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Methodology

O Asin 2003...

O

O

O

O

Research undertaken by telephone interviews, each lasting
around 15 minutes.

From a universe of 829 Stakeholders, covering 11 category
types, an interview target of 186 was set.

Quotas set for ‘respondent type’ to ensure a matched sample to
2003 (with maximum of 30 interviews per category type).

A total of 178 interviews were achieved, within the fieldwork
period from 15" November- 10" December 2004.
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Sample Profile

____________________________________________________

Business Orgs

Consumer Orgs

Legal Economic/Academic
Government Departments
Regulators

Trade Associations

EU & Foreign

General

Large Bus

House of Commons
Trading Standards

Sample sizes for each Stakeholder group are low, but results are still
shown by Stakeholder group in this presentation to provide an indication of
who holds the strongest/lowest views.

_____

in this

Combined at
} certain places
presentation
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Knowledge of OFT Role & Relevance
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Research reinvented



Knowledge of Work, Roles & Responsibilities of OF T

Well
informed

Good
knowledge

Basic
knowledge

27%

53%

20%

2003

30%

48%

21%

O Asin 2003, 8 in 10 consider
themselves to have at least a

‘good’ knowledge of the role
of OFT

% well informed/good knowledge:

Regulators 100%
Consumer organisations 93%
Trading Standards 92%
Local Economic Academic 88%
General/EU 86%
Trade Associations 84%
Government Departments 70%
House of Commons 67%
Large Businesses 62%

Business organisations 54%



Relevance of OF T Roles to Organisation/Office

The enforcement of consumer protection laws
and regulations

Enforcement of competition legislation to
ensure vigorous and open competition

Businesses having the advice and information
needed to comply with their responsibilities
under competition and consumer laws

Consumers having greater understanding of
their rights and confidence to make informed
choices

The conduct of market studies to identify and
make recommendations for improving market
failures

W Of critical relevance

Very relevant B Fairly relevant

30% -9%
34% -8%
-

36% - 15%
31% - 13%

Lesser relevance

38%

No relevance

Enforcement is perceived as the most relevant role of the OFT,
although most attach some relevance to all OFT roles.



Average Number of Roles Relevant (Mean out of 5)

——————————————————————————————————————————————————————————————————————

Mean
" Business Orgs 1 3.3
. Consumer Orgs 1 3.9
Legal Economic/Academic § 2.6
' Government Departments | 3.6
" Regulators 1.8
. Trade Associations 32
. EU & Foreign 1 34
" General 15
. Large Bus | 3.2
. House of Commons | 36
. Trading Standards i 33
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Contact with the OFT
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Contact & Reasons For

Had contact last year - | 55% | Same as 200

As in 2003, ‘business organisations’ & ‘large businesses’ were least likely
to have had contact.
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Contact & Reasons For

Had contact last year | N 55

enerally worked in partnership with OF T [N 62% (-)
Consuited annual plan [ 557 (62%)
Sought advice on law [ NG 49% (46%)

Asked to take part OF T study [ 22% (27%)

Requested report [ 20% (18%)
Made a complaint about other org. [ 17% (24%)
About consumer credit licences [l 9% (11%)

Re. Codes of practice (spont. answer) - 6% (11%)

..\:‘l
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Contact & Reasons For

Had contact last year | N 55

enerally worked in partnership with OF T

Consulted annual plan

Asked to take part OFT study
Requested report

Made a complaint about other org.
About consumer credit licences

Re. Codes of practice

I 627
I 557
Sought advice on lav | N /9

I 22%
B 20%
I 7%
B °%

Bl 6%

% recalling consultation over Annual Plan:

Consumer organisations
Government Departments
Trade Associations

Local Economic Academic
Trading Standards
Government Regulators
Business organisations
General/EU

Large Businesses

House of Commons/ Lords

92%
80%
78%
74%
62%
55%
53%
40%
33%

0%




Frequency of Personally Having Contact

Daily / Weekly [ 17%
Monthly [ 28%

Every few months - 19% -

64%
Twice a year . 11%

Once a year l 6%

Less often I3%

No contact - 15%

Monthly [N 21%

Frequency of contact is reasonably high, implying a sound
basis from which to judge the performance of the OFT.

