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1. Introduction 
 
The Registry of Shipping and Seamen Survey, conducted by the Amey Performance 
Measurement Group (PMG) on behalf of the Maritime and Coastguard Agency (MCA), has 
been designed to assess customer satisfaction with the service provided on an ongoing 
basis.  The survey commenced in January 2007 and monitors levels of satisfaction with the 
application and processing of: British seamen’s cards and/or discharge books, the 
revalidation of Certificates of Competence (COCs), the registration of fishing vessels, the 
registration of Part 1 pleasure vessels and the registration of small ships. 
 
As this is an ongoing survey, satisfaction ratings will be reported periodically.  This document 
contains an overview of the scores from January to March 2007.   
 
 
2. Methodology 
 
2.1 Questionnaires 
 
The Registry of Shipping and Seamen (RSS) questionnaire required respondents to provide 
ratings on the following topic areas: Applications, Enquiries, Documentation, Application 
Processing Time and Overall Satisfaction.  Examples of questions included: how satisfied 
are you that the application form was easy to obtain?, following submission of your 
application, how accurate was the documentation you received from us? and how satisfied 
are you with the time taken to deal with your queries? 
 
Respondents were also provided with the opportunity to make general comments on the 
service. 
 
A copy of the paper-based questionnaire is provided as an Appendix to this report. 
 
 
2.2 Data Collection 
 
Data for the survey was collected by paper and electronic questionnaires.  A paper 
questionnaire or a link to the online version was distributed by MCA staff during the 
certification process but returned direct to Amey PMG for processing.  Applications could be 
received from individuals direct, from individuals submitting applications via a company or 
from a company direct.  Applications could also be submitted from within the UK, within and 
outside of Europe. 
 
 
2.3 Satisfaction Ratings 
 
2.3.1 Average Satisfaction 
 
During the survey, respondents were asked to rate their level of satisfaction with the services 
provided on a scale of 0 - 10, where 0 meant that they were completely dissatisfied and 10 
meant that they were completely satisfied.  During data analysis, the average scores were 
calculated then converted to a 0 - 100 scale, where the lowest score achievable was 0 and 
the highest, 100.  Most of the scores in this report are average scores. 
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2.3.2 Percentage Satisfaction 
 

For charts that display percentage satisfaction ratings, the 0 – 10 scale was converted as 
follows: 
 

0 – 10 Ratings Corresponding Satisfaction Ratings 

7, 8 , 9, 10  Satisfied 

4, 5, 6  Neutral 

0, 1, 2, 3  Dissatisfied 

 
 
 
3. Sample and Response Rate 
 
For this reporting period, a total of 1,400 paper questionnaires and 345 invites to complete 
the questionnaire electronically were distributed.  The number of completed returns was 407, 
representing an 23% response rate.  To ensure greater precision of results, in future 
reporting, a minimum of 10% response rate is advised. 
 
 
4. Service Benchmark 
 
To aid interpretation, a benchmark of 90 has been used in the charts throughout the report.  
This is simply the overall average customer satisfaction score for RSS at the time of 
reporting.  This score of 90 means that overall, customers were very satisfied with the 
service provided.  An overall average score of 50 or less would mean that customers were, 
on average, not very satisfied.  A score of 51 – 70 would mean that customers were 
generally satisfied but a score of 71 or above means that on average, customers were very 
satisfied.  The current service benchmark is clearly within the very satisfied range. 
 
 
5. About this Report 
 
This report contains the following: 
 

Report Section Section Contents 

Section 1: 

Survey Sample and Demographics 

This section contains four charts and three 
tables, which provide a detailed breakdown 
of the sample and demographic 
classifications. 

Section 2: 

Comparison of Overall Customer 
Satisfaction by Service Stream 

This section contains two charts that 
compare the overall satisfaction average and 
percentage scores across each of the six 
service streams. 
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Report Section Section Contents 

Section 3:  

Survey Scores for RSS Overall 

This section contains a series of charts which 
present the scores for each of the survey 
questions for RSS overall. 

Section 4:  

Survey Scores for British 
Seamen’s Cards and/or Discharge Books 

This section contains a series of charts as 
Section 3 for the British seamen’s cards 
and/or discharge books service. 

Section 5:  

Survey Scores for Revalidation of COC 

This section contains a series of charts as 
Section 3 for the revalidation of COCs 
service. 

Section 6:  

Survey Scores for Registration – Fishing 
Vessel 

This section contains a series of charts as 
Section 3 for the registration of fishing 
vessels service. 

