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Background

• Survey distributed in August 2006
(closed September 28th 2006)

• All accredited and applicant members
• INAB Accreditation Process
• Anonymous / option to provide contact details



General Findings

37% of our members completed Survey (42)



What is most important to our 
clients?

• 93% Staff attitude /helpfulness 
• 88% Access to information 
• 88% Openness and Transparency 
• 86% Value for money/added 
• 81% Speed of Service 



Relationship with INAB

• 95% agree that achieving accreditation is a 
significant accomplishment

• 93% agree INAB provide a quality professional 
service

• 66% agree that INABs membership of the MLAs is 
important to their business

• 53% agree that INAB is a client focussed 
organisation



Personnel and Service Handling

• 89% INAB is easy to contact 
• 84% Staff competent and well informed 
• 84% Respond in timely manner 
• 81% Friendly and Helpful staff 
• 70% Accreditation Officers justify and take 

responsibility for decisions made 



Experience of Service over last 2 
years

•Others  applicants with under 2 years service



Enquiry and Application Stage

• 72% agree INAB provide a professional information 
pack/brochure 

• 89% agree that the Accreditation officer dealt with 
initial queries adequately

• 71% agree that Application Form was clear and 
unambiguous

• 89% agree that a good standard of service was received
• 89% agree that Applications for accreditation are 

processed in a timely manner.
• 76% agree that extensions to scope are processed in 

timely manner



Visits - Planning

Respondents agreed that…
• 94% Purpose and nature of visit clearly explained 
• 95% Visit arrangements handled efficiently and 

effectively 
• 95% Assessment team prepared well for visit 
• 87% Assessment team had skills and knowledge 
• 92% Meetings scheduled and well timed 



Visit - Conduct

Respondents agreed that…
• 66% - Assessment team resolved our concerns on the 

day 
• 97% -Assessment team assessed our competence for a 

specific range of activities 
• 90% - Assessment team communicated in a controlled 

and professional manner 
• 81% - Assessor understood our business 
• 89% - Findings presented in a calm and factual 

manner 
• 92% - Assessor demonstrated current competence in 

activity being assessed 



Visit - Outcome

• Decision on our accreditation promptly relayed (90%)
• Registration number and certificate received 

promptly (79%)
• INAB promotes our accreditation appropriately on 

the website, newsletter and press (57%) 



Value of Accreditation

• 81% agreed Visit findings added value and contributed to improvements 
• 70% agreed Accreditation officer added value to assessment 

• 82% agreed Accreditation adds value to our business (82%)
• 60% Membership to INAB is money well spent 

86% of respondents feel value for money is important.

1 2
7

19

7
1

6

0

5

10

15

20

S Disagree Disagree Neither
agree/disagree

Agree S Agree N/A Skipped Q

S1

Accreditation officer added value to assessment



What is your most negative aspect of dealing with INAB?



What is your most positive aspect of dealing with INAB?



INAB Actions

• Survey results published and circulated to all members, assessors 
and presented to INAB Board.

• It provides INAB with a benchmark – survey to be repeated 

• Dedicated meeting to review the survey and feedback by INAB

• Direct follow up with respondents – Accreditation Officer

• 2 client workshops 
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