Every few months - 20%-

S57% |
Twice a year - 15%

Once a year I4%

Less often . 8%

No contact - 15%
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Type of Contact

1% have dealt with the OFT via letters, emails or faxes
4% have had telephone calls

1% have had face-to-face meetings

OO N o O

3% have attended OFT conferences or seminars

All types of contact methods are utilised.

Against 2003, there has been a slight fall in the proportion ()
attending conferences (from 64% with contact, down to 53%). synovate
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Performance of OFT in
Accordance With Its Values
(Summary)
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The Values

Transparency
— OFT promises to explain their rationale for what they do and how they set
priorities.
— OFT promises to publicise their decisions.
— OFT promises to consult with the public and Stakeholders on their annual plan.
— OFT promises to consult with the public and Stakeholders on policy proposals.

Accountability
— OFT means they are accountable to the public.
— OFT means they are accountable to parliament.
— Taking both these, and the way it accounts for the use of its resources.

Consistent

— OFT means that they are consistent in both their approach to enforcement and
their response to complaints.

Proportionate/Considered Judgement

— OFT means that the scale of their investigations and level of their penalties are
appropriate to the severity of the offence.



The Values

Fair & Objective
— OFT promises to be fair and objective in all their dealings with consumers.
— OFT promises to be fair and objective in all their dealings with businesses.
— OFT promises that their market studies will be characterised by a fair and objective approach.

Clear Analysis

— OFT mean that reliable, clear and robust analysis underpins all the work they do.
(If necessary: As such, all the decisions that they make, the investigations and
market studies they conduct and the information they publish are based on clear

and robust analysis.)
T

idependence

— OFT mean that they operate independently, without any government interference.

(If necessary: By ‘government interference’, we mean that the OFT are not pressured or
influenced by other government departments, but they make their own independent decisions).

Professionalism
— OFT promises to provide a high quality, accessible and responsive service.
— OFT employs highly qualified, experienced and well trained staff.

Diversity
— OFT means that it is committed to ensuring diversity in all aspects of its work. This includes
the way it communicates with consumers and businesses and being inclusive when
reporting on market studies and investigations. It aims to take account of issues from all
sections of societv. includina minoritv aroups



Importance of Values ~ Of critical
Importance

2003

Fair / Objective [ N 29% 44 3%
 Independent ____._ 34% 10%3% 48%
Proportionate _ 35% 10% I 45%
Consistent _ 33% 14% I 42%

© Accountable __ 44% 15% | 34%
Professional _ 52% 9% 32%
Transparent [N 41% 19% | 29%

Clear Analysis [ NG 46% 21% | 31%

Promoting diversity - 24% 47% 15% I n/a

W Of critical importance Very important Fairly important Of lesser importance M Not important

“Promoting diversity” (new value) clearly lower on the list. Order as per 2003.



Summary of Performance
2004

Independence _ 7.3
Fair & Objective _ 7.0
Professionalism [ 7.0
Transparency _ 6.9
Consistent _ 6.9
Clear Analysis [ 6.7
Proportionate ~ [F 6 6
Diversity _ B
Accountability _ 6.4

Base: All Stakeholders (178) O

Some variation of results, with the OFT is performing more Synovate
strongly for independence, and less strongly for accountability. st irmaitad




Summary of Performance

2004

Independence _ 7.3
Fair & Objective [ 7.0
Professionalism [ 7.0
Transparency _ 6.9
Consistent _ 6.9
Clear Analysis _ 6.7
Proportionate [ 6.6
Diversity _ 56
Accountability _ 6.4

Scores remain consistent year-on-year.

2003
Independence 7.4
Fair & Objective 71
Professionalism 7.0
Transparency 7.0
Consistent 6.6
Clear Analysis 6.7
Proportionate 6.5
Diversity N/a
Accountability 6.6




Performance Vs Importance — Strategy Matrix

V'
® Fair & Objective
® Proportionatq 4 Consistent |ndep.endence
Importance o Accountability ® Professional
Rating] ~  ~—_ = T
® Clear Analysis
® Diversity

Performance Rating



Overall Score of Extent to Which OFT Operates in
Accordance With All Its Values

1%

1-10

30%
19%
o, 8%
1% 0% 0% -

33%

2%
—

11-20 21-30 3140 41-50 5160 61-70 71-80 81-90 91-100

1%

DK
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Summary of Ratings

Reg- General Gov Economic HoC Trading Bus. Trade Large Cons.
ulators /EU Depts. Acad. /Lords Stnds Org. Assocs. Bus. Org.

