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EXECUTIVE SUMMARY 

 

Contact by Telephone 

 

 Levels of contact by and with AiB by telephone are high, particularly by DAS 

Money Advisers and, in the vast majority of cases, during telephone contacts with 

AiB, those spoken to usually give their name 

 Levels of satisfaction with telephone contacts with AiB are high (particularly 

amongst Debtors), with levels of dissatisfaction being low (across all three 

audiences)  

 Levels of contact by telephone by and with providers and agents are also high, 

particularly by/with DAS Money Advisers (but notably lower than those with AiB) 

and, in all or almost all cases, those spoken to usually give their name 

 Levels of satisfaction with telephone contacts by/with providers and agents are 

generally high but are highest amongst Debtors and lowest amongst DAS Money 

Advisers and, although levels of dissatisfaction are generally low, specific 

concerns emerged amongst some Creditors in terms of being able to speak to 

the right person first time and the time it took to get through to the right person, 

and amongst DAS Money Advisers in terms of the way their query was dealt with 

 

Written and E-mail Contacts 

 

 Levels of written and e-mail contacts with AiB are very high amongst DAS Money 

Advisers and significant amongst both Creditors and Debtors, with levels of 

satisfaction also being high (particularly amongst Debtors) in relation to time 

taken to respond to written/e-mail contacts and the way written/e-mail contacts 

are dealt with 

 Although levels of dissatisfaction are generally low in respect of written and e-

mail contacts with AiB, a number of DAS Money Advisers expressed concern 

with regard to the time taken to respond to them 

 Most DAS Money Advisers and Creditors stated that, in written and e-mail 

communication with AiB, they have to seek clarification or information at times.  

However, this applied to a minority of Debtors 
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 Levels of written or e-mail contact with providers and agents are notably lower 

than those with AiB for Creditors, DAS Money Advisers and, in particular, 

Debtors.  Although levels of dissatisfaction with written or e-mail contacts with 

providers and agents are generally low, they are higher than those relating to 

written/e-mail contacts with AiB, particularly amongst Creditors and DAS Money 

Advisers in terms of the way their query was dealt with 

 The majority of DAS Money Advisers and Creditors who had written or e-mailed a 

provider or agent stated that they had to seek clarification or information during 

these communications at some point.  However, this applied to a far lower 

percentage of Debtors 

 

Contact Via Personal Visits 

 

 Personal visits to AiB's office tend to be limited but are highest amongst DAS 

Money Advisers and limited amongst both Debtors and Creditors 

 Amongst Debtors and DAS Money Advisers who had visited AiB's office in 

person (i.e. the only audiences for which it was possible to measure satisfaction), 

levels of satisfaction with their visits were high across a range of indicators (and 

particularly highest amongst Debtors), with levels of dissatisfaction being low 

across all indicators across both audiences  

 Visits to the offices of providers and agents were limited across all three 

audiences, with levels of satisfaction amongst Creditors (i.e. the only audience for 

which this could be established) being high but not as high as those found in 

relation to Creditor visits to AiB's office 

 

Receipt of Leaflets, Forms & Guides  

 

 Almost all DAS Money Advisers, most Debtors and around half of Creditors had 

received leaflets, guides or forms from AiB, with levels of satisfaction with the 

information contained within these documents being high, particularly amongst 

Debtors and DAS Money Advisers 

 The extent of receipt of leaflets, guides or forms from providers and agents was 

far more limited.   However, levels of satisfaction with the information contained 
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within these documents amongst Creditors and DAS Money Advisers (i.e. the 

only audiences for which this could be established) were high – particularly 

amongst Debtors – and levels of dissatisfaction were low for both audiences  

 

Websites 

 

 Most Creditors and nearly half of Debtors had visited the AiB website, with very 

positive ratings being provided by both audiences in terms of their experiences of 

navigating the website, finding the information they were looking for and their 

overall satisfaction with the AiB website 

 Almost all DAS Money Advisers had visited the DAS website.  However, this 

applied to only a minority of Creditors 

 Although Creditors who had visited the DAS website noted high levels of 

satisfaction in terms of their experience of navigating the website and finding the 

information they were looking for, levels of satisfaction amongst DAS Money 

Advisers in both regards were significantly lower 

 Around half of Creditors who had visited the DAS website noted their overall 

satisfaction with it.  However, whilst two out of five DAS Money Advisers who had 

visited this website also noted their overall satisfaction with it, a third noted their 

dissatisfaction with the DAS website 

 

Service Provision 

 

 All three audiences – and, in particular, Debtors – provided high ratings in terms 

of their overall satisfaction with the service provided with AiB, with levels of 

dissatisfaction being low across all three audiences  

 Debtors noted particularly high levels of overall satisfaction with the service 

provided by providers and agents, with this also applying to a majority of 

Creditors.  However, this was far less likely to be the case for DAS Money 

Advisers, amongst whom a quarter expressed their dissatisfaction in this regard 

 In considering a rating of their overall satisfaction with the service provided by 

AiB and its providers/agents, a wide range of factors - knowledgeable staff, clear 
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communications, efficiency, high-quality service and speed of response - were of 

great importance to respondents in all three audiences 

 

Other Comments Provided 

 

 Verbatim comments provided at the end of the questionnaire by Debtors (i.e. the 

only audience for which this is possible to report) were positive and focused 

around their satisfaction with the service provided by AiB, the helpfulness of AiB, 

AiB staff being polite, courteous and respectful and the efficiency of AiB 

 Similarly - although more limited - the principal verbatim comments provided by 

Debtors in relation to the service provided by providers and agents were also 

largely positive and focused around the helpfulness of providers and agents, their 

satisfaction with the service providers and agents, provider/agent staff being 

polite, courteous and respectful and the efficiency of providers/agents 
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1.0 INTRODUCTION 

 

This Report details findings from a study undertaken on behalf of Accountant 

in Bankruptcy (AiB) by Ashbrook Research & Consultancy Ltd.  In particular, 

this study took the form of a Customer Experience Survey. 

