, 76.3% indicated the website was helpful, with many making comments for further consideration. 
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