Independence (7.3) 7.4 8.3 7.5 7.5 9.0 7.1 65 69 75 7.9
Fair & Objective (7.0) 7.2 8.6 7.0 7.0 8.7 7.6 6.7 64 66 7.1
Professionalism (7.0) 6.6 8.2 6.9 6.7 8.3 7.2 7.2 6.7 69 69

Transparency (6.9) 6.7 8.2 6.9 7.4 7.7 7.4 6.8 6.3 6.0 7.3
Consistent (6.9) 71 8.3 6.8 6.7 7.3 6.9 71 6.6 69 6.9
Clear Analysis (6.7) 6.8 8.2 6.7 6.6 7.7 7.2 6.7 59 59 7.1
Proportionate (6.6) 6.4 8.3 6.4 6.3 7.3 71 6.6 66 6.0 6.5
Diversity (6.6) 5.6 6.3 6.3 6.8 6.0 7.1 6.7 6.7 6.3 6.4
Accountability (6.4) 69 7.5 65 7.7 64 66 57 59 6.9
Overall (69.1) S67.8% 840 709 702 783 721 692 645 61.5 685
2003 (69.2) ""...77.7":" 75.0 73.6 704 70.2 699 66.9 66.3 64.6 64.4

20 point gap in overall score, with lower scores given by Trade
Associations and Large Businesses. (Watch regulators — early warning?)



Summary of Ratings

Reasons for Contact
Had No Consulted Law Complaint OFT R’gsted Worked

contact contact annual Advice to market  report in
plan OFT study study Partnershi
) Independence 7.0 6.5 7.1 6.9 6.0 7.0 7.0 7.4
) Fair & Objective 7.0 7.0 7.1 7.1 7.1 7.1 7.0 7.1
) Professionalism 7.0 7.1 7.0 7.0 6.9 6.8 6.7 7.0
) Transparency 71 6.5 6.9 6.9 6.0 7.0 7.0 7.0
) Consistent 6.9 6.9 6.9 6.7 6.6 6.5 6.8 7.1
) Clear Analysis 6.7 6.4 6.8 6.7 6.9 6.8 6.7 6.7
) Proportionate 6.5 6.5 6.4 6.5 6.4 6.4 6.5 6.6
) Diversity 6.6 6.6 6.7 6.4 6.7 6.4 6.4 6.5
) Accountability 6.4 6.3 6.4 6.3 6.6 6.6 6.0 6.5
Overall 69.5 66.1 69.3 70.2 68.0 68.7 68.7 70.1
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Summary of Ratings

Number of roles critical/very relevant to respondent

All 4 3 1-2
5 roles roles. roles
O Independence 7.2 7.1 7.3 7.5
O Fair & Objective 7.1 7.2 6.9 7.0
O Professionalism 7.4 7.0 6.9 6.8
O Transparency 7.2 7.0 6.8 6.8
O Consistent 7.0 6.8 6.8 7.0
O Clear Analysis 7.0 6.8 6.6 6.4
O Proportionate 6.5 7.2 6.5 6.4
O Diversity 6.7 6.6 6.4 6.6
O  Accountability 6.5 6.8 6.2 6.5
O Overall 71.2 69.1 66.3 70.2

O
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Performance of OFT in
Accordance With Its Values
(Individual Values)
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Performance Scores — Independence

% giving a score of

Mean score

2003 2004 SO or less
more
Operate
independently,
without any
government 7.4 7.3 51% 6%
interference

7%

O
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Those Giving a Score of 8+ (Examples Where OFT
Been Particularly Independent)

--------------------------------------------------------------------------------------------------------------------------
O *
*

Top answers:
- They have conducted studies that were not in the government’s interests (13)
- They are perceived as/ | feel they are independent (11) :
- A study they conducted (e.g. Pharmacists report) (10)
i | Their decision/ analysis of a certain case (9)
Decisions/ recommendations they have made (6)

Race: 90 Stakeholders acked



Those Giving a Score of 8+ (Examples Where OFT
Been Particularly Independent)

/7776 chairing of the paymem‘\

systems task force showed
independence in the

mechanisms of reporting to

the treasury.

