
 

 

Customer feedback form 
 
Customer name: .................................................................................... 
 

1. On a scale of 1-10, how would you rate the support you received today?  

(circle a number) 

 

        

 

2. What could be improved? (select all that apply) 

  Telephone support 

  Booking the appointment 

  Help I received at the centre 

  Distance I had to travel 

  Venue 

  Interpreter 

 Other (please specify) 

 ………………………………………………………………………………………………………………………………………………………… 

………………………………………………………………………………………………………………………………………………………………..

.………………………………………………………………………………………………………………………………………………… 

………………………………………………………………………………………………………………………………………………………… 

 

3. We want to make this service as good as it can be. Would you be happy for us to 

contact you for more feedback on how we can improve? (select one) 

 

  Yes 

  No 

Rafal Modzelewski


Rafal Modzelewski
...............

Rafal Modzelewski
........

Rafal Modzelewski
........



 

 

 

Information Sheet 

Digital Support with HMCTS services 

 

 
You are being invited to take part in an interview conducted by Good Things Foundation, a digital and social 
inclusion charity, and HMCTS, the Government’s Courts and Tribunals Service. 
 
What is the purpose of this research? 

 
The research is being carried out to explore the experience of people who have attended a centre to support 
them to complete an application or appeal with HMCTS. We would like to hear from you, to understand what 
your experience of it has been, so that we can learn how to make it better for everyone. 
 
Why have I been chosen? 

 

You have been invited to take part because you have recently attended an appointment with a local centre at 
which an advisor has helped you with an application / appeal to a HMCTS service.  
 
What will happen if I take part? 

 

You will be invited to a one-to-one interview with a researcher, lasting around 30 minutes. You will be 
encouraged to talk about your experience with, and opinions of, the service that you received through 
HMCTS and the Centre at which you had your appointment. 
  
As part of the interview, we will be talking about your recent experience of the service with HMCTS. If you 
start to feel uncomfortable at any point, you can choose to end or postpone the interview or withdraw your 
involvement completely. If you feel unhappy about any aspect of the interview process or wish to withdraw 
from the research, please contact Margaret Bennett at margaret@goodthingsfoundation.org. You can 
withdraw from the research at any time. 
 

Do I have to take part? 

 

No. It is entirely up to you whether you would like to take part in the research. You can also choose to 
withdraw your participation at any time without having to give a reason.  
 
Will my taking part in this research be kept confidential? 

 

Yes. The interviews will take place in a quiet and private location and/or over the phone and all of your 
responses will be anonymised. The audio recording of your interview, if you agree to be recorded, will be 
used only for analysis by researchers.Nobody other than the researchers at Good Things Foundation and 
HMCTS will have access to the interview recordings, which will be saved on password-protected computers 
and stored securely. 
 
What are the possible benefits of taking part? 
 
For this research, you will receive a £20 Love2Shop voucher and we hope that the research will inform future 
services at HMCTS and the Centre at which you had your appointment. In this way, you will be helping 
people like yourself gain the most benefit possible from services. 
 
  

mailto:margaret@goodthingsfoundation.org


 

 

What will happen to the results of the research? 
 
We will be using the feedback from all interviews to improve the service as we go along. We will also 
produce an internal report of our learnings and recommendations at the end of 2019.  
 
Who is organising and funding the research? 
 
HMCTS are funding this piece of research. The research itself has been designed and organised by 
researchers at Good Things Foundation and HMCTS. 
 
More information or questions? 

 

If you would like more information or have any more questions about the research, please contact Natasha 
Munoz at natasha.munoz@goodthingsfoundation.org or on 0114 349 1619. 
  

mailto:natasha.munoz@goodthingsfoundation.org


 

 

 

Consent form 

 Digital Support with HMCTS services 

 

 

Please answer the following questions by ticking the response that applies: 
 

YES   NO  

 

1. I have read and understood the information given to me and have had an 
opportunity to ask questions. I therefore agree to participate in the interview 
under the conditions set out in the Information Sheet. 

  

2. I agree to my interview being recorded.   

3. I agree to sharing my application/appeal reference with researchers.   

 
Your signature will certify that you have voluntarily decided to take part in this research study. 
If you change your mind about participating you may withdraw at any time. All information you have provided 
will be deleted at the end of the project. 
 

 

Participant’s Signature: ________________________________________ Date: __________________ 

 

Participant’s Name (Printed): ___________________________________________________________ 

 

Contact details (Telephone): ____________________________________________________________ 

 

____________________________________________________________________________________ 

 

Researcher's contact details: 

Natasha Munoz: ☎ Telephone: 0114 349 1619  ✉ email: natasha.munoz@goodthingsfoundation.org       
c/o Good Things Foundation: First Floor: East Parade: S1 2ET 

 

Please keep your copy of the consent form and the information sheet together. 
 

 


	My Bookmarks