 

More specifically, information was derived from three audiences: 

 

 Debtors - by means of an online questionnaire (in relation to which 468 

completed questionnaires were received) 

 Creditors - through a postal self-completion questionnaire (of which 46 

were received) 

 DAS Money Advisers - again, through an online questionnaire (in relation 

to which 98 completed questionnaires were received) 

 

This information was gathered during October and November 2014. 

 

Sections 2.0 to 8.0 inclusive provide a profile of findings in relation to the 

following subjects: 

 

 Contact by telephone 

 Written and e-mail contacts 

 Contact via personal visits 

 Leaflets, guides and forms 

 Websites 

 Service provision 

 Other comments provided 

 

Finally, Section 9.0 provides a series of conclusions that can be drawn from 

the survey programme. 
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2.0 CONTACT BY TELEPHONE  

 

“Have you been contacted by AiB – or have you contacted AiB – by 

telephone?” 

0% 20% 40% 60% 80% 100%

Creditors

Debtors

DAS Money Advisers

61%

69%

98%

Base:  All Respondents

Figure 1:  Contacted By/Contacted AiB By Telephone

 

Figure 1 indicates that almost all DAS Money Advisers (98%) stated that 

they had been contacted by AiB – or had contacted AiB – by telephone, with 

this applying to a majority of both Debtors and Creditors, i.e.:   

 

 Debtors = 69%  

 Creditors = 61%  
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“Usually do people you speak to give you their name?” 

0% 20% 40% 60% 80% 100%

Debtors

Creditors

DAS Money Advisers

72%

82%

90%

Base:  'Yes' in Figure 1 

Figure 2:  Do People You Speak To By Telephone 
Usually Give You Their Name? (AiB)

 

Figure 2 indicates that, amongst those who had been contacted by AiB – or 

had contacted AiB – by telephone, the vast majority stated that the people 

they speak to usually give them their name, with this most prominently being 

the case amongst DAS Money Advisers, i.e.: 

 

 DAS Money Advisers = 90%  

 Creditors = 82%  

 Debtors = 72%  
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“Overall, in your telephone contacts with AiB, how satisfied have you been 

with…” 

0% 20% 40% 60% 80% 100%

Being able to speak to the right
person first time

The way your query was dealt with

The time it took to get through to
the right person

The politeness and courtesy of
staff you dealt with

4%

5%

3%

4%

86%

88%

88%

89%

50%

56%

54%

60%

Base:  'Yes' in Figure 1

Figure 3:  Telephone Satisfaction Profile - Debtors (AiB) Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

0% 20% 40% 60% 80% 100%

Being able to speak to the right
person first time

The way your query was dealt with

The time it took to get through to
the right person

The politeness and courtesy of staff
you dealt with

7%

0%

7%

0%

68%

75%

82%

89%

4%

29%

11%

32%

Base:  'Yes' in Figure 1

Figure 4:  Telephone Satisfaction Profile - Creditors (AiB) Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied
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0% 20% 40% 60% 80% 100%

The way your query was dealt with

Being able to speak to the right
person first time

The time it took to get through to
the right person

The politeness and courtesy of
staff you dealt with

6%

3%

3%

1%

69%

70%

77%

87%

20%

16%

21%

33%

Base:  'Yes' in Figure 1

Figure 5:  Telephone Satisfaction Profile -
DAS Money Advisers (AiB)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

The data presented in Figures 3, 4 and 5 indicate high levels of satisfaction 

with telephone contacts with AiB across four indicators and, in particular, 

levels of satisfaction varied on the following basis:   

 

 For Debtors: from 86% to 89%  

 For Creditors: from 68% to 89%  

 For DAS Money Advisers: from 69% to 87%  

 

It is also of interest to note that the average satisfaction scores across all four 

indicators were highest amongst Debtors, i.e.:   

 

 Debtors = 88%  

 Creditors = 79%  

 DAS Money Advisers = 76% 
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Figures 3, 4 and 5 also indicate that Debtors were far more likely to 

specifically state that they were very satisfied with each of the indicators.  This 

is reflected in their average very satisfied scores being notably higher 

amongst Debtors, i.e.:   

 

 Debtors = 55%  

 DAS Money Advisers = 23%  

 Creditors = 19%  

 

Finally, it is of interest to note from Figures 3, 4 and 5 that, across all three 

audiences, levels of dissatisfaction were extremely low for all four indicators, 

i.e.:   

 

 Debtors: ranging from 3% to 5% 

 Creditors: ranging from 0% to 7%  

 DAS Money Advisers: ranging from 1% to 6%  

 

“Have you been contacted by a provider/agent – or have you contacted a 

provider/agent – by telephone?” 

0% 10% 20% 30% 40% 50% 60%

Debtors

Creditors

DAS Money Advisers

39%

43%

58%

Base:  All Respondents

Figure 6:  Contacted By/Contacted A Provider/Agent By Telephone
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From Figure 6 it can be seen that 3 out of 5 DAS Money Advisers (58%) 

stated that they had been contacted – or had contacted – a provider/agent 

by telephone.  This outcome is notably higher than those for Creditors and 

Debtors, i.e.:   

 

 Creditors = 43%  

 Debtors = 39% 

 

“Usually do the people you speak to give you their name?” 