Over the OFT case. They
stuck to their guns.

m'ﬂ terms of the work they a’/h

when they were investigating
dentistry. When they investigated
the private dentistry the
recommendations they made
Showed a degree of independence.

% !

Race: 90 Stakeholders acked



Those Giving a Score of 4 or less (How OFT Should

--------------------------------------------------------------------------------
*

- Need to be separate from government/ DTI/ politics (

- Appear too close to the government (5)
D Need to improve people’s perception of them (3)

Race: 10 Stakeholdere acked

-------
*
*

They need to improve how
they are perceived. Their

perception is that of a

cannot be seen as

government body and so

independent of that. They
Should change their logo,
which smacks of government.

&

/




Performance Scores — Fair & Objective

% giving a score of

2003 2004

Promises to be fair &
objective in dealings 7.3 7.3 40% 3% 19%
with consumers

Promises to be fair &

objective in dealings 7.0 6.7 33% 10% 12%
with businesses

Market studies

charécte_rlsed by fair 7 1 70 39% 59 15%
& objective approach

Overall rating 7.1 7.0 39% 4% 6%



Those Giving a Score of 8+ (Examples of OF T Being

Particularly Fair & Objective)

---------------------------------------------------------------------------------
*

Top answers:

------------------------
*

[] They take into account both party’s views (12)

1 How they have dealt with complaints/ investigations (10\5

|| A market study they have conducted (8)

.
L
---------------------------------------------------------------------------------

/ In producing the a’ebﬁ

collection guidance, I
think they were fair to
both sides. They 've done
something recently in
terms of doorstep
collections.

(" The market study on
care homes has been
carefully handled.

In my case they

were

prepared to listen again
to the evidence.

We have read a number of f/ve/'/"\

public reports. These are
characterised by excellent
methodological technigues and

the

balanced presentation of results.

7

In consultations they

've

adeguately represented
various parties concerns

and views.




Those Giving a Score of 8+ (Examples of OF T Being
Particularly Fair & Objective)

After reading and \
comparing the elderly care
homes market study and
the market study on
private dentistry, they
seemed to be fair and

objective. /

Race: 70 Stakeholders acked



Those Giving a Score of 4 or less (How OFT Should

------------------------------------------------------------------------------------------------------------------------
*

Top answers:
"1 More helpful towards businesses/ less biased towards consumers (4)
] Have a better understanding of businesses/ our clients (3

-
--------------------------------------------------------------------------------------------

Greater understanding of
the client.
They need to do more
groundwork as there is a lack
of this.

Race: 7 Stakeholdere acked




Performance Scores — Professional

% giving a score of

2003 2004
Promises to provide

a high quality,
accessible and 7.0 6.8 36% 8% 9%

responsive service
Employs highly

qualified, . . )
experienced and well 7.0 7.0 35% % 6%

trained staff

Overall rating 7.0 7.0 39% 3% 2%



Those Giving a Score of 8+ (Examples of OF T Being
Particularly Professional)

.:.:I: ....................... . ............................................................ ““ K They e a”dga ea
: 10p answers. t|  presentation to some of our
i1 Reports they publish are good quality (13) i\ advisers on debt collection

guidance, which was

] Cases/ complaints they have dealt with (10)
excellent.

] Dealings we have had with them (10)
L] Meetings/ presentations arranged by them (10) \
7] Staff are knowledgeable (7) <
- Information provided is clear/ well explained (7) ;
.................................................................................... Regard/h_q the scam-busﬂng
/7776 quality of reports ana’a% campaigi, iy soug il e
the comments about them. assistance of businesses and
They seem to be /"egu/afors and appea/"ed fo see the
professional. benefit of getting these people on
board. They conducted the

% — investigation responsibly and
intelligently.
=

T can refer to all meetings el T was Jookine on their

we ?decggﬁ;_gﬂz ;Z:g’e' ALY website fodayg‘or a report
P ' I'd been researching and it

was well presented and gave

a very good reflection of the

OFT.
0




Those Giving a Score of 8+ (Examples Where OFT
Been Particularly Professional)

/W/vere OFT has approach%
us it's been protessionally
done. When the OF T are
approached the customers
are very emotive, and in turn
when the OF T approaches us,
it's not emotive and very

professional / In their staff's individual
knowledge of the consumer

market.

