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Over the period January to December 2019 the RMA helpdesk received a total of 255 queries (from 132 different individuals), of which 98 were from community based services and 34 from prison based services.  
The survey for 2019 was circulated on the 8th of January 2020 to 106 individuals via Survey Monkey (20 were excluded as unable to locate email addresses and 6 undeliverable messages were received).  There were a total of 41 respondents on the closure of the survey on the 7th of February 2020 - a response rate of 39%.  
The survey consisted of two questions related to satisfaction of the speed of response and advice given to the query submitted to the helpdesk (answered using a 4 point rating scale from very satisfied to very dissatisfied). The following results were found:
· 100% of respondents were satisfied/very satisfied with the speed of the response and of those, over 65% (27/41 respondents) reported to be very satisfied.
  
· 100% of respondents were satisfied/very satisfied with the advice provided and of those, over 65% (27/41 respondents) reported to be very satisfied. 
The survey asked for any suggestions on how the current helpdesk service could be improved, most offered positive responses and, therefore, made no suggestions for improvement whilst the few suggestions (12 responses given) that were made included: 
· Potential for remote sharing of screens to assist in LS/CMI system support
· Technical responses/explanations to be communicated in “laymen” terms
Finally, the survey asked if there were any further comments (14 responses given). The comments were overwhelming positive, a few examples are included below:

“I did not feel as if I was being a burden, I felt that the person who responded to me had a genuine interest in my enquiry, and a great depth of knowledge.”
“In my experience, the RMA helpdesk has always been available, helpful and effective, often going the extra mile to ensure that the issue is resolved or I am signposted to the relevant resource.”
“I have always found Ian and Julie very responsive to any queries that have been raised, and where they do not maybe always know the definitive response they always offer a solution to the problem.”

The results of this survey will be shared with the LS/CMI Working Group to discuss and consider any implications for members to address suggestions/comments. 
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