0% 20% 40% 60% 80% 100%

Debtors

DAS Money Advisers

Creditors

79%

80%

100%

Base:  'Yes' in Figure 6 

Figure 7:  Do People You Speak To By Telephone Usually 
Give You Their Name? (Providers/Agents)

 

From Figure 7 it can be seen that all Creditors and the vast majority of DAS 

Money Advisers and Debtors who have been contacted by – or contacted – 

a provider/agent by telephone stated that people they speak to usually give 

them their name, i.e.: 

 

 Creditors = 100%  

 DAS Money Advisers = 80%  

 Debtors = 79%  
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“Overall, in your telephone contacts with providers/agents, how satisfied 

have you been with…” 

0% 20% 40% 60% 80% 100%

Being able to speak to the right
person first time

The politeness and courtesy of
staff you dealt with

The way your query was dealt with

The time it took to get through to
the right person

6%

4%

5%

4%

80%

82%

83%

87%

44%

50%

48%

46%

Base:  'Yes' in Figure 6

Figure 8:  Telephone Satisfaction Profile -
Debtors (Providers/Agents)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

0% 20% 40% 60% 80% 100%

The time it took to get through to
the right person

Being able to speak to the right
person first time

The way your query was dealt with

The politeness and courtesy of
staff you dealt with

20%

25%

10%

10%

75%

75%

80%

90%

20%

65%

30%

30%

Base:  'Yes' in Figure 6

Figure 9:  Telephone Satisfaction Profile -
Creditors (Providers/Agents)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied
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0% 20% 40% 60% 80% 100%

The way your query was dealt with

Being able to speak to the right
person first time

The time it took to get through to
the right person

The politeness and courtesy of
staff you dealt with

28%

12%

7%

15%

52%

58%

58%

65%

5%

5%

9%

7%

Base:  'Yes' in Figure 6

Figure 10:  Telephone Satisfaction Profile -
DAS Money Advisers (Providers/Agents)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

The data presented in Figures 8, 9 and 10 also indicate high levels of 

satisfaction with telephone contacts with providers and agents, particularly 

amongst Debtors and Creditors, i.e.:   

 

 For Debtors: ranging from 80% to 87% across the four indicators under 

consideration  

 For Creditors: ranging from 75% to 90%  

 For DAS Money Advisers: ranging from 52% to 65%   

 

The relatively lower levels of satisfaction noted here by DAS Money Advisers 

are reflected in the average satisfaction scores for all four indicators, i.e.:   

 

 Debtors = 83%  

 Creditors = 80% 

 DAS Money Advisers = 58%  
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Figures 8, 9 and 10 also indicate that Creditors – and, in particular, Debtors 

– were most likely to provide a very satisfied rating across the four indicators 

under consideration, which is reflected in average very satisfied scores in this 

regard, i.e.:   

 

 Debtors = 47%  

 Creditors = 36%  

 DAS Money Advisers = 7%  

 

Finally, Figures 8, 9 and 10 indicate that very few Debtors noted 

dissatisfaction with telephone contacts with providers and agents (ranging 

from 4% to 6% across the four indicators) but that – although also relatively 

few – levels of dissatisfaction in this regard were higher amongst Creditors 

and DAS Money Advisers.   

 

In particular, Creditors cited notable levels of dissatisfaction with respect to 

being able to speak to the right person first time (25%) and the time it took to 

get through to the right person (20%), whilst DAS Money Advisers cited 

relatively high levels of dissatisfaction with the way their query was dealt with 

(28%).   

 

These outcomes are reflected in the fact that average dissatisfaction scores 

were notably higher amongst Creditors and DAS Money Advisers (16% and 

15% respectively) compared to 5% for Debtors.   
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3.0 WRITTEN & E-MAIL CONTACTS 

 

“Have you written to or e-mailed AiB?” 

0% 20% 40% 60% 80% 100%

Debtors

Creditors

DAS Money Advisers

47%

50%

93%

Base:  All Respondents

Figure 11:  Written To/E-mailed AiB

 

From Figure 11 it can be seen that almost all DAS Money Advisers had 

written to or e-mailed AiB (93%), whilst this applied to around half of 

Creditors and Debtors (50% and 47% respectively).   
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“Overall, in your written or e-mail communications with AiB, how satisfied 

have you been with…” 

0% 20% 40% 60% 80% 100%

The way your query was dealt with

The time taken to respond to you

9%

9%

85%

87%

56%

56%

Base:  'Yes' in Figure 11

Figure 12:  Satisfaction Profile - Written/E-mail 
Communications With AiB (Debtors)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

0% 20% 40% 60% 80% 100%

The time taken to respond to you

The way your query was dealt with

9%

4%

65%

70%

0%

0%

Base:  'Yes' in Figure 11

Figure 13:  Satisfaction Profile - WrittenE-mail 
Communications With AiB (Creditors)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied
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0% 20% 40% 60% 80% 100%

The time taken to respond to you

The way your query was dealt with

24%

14%

58%

72%

26%

23%

Base:  'Yes' in Figure 11

Figure 14:  Satisfaction Profile - Written/E-mail 
Communications With AiB (DAS Money Advisers)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

Figures 12, 13 and 14 indicate high levels of satisfaction across two indicators 

amongst those who had written or e-mailed AiB, i.e.:   

 

 Time taken to respond to you (ranging from 58% for DAS Money 

Advisers to 87% for Debtors) 

 The way your query was dealt with (ranging from 70% for Creditors to 

85% for Debtors)  

 

Indeed, it is also of interest to note that average satisfaction scores for these 

two indicators were highest amongst Debtors, i.e.: 

 

 Debtors = 86%  

 Creditors = 68%  

 DAS Money Advisers = 65%  

 

Figure 12 also indicates that a majority of Debtors specifically stated that they 

were very satisfied with respect to both indicators (in both cases 56%), whilst 
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this applied to around a quarter of DAS Money Advisers (26% and 23% for 

the two indicators).  However, no Creditors indicated that they were very 

satisfied with both indicators.   