Race: A7 Stakeholdere acked



Those Giving a Score of 4 or less (How OFT Should

i Top answers:
[T Employ better calibre of staff (3)
I:I Better communication of codes of practice (2)

Race: B Stakeholdere acked



Performance Scores — Transparent

Promises to explain
rationale & how they set
priorities

Promises to publicise
their decisions.

Promises to consult
with public and
stakeholders on annual
plan

Consulting the public
and Stakeholders on
policy proposals

Overall rating

Mean score

2003

6.8

7.6

7.1

N/a

7.0

2004

7.0

7.5

7.3

6.7

6.9

% giving a score of

8 or
more

40%

57%

44%

32%

35%

4 or less

4%

4%

8%

9%

3%

6%

6%

16%

16%

4%



Those Giving a Score of 8+ (Examples of OF T Being

Particularly Transparent)

------------------------------------------------------------------------------------
*
*

Top answers:

s/ hey publish a lot of policy
documents and individual
decisions are made public

] Publish reasons for their decisions (19) very quickly.

[__] Annual plans/ reports are clear (15) ~_ _ TN
[ ] Their website information is clear (14) 5

[ ] They communicate well (11) Their decisions on

[] The information they provide is comprehensive (6) competition cases shows

[ ] Market studies they have conducted (3)
. [__] Press releases they issue (3)

transparency in that their
decisions are well detarled.

IS
LR o
------------------------------------------------------------------------------------------------

/J udging by the information that comeS\

The annual plan was \ through from the OF T and talking to people
particularly transparent in there on the phone, I 'd say they re very
that it set out a clear work good and very business-like. It's apparent

progression which was they ‘re being transparent and working to
accessible by being easy to their own codes of conduct, in terms of best
read and follow. They also \ practice and so on.
set up plenty of events, like

seminars, to receive . .
feedbaCk. They pUb//Sh 7‘/78//"
decisions through press

releases.

Race: R? Stakeholdere acked




Those Giving a Score of 8+ (Examples Where OFT
Been Particularly Transparent)

They now publish decisions

" Their website is very ) backed up with their
accessible and usable. It is reasoning.
easy to look at their rulings,
papers and proposals.
/

I think the market studies work

has been a good development.
There are lots of g P
consultation papers now,
more than I have time to

read.

" Because they keep /hform/'ﬂg\
us on each step of their

actions. They are open. . .
Transparent Information publicised is
always comprehensive and

N & inclusive.

Race: R? Stakeholdere acked




Those Giving a Score of 4 or less (How Should OFT

-----------------------------------------------------------------------------------------

: Top answers:
: [ Have more consultation with Stakeholders (3)

Race: § Stakeholdere acked



Performance Scores — Consistency

% giving a score of

Mean score

2003 2004 SOF g less
more

Consistent in both

their approach to

enforcement and their 6.6 6.9 31% 4%
response to

complaints

16%



Those Giving a Score of 8+ (Examples of OF T Being
Particularly Consistent)

-----------------------------------------------------------------------------------------------------
*
* *

Top answers:
[ 1 The way they dealt with particular cases (14)
[__| Their decisions are consistent (10)
B They have appeared consistent in our dealings with them (5)
= [__| Their reports / annual plans are clear (5)
| In the guidelines on legislation they produce (4)

S
*a

-----------------------------------------------------------------------------------------

/A /] of our dealings w/fh\
them have shown
consistency. Their
attitude has always been
helpful, in particular with
codes of practice.

They apply the same line in
individual decisions.

Race: 5A Stakeholdere acked



Those Giving a Score of 8+ (Examples Where OFT
Been Particularly Consistent)
- The codes of practice N

procedure that we have to
follow. Messages are
expressed at all levels. There
are no mixed messages.

