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Over the period January to December 2020 the RMA helpdesk received a total of 204 queries (from 101 different individuals), of which 121 were from community based services and 83 from prison based services.  
The User Satisfaction Survey for 2020 was circulated on the 1st February 2020 to 89 individuals via Survey Monkey (11 were excluded e.g. unable to locate email addresses).
Following the survey being sent there were 8 individuals who could not respond e.g. retirement, left service. Therefore, the survey was successfully sent to 81 individuals. There were a total of 30 responses by the time the survey closed on the 15th of February 2020 - a response rate of 37%. 
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, 62% (18/29 respondents) reported to be very satisfied.
  
· 100% of respondents were satisfied/very satisfied with the advice provided and of those, 67% (20/30 respondents) reported to be very satisfied. 
The survey asked for any suggestions on how the current helpdesk service could be improved, 12 responded to this. Most offered positive responses and, therefore, made no suggestions for improvement. It was noted by one respondent that their issue was unable to be resolved however this was of a technical nature.  
Finally, the survey asked if there were any further comments, 13 responded to this. One respondent noted that although the issue couldn’t be fixed by the helpdesk, as it related to a local IT matter, they were still provided with advice and guidance on the issue. The remaining comments were overwhelmingly positive, a few examples are included below:
“Was very happy with quick response to both my queries. Julie was very helpful and supportive
and both my queries were resolved. Julie also provided further guidance to both manager and
myself to help in future. Very happy with support given and no complaints at all.”

“Very efficient and helpful in relation to the matter I was seeking advice on. “
“I have always found the helpdesk staff friendly and informative.”
“My experience is that solutions are usually on the website but it is sometimes nice when you
are busy/ harassed to have someone knowledgeable point you straight to it, rather than having
to look yourself when you are tearing your hair out. As practitioners we use multiple platforms
for recording and storing info and it is hard to retain all the solutions (even when you have
come across the problem before).”

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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