 

Finally, Figures 12, 13 and 14 indicate that levels of dissatisfaction in relation 

to the two indicators under consideration were low (with average scores of 9% 

and 7% respectively for Debtors and Creditors).  However, levels of 

dissatisfaction were higher amongst DAS Money Advisers in respect of 

written or e-mail communications with AiB (19% on average, rising to 24% in 

respect of the time taken to respond to you).   

 

“During your written and e-mail communications with AiB, did you ever have 

to seek clarification or information?” 

0% 10% 20% 30% 40% 50% 60% 70%

Debtors

Creditors

DAS Money Advisers

43%

57%

66%

Base:  'Yes' in Figure 11

Figure 15:  Ever Sought Clarification/Information 
During Written/E-mail Communications With AiB?

 

From Figure 15 it can be seen that two thirds of DAS Money Advisers (66%) 

– who had written or e-mailed AiB – stated that they had had to seek 

clarification or information during such communications at some time.  This 

also applied to approaching 3 in 5 Creditors here (57%) and over 2 in 5 

Debtors (43%).   
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“Have you written or e-mailed a provider/agent?” 

0% 10% 20% 30% 40% 50%

Debtors

DAS Money Advisers

Creditors

23%

40%

48%

Base:  All Respondents

Figure 16:  Written To/E-mailed A Provider/Agent

 

From Figure 16 it can be seen that Creditors and DAS Money Advisers 

were most likely to have written or e-mailed a provider or agent than 

Debtors, i.e.: 

 

 Creditors = 48% 

 DAS Money Advisers = 40%  

 Debtors = 23%  
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“Overall, in your written or e-mail communications with a provider/agent, how 

satisfied have you been with…” 

0% 20% 40% 60% 80% 100%

The time taken to respond to you

The way your query was dealt with

15%

16%

77%

79%

44%

45%

Base:  'Yes' in Figure 16

Figure 17:  Satisfaction Profile - Written/E-mail 
Communications With Provider/Agent (Debtors)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

Figure 17 indicates that approaching 4 out of 5 Debtors – who had written or 

e-mailed a provider/agent – noted their satisfaction with the two indicators 

under consideration, i.e.:   

 

 The way your query was dealt with (79%)  

 The time taken to respond to you (77%)  

 

Indeed, approaching half of Debtors here specifically stated that they were 

very satisfied in both of these regards (45% and 44% respectively), whilst 

relatively few noted dissatisfaction in these regards (16% and 15% 

respectively).   
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0% 20% 40% 60% 80% 100%

The time taken to respond to you

The way your query was dealt with

22%

30%

57%

70%

0%

0%

Base:  'Yes' in Figure 16

Figure 18:  Satisfaction Profile - Written/E-mail
Communications With Providers/Agents (Creditors)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

Figure 18 also indicates that a majority of Creditors who had written or e-

mailed a provider or agent noted satisfaction in relation to the two indicators 

under consideration, i.e.:   

 

 The way your query was dealt with (70%)  

 The time taken to respond to you (57%)  

 

However, interestingly, no Creditors here specifically stated that they were 

very satisfied in either of these regards, whilst an average of a quarter (26%) 

cited dissatisfaction in relation to these indicators, with this being particularly 

notable in relation to the way their query was dealt with (30%).   
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0% 20% 40% 60% 80% 100%

The way your query was dealt with

The time taken to respond to you

37%

24%

42%

45%

13%

13%

Base:  'Yes' in Figure 16

Figure 19:  Satisfaction Profile - Written/E-mail 
Communications With Providers/Agents 

(DAS Money Advisers)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

Finally, Figure 19 indicates that less than half of DAS Money Advisers who 

had written or e-mailed a provider or agent noted satisfaction with the two 

indicators under consideration, i.e.:    

 

 The time taken to respond to you (45%)  

 The way your query was dealt with (42%)  

 

In addition, only around 1 in 8 DAS Money Advisers here stated that they 

were very satisfied in relation to both indicators (13% in both cases), whilst an 

average of almost a third (31%) noted their dissatisfaction with these two 

indicators collectively, with this average being made up of the two constituent 

elements of dissatisfaction, namely:   

 

 The way your query was dealt with (37%)  

 The time taken to respond to you (24%)  
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“During your written and e-mail communications with a provider/agent, did 

you have to ever seek clarification or information?” 

0% 20% 40% 60% 80%

Debtors

Creditors

DAS Money Advisers

43%

70%

71%

Base:  'Yes' in Figure 16

Figure 20:  Ever Sought Clarification/Information 
During Written/E-mail Communications With A Provider/Agent?

 

From Figure 20 it can be seen that over two thirds of DAS Money Advisers 

and Creditors (71% and 70% respectively) – who had written or e-mailed a 

provider/agent – went on to say that they had had to seek clarification or 

information during these communications at some point.  However, this 

applied to a far lower percentage of Debtors (43%).   
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4.0 CONTACT VIA PERSONAL VISITS  

 

“Have you ever visited AiB’s office in person?” 

0% 5% 10% 15% 20% 25%

Creditors

Debtors

DAS Money Advisers

9%

10%

23%

Base:  All Respondents

Figure 21:  Visited AiB's Office In Person?

 

From Figure 21 it can be seen that nearly a quarter of DAS Money Advisers 

(23%) stated that they had visited AiB’s office in person at some point in time.  