= :

n their provision of
enforcement guidance.

Reports that they produce
have a very clear basis on
which they apply the law.

T hey never seem to chan_?
their mind, Once an opinion is
formed it is difficult to
change it.

~—_ &

Race: 5A Stakeholdere acked




Those Giving a Score of 4 or less (How OFT Should
be More Consistent)

. Top answers:

[ 1Be more consistent when investigating/making decisions on cases (4)
[ Be more responsive when dealing with complaints (2) i




Performance Scores — Clear Analysis

% giving a score of

Mean score

8 or

2003 2004 4 or less
more

Reliable, clear and

robust ?naIyS|s 6.7 6.7 30% 8%
underpins all the

work they do

7%



Those Giving a Score of 8+ (Examples of OFT

------------------------------------------------------------------------------------
* -
* 0

i Top answers:

[ ] Literature they have produced (11)

[ | A case they have investigated (8)

[ A market study they have conducted (7)

[__] A report they have produced (6)

. [ ] Dealings/ discussions we have had with them (5)

3
‘%

4
*

The pharmacy market study Just that they tend to
showed clear analysis. consult reasonably well.

Race: 54 Stakeholdere acked



Those Giving a Score of 8+ (Examples Where OFT
Providing Particularly Clear Analysis)

The discussions we ha ve\
had with the oft on
corporate governance in
meetings with them have
been well handled and clear.

_

7 Oft investigation reporfs'\
have been clear and
understandable in what
they ‘re trying to do.

N &

Race: 54 Stakeholdere acked

The work they discussed with us
on the state subsidy study. It was
very in-depth.




Those Giving a Score of 4 or less (How OFT Should

-------------------------------------------------------------------------------------
*
* *

I:I Do more rigorous work/ provide more justification
: for decisions (5)

I:I Have a better understanding of our business/

i market (4)

I:I Be less vague — provide clear guidelines (3)

“lll Use less technical jargon (2)

*
- .
---------------------------------------------------------------------------------------

/The y need to provide /255'\
woolly answers from their
analysis, they are much too
vague in their answers

- I think it comes down to the fc%
% that they have a lack of

understanding of our industry...
a They need a broader and as a consequence failed to
evidence base, more understand the problems, which
consultations, they need to slowed the process down.
look further than usual, they
. need to try harder. K /

Race: 14 Stakeholdere acked



Performance Scores — Proportionate/Considered %
Judgement

% giving a score of

Mean score

2003 2004 L ey -
more

Scale of their
investigations and
level of their
penalties are
appropriate to the
issue at hand

6.5 6.6 26% 8% 9%



Those Giving a Score of 8+ (Examples of OF T Being

¢ Top answers:

1 In decisions/judgments they have made (8)

: [ ] When conducting investigations/investigating companies (7)

: [ In market studies/reports (4) :
[ IWhen enforcing the Consumer Credit/Enterprise Act/taking action under Acts (4)
*[__]When enforcing competition law/dealing with competition issues (3) '

*

Actions taken under the enfe/‘pm'}
act by the OF T and Trading
Standards have appeared
proportionate and considered from
the information given in their
decisions.

———

Race: 46 Stakeholdere acked



Those Giving a Score of 8+ (Examples of OF T Being
Particularly Proportionate)

/W/'ﬂv regard to decisions f/?

have been referred back to
them, like fining companies for 4
uncompetitive behaviour.
g o When conducting company
A investigations they seem to draw the
right line. The link case was
proportionate and I felt that the

\___ Mastercard judgment was fair.

From direct experiences with fhe/r
Judgments.

/Vl; th regards to the consumer credit act,

views from various stakeholders on how it
should be changed have been taken into
account. No one sector has dominated

Race: 48 SQtakeholdere acked \ /




Those Giving a Score of 4 or less (How OFT Should

_.be More Proportionate) I believe they

* Top answers: - don't follow

[ ] They don't i_nvestigate thoroughly enough/follow up on thZ;oggZ gﬁ,e/-gus
(some) complaints (5) E breaches, they're
] With their communication — provide more not tough enough.
communication/feedback (3)

[_1 They use too much resource/waste resources/spend too : /

much on certain cases (2)
L The length of time they take/need to act more quickly (2) ¢

............................................................................... They seem to be unconcerned about

the amount of time, resources and
expenses used in enguiries. It seems
disproportionate to the issue at
hand.

