
Gardens & Museums IT

IT User Feedback Survey - Spring 2020
In March 2020 we carried out the first IT Feedback Survey across the Gardens & Museums.

The aim of the survey was to establish the feelings towards the Gardens & Museums IT 
Provision and those who provide it, being Gardens & Museums IT and IT Services 
(CONNECT), and crucially how it could be improved. 

Any established improvements will become key components of the Gardens & Museums IT 
Continual Service Improvement element of the Gardens & Museums IT Annual Roadmap.
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IT Systems & Services

n=120 %

Yes 3 15

No 3 15

Not Sure 
what this 
is

14 70

n= 120 %

Yes 100 83

No 20 17

n= 120 %

Windows 93 78

Apple 22 18

Both 5 4

Do you have a Windows or Apple computer?

Do you use CONNECT Laptop or Desktop?

Do you use CONNECT File Storage?

Which services or systems do you make use of as part of your work?

What we have learned….
• Colleagues utilise a wide range of the services available within the IT provision.
• The mix of computers (Windows and Apple) is as expected. 
• Confusion over what is CONNECT File Storage.
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Gardens & Museums IT – Support, Service & Satisfaction

Yes 78%

No 5%

Not Sure 17%

Do you understand what IT support is available to you?

How satisfied are you with the G&M IT provision?

What we have learned…
• High level of overall satisfaction - 83% Very /Quite Satisfied with an average score of 

4.32 out of 5.
• Comments reveal some confusion over the service and who to contact, which 

impacting satisfaction
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Gardens & Museums IT – Support, Service & Satisfaction
Please rate the following aspects of the Gardens & Museums IT Provision

What we have learned…
• Responses received are incredibly reassuring due to energy and 

effort put in to Response and Resolution.
• High rate of satisfaction in relation to Gardens & Museums IT 

Communications and Security Advice
Not Sure

Very Good to Excellent Average to Quite Good Poor Not Sure
Speed of Response 87% 9% 2% 2%
Quality of Response 83% 14% 1% 2%
Speed of Resolution 74% 20% 4% 2%
Quality of Resolution 79% 17% 2% 2%
Range of Services Offered 72% 14% 0% 14%
Communications 91% 9% 0% 0%
Security Advice 91% 7% 0% 2%



IT Services & Managed Service Desktops (CONNECT) 
Gardens & Museums IT User Feedback Survey - Spring 2020 

How satisfied are you with IT Services and the 
Managed Service Desktop (CONNECT) Service?

What we have learned…
• Good level of overall satisfaction - 73% Very /Quite Satisfied with an average score of 

3.98 out of 5.
• Comments detail confusion over the service and  the responsibilities og Gardens & 

Museums IT and IT Services in IT provision.



IT Services & Managed Service Desktops (CONNECT) 
Gardens & Museums IT User Feedback Survey - Spring 2020 

Please rate the following aspects of central IT Services Provision

What we have learned…
• Responses show that the satisfaction towards to Response and 

Resolution from IT Services is good for both speed and quality.
• The comments once more indicate confusion between Gardens & 

Museums IT and IT Services, and who does what and how to get 
support.

Very Good to Excellent Average to Quite Good Poor Not Sure
Speed of Response 66% 28% 3% 3%
Quality of Response 63% 33% 1% 3%
Speed of Resolution 58% 33% 6% 3%
Quality of Resolution 57% 37% 3% 3%
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Gardens & Museums IT Website Development

Very 
Important

Quite 
Important

Not Very
Important

Not at All
Important

Not Sure Not
Applicable

Contact Information 74% 24% 2% 0% 0%
Knowledgebase - FAQs 51% 41% 4% 2% 2%
How to get Support 87% 11% 2% 0% 0%
Information on Services 47% 43% 8% 0% 2%
GMIT Communications 22% 62% 13% 2% 1%
Service Status 50% 33% 12% 1% 4%

What we have learned…
• Contact information and guidance on who to contact for 

support is is rated as important, and in line with comments 
throughout survey.

• Information on Gardens & Museums IT Team Members and 
specialisms was noted.



Throughout the survey and in reviewing the results we have seen that generally the feelings towards the Gardens & Museums IT provision is incredibly positive. Despite the positive results 
there are a number of concerns which many of our colleagues have or areas of the provision which need development. The following were noted a number of times in the comments.

• Knowledge of Gardens & Museums IT Team and services available: 
• How to Get Support, Who to Contact and Requests going to incorrect team:

The following changes will be implemented, with some being Service Improvements in the Gardens & Museums IT Roadmap for 2020/2021. Details of how these changes will look to address 
the identified issues are explained below.

Gardens & Museums IT Website

As detailed in the survey we are currently in the process of developing a Gardens & Museums IT Website, which will include the following information…

• The Gardens & Museums IT Website will include information on the members of the Gardens & Museums IT Team including our names, roles and specialisms.
• The Gardens & Museums IT Website will include information on the various IT services and systems which are utilised throughout the Gardens & Museums and how these are supported.
• The Gardens & Museums Website will contain extensive guidance on which team to contact for what service, or the appropriate method for accessing support.
• The Introduction to IT document will be hosted on the Gardens & Museums IT website alongside other guidance documentation, and will therefore be easily accessible.

Gardens & Museums IT Open Sessions

We carried out Open Sessions before Lockdown to assist with preparations for Remote Working. Due to the success of the Open Sessions we will introduce these at each site on regular 
occasions.

• The Open Sessions will allow our colleagues to meet with us regularly face-to-face to discuss IT matters, or to simply get to know us. The sessions will not have agendas they will simply be 
open for whatever questions or requirements which you may have.

• The Open Sessions will give us the opportunity for us to offer face to face guidance and support on IT issues.
• New starters will be encouraged to attend the Open Sessions to meet the Gardens & Museums IT Team and so that we can talk through IT in the Gardens & Museums.

Support process change with IT Services

We have agreed with IT Services that where possible (this will not be possible with all requests, particularly those which will be complicated by multi person involvement) support requests 
which have come to the incorrect team can be re-directed to the correct team to reduce some of the frustration of being “bounced around” and delays in resolution. In such an instance we will 
contact our colleague to inform that the request has been directed to another supporting team and provide guidance on why.

What we have learned and Service Improvements 
Gardens & Museums IT User Feedback Survey - Spring 2020 