However, this only applied to around 1 in 10 of both Debtors and Creditors 

(10% and 9% respectively).   

 

It should be noted that (due to the small subsample of Creditors who had 

visited AiB’s office in person) it is not possible to provide meaningful 

outcomes for this audience in respect of the follow-up questions which were 

asked in this regard.   
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“Overall, how satisfied have you been with your visit or visits to AiB’s office in 

terms of the following…” 

0% 20% 40% 60% 80% 100%

The quality of information you
received

How promptly you were seen

The way your query was dealt with

Being able to see the right person

2%

0%

2%

0%

85%

87%

94%

94%

61%

67%

63%

69%

Base:  'Yes' in Figure 21

Figure 22:  Satisfaction Profile - Visit/Visits 
To AiBs Office (Debtors)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

0% 20% 40% 60% 80% 100%

The quality of information you
received

The way your query was dealt with

Being able to see the right person

How promptly you were seen

10%

10%

10%

0%

76%

76%

76%

85%

33%

33%

33%

33%

Base:  'Yes' in Figure 21

Figure 23:  Satisfaction Profile - Visit/Visits 
To AiBs Office (DAS Money Advisers)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied
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Figures 22 and 23 indicate that both Debtors and DAS Money Advisers – 

who had visited AiB’s office in person – expressed high levels of satisfaction 

across the four indicators under consideration, i.e.:   

 

 Debtors: ranging from 85% to 94%  

 DAS Money Advisers: ranging from 76% to 85%  

 

These outcomes are reflected in the average satisfaction scores for all four 

indicators amongst Debtors and DAS Money Advisers (90% and 78% 

respectively).   

 

Figure 22 also indicates that, typically, two thirds of Debtors here (65% on 

average) specifically noted that they were very satisfied with each of the 

indicators under consideration, whilst this applied to a third (on average 33%) 

of DAS Money Advisers here.   

 

Finally, it is encouraging to note from Figures 22 and 23 that levels of 

dissatisfaction with visits to AiB’s office are low (i.e. an average of 1% and 

8% respectively across the four indicators for Debtors and DAS Money 

Advisers).   
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“Have you ever visited a provider’s/agent’s office in person?” 

0% 2% 4% 6% 8% 10%

DAS Money Advisers

Debtors

Creditors

4%

8%

9%

Base:  All Respondents

Figure 24:  Visited A Provider's/Agent's Office In Person?

 

Figure 24 indicates that relatively few of those participating in the research 

process stated that they had visited a provider’s/agent’s office in person at 

some time, i.e.: 

 

 Creditors = 9%  

 Debtors = 8%  

 DAS Money Advisers = 4%  

 

It should be noted that (again, due to the subsample of Creditors and DAS 

Money Advisers who had visited a provider’s/agent’s office in person), it is 

not possible to provide meaningful outcomes for both audiences for follow-up 

questions which were asked in this regard.   
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“Overall, how satisfied have you been with your visit or visits to a 

provider’s/agent’s office in terms of the following…” 

0% 20% 40% 60% 80% 100%

The way your query was dealt with

How promptly you were seen

The quality of information you
received

Being able to see the right person
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Figure 25:  Satisfaction Profile - Visit/Visits 
To Provider's/Agent's Office (Debtors)

Very Satisfied

Satisfied + Very
Satisfied

Dissatisfied + Very
Dissatisfied

 

Figure 25 indicates that, typically, three quarters of Debtors (an average of 

74% across the four indicators under consideration) noted their satisfaction 

with their visit or visits to a provider’s/agent’s office (ranging from 72% to 

75% across the four indicators).   

 

Figure 25 also indicates that over 2 out of 5 Debtors here (ranging from 43% 

to 44% and an average of 44%) specifically stated that they were very 

satisfied with each of the indicators under consideration.   

 

Finally, although Figure 25 indicates that few Debtors who had visited a 

provider’s/agent’s office in person noted dissatisfaction with the indicators 

under consideration (an average of 7%), this was most notable in relation to 

the way their query was dealt with (14%).   
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5.0 LEAFLETS, GUIDES & FORMS 

 

“Have you received any leaflets, guides or forms from AiB?” 

0% 20% 40% 60% 80% 100%

Creditors

Debtors

DAS Money Advisers

46%

70%

93%

Base:  All Respondents

Figure 26:  Received Leaflets, Forms or Guides from AiB?

 

Figure 26 indicates that almost all DAS Money Advisers (93%) stated that 

they had received leaflets, guides or forms from AiB, whilst this applied to 

over two thirds of Debtors (70%) and nearly half of Creditors (46%).   

 



Accountant in Bankruptcy: 
Customer Experience Survey 

 Page 33 of 52 
 

“Overall, how satisfied were you with the information contained within these 

leaflets, guides or forms?” 

0% 20% 40% 60% 80% 100%

Creditors

DAS Money Advisers

Debtors
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Figure 27:  Overall Satisfaction WIth Information 
Contained Within AiB's Leaflets, Guides or Forms

Very Satisfied

Satisfied + Very
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Dissatisfied + Very
Dissatisfied

 

From Figure 27 it can be seen that, amongst those who had received leaflets, 

guides or forms from AiB, 9 out of 10 Debtors and DAS Money Advisers 

(90% and 88% respectively) noted their satisfaction with the information 

contained within these documents, whilst this applied to two thirds (66%) of 

Creditors.   

 

Figure 27 also indicates that nearly half of Debtors here (47%) specifically 

stated that they were very satisfied with the information contained within 

leaflets, guides or forms received from AiB.  This also applied to a third of 

DAS Money Advisers (32%), but only 1 in 7 (14%) Creditors.   