They should do their groundwork more
thoroughly.

They need to deal with complaints mare\

quickly and impose less burden on companies L ack of communication. We are D
who need to be investigated. For example, in G e /-S,g' 0ing on
section 26 notices should be much more We have to give feedback to our

focused in their requests. clients, but when we are not
being kept up-to-date by the
\_OFT. this can be difficult.



Overall Whether Actions Levied By OFT About Right,
Too Lenient or Too Strong

31%

18%

15%
7% 7%
R

13%

3% 90, 3%
B == B

1 2 3 4 5 10 DK
Too Too o=
lenient strong

Most think the actions levied by the OFT are about right (77%
aive 3 score between 4 and 7)



Performance Scores — Diversity

% giving a score of

Mean score

8 or

2003 2004 4 or less
more

Being inclusive when
reporting and take
account of issues N/a 6.6 17% 9%

from all sections of
society



Those Giving a Score of 8+ (Examples of OF T

--------------------------------------------------------------------------------------
* *
*

] In dealings we have had with OFT (3)

[ They employ a diverse range of staff (3)

[ ] Range of media they use; post, email, website etc. (3)
1 Market studies (2)

i [ They provide multi- lingual leaflets (2)

. Q
S *
--------------------------------------------------------------------------------------------

G the way they actually get the

finished reports across to people
and the different communications
they use, be it via e-mail, reports,
website and the way they send it
out to the different organisations

like voluntary, public and central
\ government. /

Race: R0 Stakeholders acked



Those Giving a Score of 8+ (Examples Where OFT
Particularly Promoting Diversity)

/ — \ In their emp/oymeﬂf
I think it has so many people practices.
with different skills. It also

brings people in from outside
of the civil service, which
makes them very open and
diverse. I 7‘/7//7/( their efforts in multi-

/ lingual leaflets.
% Accessibility of

information leaflets in
several languages.

EEE REET
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Those Giving a Score of 4 or less (How OFT Should

{ Top answers:
- Communicate/ consult more with us (4)

D More focus on other/ rural areas (less London
: focused) (3)

.
.......................................................................................

They don't take account 07‘\
diversity. They don't take account
of minority groups. They need to
take account of rural versus urban.
They don't have a particularly
diverse workforce.

Race: O Stakeholdere acked K /




Performance Scores — Accountability x

% giving a score of

Accountable to the

public N/a : 13% 12% 25%
Accountable to

parliament N/a 7.0 29% 4% 4%
Overall rating

(including accounts 6.6 6.4 13% 129, B

for use of resources)



Those Giving a Score of 8+ (Examples of OF T Being

--------------------------------------------------------------------------------------
* .
*

Top answers:

: [ They report/give evidence to to parliament/select
: committees (8)

/When they ‘'ve been reparﬁ%
to the parliamentary select
committee in the house of

[ ] The annual report/plan they publish is commons, that is what I
: good/comprehensive/shows accountability (6) consider to be accountable in
i [__] They publish/account for their budget (4) my opinion.
>, [ JInformation is publicly available/easily accessible (4)> /
Again, from the experience we\ Taking their annual report 05\
have when dealing with them, for an example, everything is
example, via literature and there, The outcome, finance
booklets. and consultancy are all
- offered.

/

The fact that everything's under scrutiny and the annual report
being available, and the fact that you are able to see the progress
being made with regards to the planning ahead and the issues
they ‘re likely to deal with. Also, the consultation exercise makes
them more accountable to all concerned.
\




Those Giving a Score of 8+ (Examples Where OFT
Being Particularly Accountable)

They publish their annual Everything is available for
expenditure. everyone to see.

Their annual report is full
and detailed.

They have to appear before a
select committee and give
reasons for their decisions.