 

Finally, it is encouraging to note from Figure 27 that very few respondents 

who had received leaflets, guides or forms from AiB noted their dissatisfaction 
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with the information contained within these documents, although 

dissatisfaction in this regard was most notable amongst Creditors (10%).   

 

“Have you received any leaflets, guides or forms from providers/agents?” 

0% 5% 10% 15% 20% 25%

Creditors

DAS Money Advisers

Debtors

17%

19%

25%

Base:  All Respondents

Figure 28:  Received Leaflets, Forms or Guides from A Provider/Agent?

 

Figure 28 indicates that a quarter of Debtors (25%) stated that they had 

received leaflets, guides or forms from a provider or agent, with this applying 

to approaching 1 in 5 DAS Money Advisers and Creditors (19% and 17% 

respectively).   

 

The subsample of Creditors who had received leaflets, guides or forms from 

a provider or agent is insufficient to allow meaningful outcomes for a follow-

up question which was asked to be presented for this audience.   
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“Overall, how satisfied were you with the information contained within these 

leaflets, guides or forms?” 
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DAS Money Advisers

Debtors
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Figure 29:  Overall Satisfaction WIth Information Contained 
Within Leaflets, Guides or Forms From A Provider/Agent

(Debtors & DAS Money Advisers)
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Figure 29 indicates that almost 9 out of 10 Debtors who had received leaflets, 

guides or forms from providers/agents (86%) noted their satisfaction with the 

information within them, whilst this applied to nearly 3 out of 5 DAS Money 

Advisers (58%).   

 

It is also of interest to note that 2 out of 5 Debtors here (41%) stated that they 

were very satisfied with information contained within leaflets, guides or forms 

sent to them by a provider or agent, whilst this applied to 1 in 5 DAS Money 

Advisers (21%).   

 

Finally, Figure 29 indicates that, whilst 1 in 10 DAS Money Advisers here 

(11%) noted their dissatisfaction with information contained within documents 

sent to them from a provider or agent, this applied to only 1 in 20 (5%) 

Debtors.   
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6.0 WEBSITES  

 

Creditors and Debtors were asked a number of questions about the AiB 

website.   

 

“Have you visited the AiB website?” 

0% 10% 20% 30% 40% 50% 60% 70%

Debtors

Creditors

48%

70%

Base:  All Respondents

Figure 30:  Visited AiB's Website (Debtors & Creditors)

 

From Figure 30 it can be seen that over two thirds of Creditors (70%) stated 

that they had visited the AiB website, with this applying to nearly half (48%) of 

Debtors.   
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“Generally, on your visits to the AiB website, how easy did you find it to…” 

0% 20% 40% 60% 80% 100%

Find the information you are
looking for

Navigate the website
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8%
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Figure 31:  On Visits To AiB Website, 
How Easy Did You Find It To... (Debtors)

Extremely Easy

Easy + Extremely
Easy

Difficult + Very
Difficult
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Figure 32:  On Visits To AiB Website, 
How Easy Did You Find It To... (Creditors)

Extremely Easy

Easy + Extremely
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Difficult + Very
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Figure 31 indicates high levels of satisfaction amongst Debtors who had 

visited the AiB website (an average of 90% for the two indicators under 

consideration) in terms of how easy they found it to:   

 

 Navigate the website (92%)  

 Find the information they were looking for (87%) 

 

Indeed, typically a third (34% on average) of Debtors here found each of 

these elements to be extremely easy (36% and 31% respectively), although 1 

in 10 (11% on average) found difficulty in both regards (8% and 13% 

respectively).  

 

Figure 32 indicates even higher levels of satisfaction amongst Creditors who 

had visited the AiB website across both indicators (98% on average) in 

relation to how easy they found it to: 

 

 Navigate the website (100%) 

 Find the information they were looking for (97%)  

 

However, only approaching 1 in 5 Creditors here (18% on average) 

specifically stated that they found the websites to be extremely easy in both 

regards (19% and 17% respectively), whilst none noted difficulty in terms of 

navigating the website and very few (only 3%) in terms of finding the 

information they were looking for.   
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“Overall, how satisfied are you with the AiB website?” 
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Figure 33:  Overall Satisfaction With AiB Website
(Debtors & Creditors)
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Figure 33 indicates that the vast majority of both Debtors and Creditors who 

had visited the AiB website (87% and 84% respectively) noted their overall 

satisfaction with it, with a third in both cases (35% and 32% respectively) 

specifically stating that, overall, they were very satisfied with the website.   

 

Indeed, no Creditors here noted dissatisfaction with the AiB website, whilst 

very few Debtors (only 5%) did so.   

 

DAS Money Advisers and Creditors were asked a number of questions 

about the DAS website. 
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“Have you visited the DAS website?” 
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Base:  All Respondents

Figure 34:  Visited The DAS Website 
(Creditors & DAS Money Advisers)

 

From Figure 34 it can be seen that virtually all DAS Money Advisers (98%) 

had visited the DAS website, with this applying to 2 out of 5 (41%) Creditors.   

 

“Generally, on your visits to the DAS website, how easy do you find it to…” 
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Figure 35:  On Visits To DAS Website, 
How Easy Did You Find It To... (Creditors)

Extremely Easy
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Figure 35 indicates that over 4 out of 5 Creditors who had visited the DAS 

website (83%) noted their satisfaction in relation to finding the information 

they were looking for, whilst three quarters (74%) noted satisfaction in relation 

to the navigation of the website (resulting in an average figure of 79% for both 

indicators).   

 

Thereafter, an average of a quarter of Creditors here (25%) specifically 

stated that they found both of these elements of the DAS website to be very 

easy (33% and 16% respectively).   

 

Finally, Figure 35 indicates that a core (and, in particular, an average of 21%) 

of Creditors here noted dissatisfaction with both indicators, particularly in 

terms of the navigation of the website (27%).   
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Figure 36:  On Visits To DAS Website, 
How Easy Did You Find It To... (DAS Money Advisers)

Extremely Easy

Easy + Extremely
Easy

Difficult + Very
Difficult

 

Figure 36 indicates that a majority of DAS Money Advisers (56%) who had 

visited the DAS website found it easy to navigate the website, but less than 

half (45%) found it easy to find the information they are looking for and, in 
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both cases, only around 1 in 12 believed both of these aspects of the DAS 

website to be extremely easy (13% and 12% respectively).   

 

Indeed, Figure 36 indicates that a majority of DAS Money Advisers here 

(55%) noted difficulty in terms of finding the information they were looking for, 

whilst over 2 out of 5 (44%) noted difficulty in terms of navigating the website.   

 

Accordingly, from the data presented in Figure 36, it can be calculated that 

DAS Money Advisers who had visited the DAS website were equally split in 

their average score for both indicators in terms of providing either easy or 

difficult average scores (51% and 50% respectively).   

 

“Overall, how satisfied would you say you are with the DAS website?” 
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Figure 37:  Overall Satisfaction With DAS Website
(Creditors & DAS Money Advisers)
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Figure 37 indicates that just over half of Creditors who had visited the DAS 

website (53%) noted their overall satisfaction with it, with 1 in 10 (11%) 

specifically stating that, overall, they were very satisfied with the DAS website 

and the same proportion (11%) noting their dissatisfaction in this regard.   
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Figure 37 also indicates that 2 out of 5 DAS Money Advisers who had visited 

the DAS website (39%) noted their overall satisfaction with it.  However, very 

few (only 6%) specifically stated that, overall, they were very satisfied with the 

website and over a third (36%) noted their dissatisfaction in this regard.   
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7.0 SERVICE PROVISION  

 

“How would you rate your satisfaction with the overall service provided by 

AiB?” 
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Base:  All Respondents

Figure 38:  Overall Satisfaction With Service Provided By AiB
(Excluding Not Applicable Responses)
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Figure 38 provides a profile of respondent satisfaction with the overall service 

provided by AiB (excluding those who provided a not applicable response) 

and indicates that, across all three audiences, levels of satisfaction were high, 

i.e.:   

 

 Debtors = 89% 

 Creditors = 71%  

 DAS Money Advisers = 70%  

 

Indeed, a majority of Debtors (55%) stated that, overall, they were very 

satisfied with the service provided by AiB, although this applied to a notably 
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lower proportion of both Creditors and DAS Money Advisers (17% and 12% 

respectively).   

 

Finally, it is encouraging to note that few respondents noted their 

dissatisfaction with the overall service provided by AiB (ranging from 0% for 

Creditors to 9% for DAS Money Advisers).   

 

“How would you rate your satisfaction with the overall service provided by the 

provider/agent?” 
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Figure 39:  Overall Satisfaction With Service Provided 
By Providers/Agents (Excluding Not Applicable Responses)
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Figure 39 provides a profile of overall satisfaction with service provided by 

providers/agents (again, excluding those who provided a not applicable 

response).   

 

Whilst the data presented in Figure 39 provides positive outcomes in terms of 

satisfaction with overall service provided by providers and agents amongst 

Creditors and, in particular, Debtors (58% and 80% respectively), only 
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around a third of DAS Money Advisers (31%) noted their overall satisfaction 

in this regard.   

 

It is also of interest to note that, whilst over 2 out of 5 Debtors (43%) 

specifically stated that, overall, they were very satisfied with the service of 

providers/agents, this applied to few Creditors and DAS Money Advisers 

(6% and 3% respectively).   

 

Finally, it is of interest to note from Figure 39 that there were limited levels of 

overall dissatisfaction with service provided by providers/agents amongst 

Debtors and Creditors (7% and 12% respectively) but that a quarter of DAS 

Money Advisers (26%) expressed their dissatisfaction in this regard.   

 

“When you are rating the overall service provided by AiB or any of its 

providers/agents, how important were the following factors on a scale from 1 

to 10, where ‘1’ was not at all important and ‘10’ was extremely important?” 
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Having considered a rating of their overall satisfaction with the service 

provided by AiB and its providers/agents, respondents were then asked to 

consider how important they believed a range of factors to be when they were 

providing their rating on a scale from 1 to 10 (where ‘1’ was not at all 

important and ‘10’ was extremely important).  From Figure 40 it is apparent 

that – for all three audiences – all of the factors under consideration were of 

considerable importance when rating the service provided by AiB and its 

providers/agents.  Indeed, the average scores across all five indicators are 

both high and similar across the three audiences, i.e.:   

 

 DAS Money Advisers: 9.14 out of a possible 10  

 Creditors: 9.09  

 Debtors: 8.90 
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8.0 OTHER COMMENTS PROVIDED  

 

During the course of the questionnaire, respondents were given the 

opportunity, on a number of occasions, to provide verbatim (open-ended) 

comments.   

 

In particular, comments were sought about the AiB website and DAS website.  

However, the number of comments provided were limited and, therefore, not 

worthy of further examination.   

 

In addition, at the end of the questionnaire, respondents were given the 

opportunity to provide other comments about the service provided by both 

AiB and providers/agents.   