ﬁl/hen the budget is .a’ec/a’%

each year the parliament
send the OF T resources and ﬁ hey have to respond to var'/'ob
when they do this they have consumer bodies who might make a
a hearing where the OF T has specific complaint made by the

to explain what they have : ,
been doing. general public. With regards to

super-complaints and the 90 day
\ response period set out there
within. /

Race: R4 Stakeholders acked



Those Giving a Score of 4 or less (How OFT Should

RTTIIIIIIIIIRRR s fennnn nnnnannnnna /Show Va/Ue fa”’ mane)/' They

: spend a lot of money but the)
Vel R do not show the value of the
] They should have a higher public profile/be more in the money they have spent.

public domain (5)
[ 1 1don’t know/can’t measure how accountable they are (3)
[ 1 Show expenditure information/that they are value for

-
L
------------------------------------------------------------------------------------------------

This is difficult, as I am /7%

aware of how their
accountability is shown. They Relationship with customer ana’\
are not judged by others so public. Need to produce more to
their level of accountability directly judge. Thinking more
cannot be determined. about what they achieve and how

to achieve their objectives.

They don 't explain their decisions
sufficiently to allow people to make a
Judgment about whether they are

fransparent or noft.
Race: 12 Stakeholders acked



“Thinking more broadly about the OFT and
what they are trying to achieve, what do you
think are the top areas for them to focus on to
improve their service?”

O
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Key Areas OFT Should Focus On To Improve Service
Top Answers — 5%+ mentions

Focus on consumer protection

Take action faster/ more efficient service
Have more consultation with Stakeholders
Improve quality/ calibre of staff

Improve communication

Be more transparent

Raise their profile

Improve consumer education

Provide clear guidelines to businesses
Be more consistent

Focus on enforcement of legislation
Work more closely with Trading Standards/ other

regulators
Focus on unfair competition

Focus on consumer credit licensing
Provide clearer analysis/ less jargon

Be more professional

Take action against rogue traders

Ensure a balanced approach to issues
Have a better understanding of businesses
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Key Areas OFT Should Focus On To Improve Service
Top Answers — 5%+ mentions

Focus on consumer protection

Take action faster/ more efficient service
Have more consultation with Stakeholders
Improve quality/ calibre of staff

Improve communication

Be more transparent

Raise their profile

Improve consumer education

Provide clear guidelines to businesses
Be more consistent

Focus on enforcement of legislation
Work more closely with Trading Standards/ other

regulators
Focus on unfair competition

Focus on consumer credit licensing
Provide clearer analysis/ less jargon

Be more professional

Take action against rogue traders

Ensure a balanced approach to issues
Have a better understanding of businesses
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e 6% [l Focus on specific area
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I 5o
I 5% )
I— 5
i synovate

Research reinvented



Summary

synovate

Research reinvented



Summary

O

O

O

Against 2003, there has been no change in overall perceptions of the
OFT adhering to their values.

... An overall rating of 69 out of 100 continues to be achieved.

The mean average across all the OFT’s values was very similar to that
in 2003 (6.8 vs. 6.9 respectively)

... however, there is variation around this mean with the highest score
of 7.3 for ‘independence’ and the lowest of 6.4 for ‘accountability’.

Different importance weights are placed on the OFT values,
= Greatest importance: fair & objective
= Top middle: independent, proportionate, consistent

= Bottom middle: accountable, professional, transparent, clear
analysis

» Least important: promoting diversity

O
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Summary

O Combining performance with importance shows the key areas for improvement
are “accountability” and “being proportionate”.

— Possibly suggesting, the OFT should ‘shout’ more about these (own PR)?

« Accountability: Need to be more accountable to the public. Continue
high quality, thorough & clear publishing/reports (written material looks
to have a positive affect across all values).

» Proportionate: mix of reasons (explain reasons for level of resources
allocated).

— Diversity: Also a value to actively develop, as many can’t comment on OFT’s
performance in this respect, and it scores relatively low.

— Many responses look to be influenced by a Stakeholder’s agreement or
otherwise with the OFT on an issue (eg. “OFT doesn’t sufficiently understand
my industry”).

* Possibly need for more one-on-one Stakeholder reviews?
O Asin 2003, the business groups give some of the lowest ratings

... but, equally, these groups have some of the lowest knowledge about the
work and role of the OFT. Maybe they should be priority focus?
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