 

The number of responses received from both Creditors and DAS Money 

Advisers were again insufficient to justify further examination.  Nonetheless, 

it is of interest to note that verbatim comments about the service provided by 

AiB which emerged with most prominence related to:   

 

 Satisfaction with the service (38%)  

 Helpfulness of AiB (30%)  

 AiB staff being polite, courteous and respectful (26%)  

 The efficiency of AiB (14%)  

 

Thereafter – although more limited – the principal comments provided by 

Debtors in relation to service provided by providers/agents related to:    

 

 Helpfulness of providers/agents (23%)  

 Satisfaction with the service (17%)  

 Provider’s/agent’s staff being polite, courteous and respectful (11%)  

 The efficiency of providers/agents (11%)  
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9.0 CONCLUSIONS  

 

9.1 Positive Conclusions  

 

It is apparent that customer experiences of AiB and its partners/agents were 

very largely positive.  This is evidenced by the high levels of satisfaction which 

were apparent in respect of:   

 

 Telephone contacts with AiB (particularly amongst Debtors) and 

telephone contacts with partners and agents (particularly amongst 

Debtors and Creditors)  

 Written and e-mail contacts with AiB, although to a slightly lesser extent 

amongst DAS Money Advisers in respect of response times  

 Written and e-mail contacts with partners and agents, visits to AiB and 

partner/agent offices, leaflets, guides and forms received from AiB 

(particularly amongst Debtors and DAS Money Advisers) and such 

documents received from partners and agents (particularly amongst 

Debtors)  

 Visits to the AiB website and the AiB website generally across all three 

audiences and amongst Creditors in respect of their visits to the DAS 

website and this website generally  

 The service provided by AiB across all three audiences and the service 

provided by partners and agents amongst Debtors and Creditors 

 

AiB should be enormously encouraged by these positive outcomes, both in 

respect of its own performance and that of its providers and agents and, 

indeed, its providers and agents should also be encouraged by these 

outcomes.   

 

However, these positive outcomes in themselves represent a significant 

challenge for AiB and its providers/agents, particularly in terms of 

maintaining – and, where possible, improving – these outcomes.   
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More specifically, these challenges will be significant to AiB and its 

partners/agents on the basis of:   

 

 The tendency for expectations to grow through time as a response to high 

levels of customer satisfaction  

 The time, effort and resources that will be required to maintain and, where 

possible, enhance service standards  

 

With particular reference to the latter, AiB and its partners/agents must 

consider whether any improvements in service performance which could be 

attained can justify the amount of time, effort and resources that will be 

required to achieve them.   

 

9.2 Negative Conclusions  

 

The negative outcomes which emerged from the study are far more specific in 

nature and focus around:   

 

 Although high, levels of satisfaction with telephone contacts with partners 

and agents amongst DAS Money Advisers, with notable concerns being 

expressed by this audience in terms of how their query was dealt with 

 A core of both Creditors and DAS Money Advisers are dissatisfied with 

the way their query was dealt with and response times during written and 

e-mail communications  

 DAS Money Advisers – and, to a lesser extent, Debtors – often have to 

seek clarification during the course of written and e-mail communications 

with both AiB and partners and agents 

 DAS Money Advisers have mixed views about partner and agent 

websites and, in particular, have notable concerns about their ease of 

navigation, finding information they are looking for and these websites 

generally  

 DAS Money Advisers have mixed views with regard to their overall 

satisfaction with the service provided by partners and agents 
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All of these negative outcomes raise a number of key questions for AiB, 

namely:   

 

 From the perspective of negative outcomes pertaining to AiB – how 

significant are these?  Do they need to be addressed?  If so, how should 

they be addressed?  

 From the perspective of negative outcomes pertaining to partners and 

agents – again, how significant are these?  Do they need to be 

addressed?  If so, how should they be addressed? 

 

AiB may also wish to give consideration as to whether these negative 

outcomes could have been expected, both in terms of its own performance 

and that of its partners/agents and, in particular, if there are specific reasons 

which explain these negative outcomes.   

 

Again, in addressing any of these negative outcomes, the issue of time, effort 

and resources must be considered and, more specifically – once again – the 

extent to which any performance improvements in these regards would justify 

the time, effort and resources which would require to be devoted to achieve 

them.   

 

9.3 Observations  

 

Finally, a number of observations to emerge from the study are worthy of 

being highlighted, namely:   

 

 High levels of telephone contact with AiB, particularly by DAS Money 

Advisers and, similarly, high levels of contact by telephone with partners 

and agents (although not as high as those with AiB) 

 High levels of written and e-mail communications with AiB by DAS Money 

Advisers but notably lower levels amongst Debtors and Creditors and, 

indeed, notably lower levels of written and e-mail communications with 

partners and agents across all three audiences  
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 Limited levels of visits to AiB offices – most notably by DAS Money 

Advisers – and partner and agent offices  

 Most DAS Money Advisers and Debtors receive leaflets, forms or guides 

from AiB but this applies to less than half of Creditors, with relatively few 

of those in all three audiences receiving such documents from partners 

and agents  

 Most Creditors have used the AiB website but only half of Debtors, whilst 

almost all DAS Money Advisers have used partner and agent websites 

but less than half of Creditors  

 Very high levels of priority are placed upon a range of aspects of service 

provision by both AiB and its partners/agents 

 

Again, all of these observations are worthy of further consideration by AiB, 

particularly on the basis that some could represent significant challenges.  

More specifically, AiB must give consideration as to: 

 

 The significance of each of these observations and the extent – if at all – 

they require to be addressed  

 Where observations require to be addressed, what time, effort and 

resources will be necessary to do so? 

 

Arguably, the observation which is of most significance for AiB and its 

partners/agents is the high level of priority which is placed on key elements of 

their service provision by all three audiences.  This represents a particular 

challenge for AiB and its partners/agents on the basis of this meaning that 

they need to deliver a high-quality customer experience across a range of 

factors which are of great importance to its customer audiences.   

 