Section 7:  

Survey Scores for Registration – Part 1 
Pleasure Vessel 

This section contains a series of charts as 
Section 3 for the registration of Part 1 
pleasure vessels service. 

Section 8:  

Survey Scores for Registration – Small Ship 

This section contains a series of charts as 
Section 3 for the registration of small ships 
service. 

Section 9:  

Survey Comments 

This section contains the verbatim 
comments, sub-classified by each of the five 
service areas. 

Appendix Contains a copy of the survey questionnaire. 
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What is your ethnic group?
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N % N % N % N % N % N % N % N %

 British Seamen's Cards/Discharge Books 1 8% 0 0% 0 0% 0 0% 11 84% 0 0% 1 8% 13 100%

 Revalidation of COC 18 11% 2 1% 0 0% 1 1% 128 78% 3 2% 11 7% 163 100%

 Registration - Fishing Vessel 0 0% 0 0% 0 0% 0 0% 21 100% 0 0% 0 0% 21 100%

 Registration - Part 1 Pleasure Vessel 0 0% 0 0% 0 0% 0 0% 87 89% 1 1% 10 10% 98 100%

 Registration - Small Ship 0 0% 0 0% 0 0% 0 0% 89 91% 0 0% 9 9% 98 100%

 Unclassified 3 21% 0 0% 0 0% 0 0% 7 50% 0 0% 4 29% 14 100%
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Did you make any enquiries to the MCA whilst you were 
completing your application?

226 (56%)

181 (44%)
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In the last 6 months, have there been any errors on 
the documentation?

391 (96%)
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From where did you submit your application?

19 (5%)
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On average, what was the overall time interval between sending in the 
complete application and receiving the documentation?
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270 (66%)
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During this time, were you contacted by the MCA?

26 (6%)

332 (82%)
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Are you satisfied with the MCA’s standard turnaround time of 
14 days for an application?

27 (7%)

21 (5%)

359 (88%)
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In principle, would you be prepared to pay a premium 
for a faster service?

30 (7%)
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Did you make any enquiries to the MCA whilst you were 
completing your application?

7 (54%)

6 (46%)
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In the last 6 months, have there been any errors on 
the documentation?
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From where did you submit your application?
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On average, what was the overall time interval between sending in the 
complete application and receiving the documentation?
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During this time, were you contacted by the MCA?
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Are you satisfied with the MCA’s standard turnaround time of 
14 days for an application?

2 (15%)
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In principle, would you be prepared to pay a premium 
for a faster service?
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Did you make any enquiries to the MCA whilst you were 
completing your application?

83 (51%)

80 (49%)
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In the last 6 months, have there been any errors on 
the documentation?
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From where did you submit your application?
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On average, what was the overall time interval between sending in the 
complete application and receiving the documentation?
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During this time, were you contacted by the MCA?
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Are you satisfied with the MCA’s standard turnaround time of 
14 days for an application?
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In principle, would you be prepared to pay a premium 
for a faster service?
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IF DISSATISFIED WITH THE QUALITY OF THE DOCUMENTATION,  
PLEASE GIVE DETAILS. 

 

If dissatisfied with the quality of the documentation, please give details. 

REVALIDATION OF COC 

� A good size as it now travels in pocket. 

� Can't say if it's good or bad - they have all been lost. 

� Certificate could have been laminated.  Hard back cover on booklet looks better. 

� I found that I had printed off a lot of information that was not relevant to my particular 
request. 

� I was surprised at the size; you can easily lose said documents. 

� I would have rather paid more to have a better quality Certificate book. 

� Listing 'vessels served in', when information is already in Discharge Book enclosed 
with application. 

� New parchment Certificate crumpled in post. 

� Parchment certificate was partly crumpled.  Whilst content of the parchment 
Certificate was correct within terms of explanation dates thereon, I obtained my 
Master's FG in January 1968 and it would have more correctly reflected my 
experience if this could have been stated. 

� Please revert to old style hardcover documentation. 

� Print is not aligned on the document and cut off in parts. 

� Quality of COC is very poor.  Old COCs were more in keeping with the qualification. 

� Should be hardback as previous.  Expiry date confusing. 

� Surprised that revalidation date is from date of issue rather than continuing from old 
expiry. 

� The documents returned were put through my letter box.  I did not sign for them. 

� The parchment document was not in good condition, it was bent and crumpled, but 
this was due to the postal system, rather than the MCA. 

� The reference pages indicated at the beginning of my COC do not correspond. 

REGISTRATION - FISHING VESSEL 

� Faint print. 
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If dissatisfied with the quality of the documentation, please give details. 

REGISTRATION - PART 1 PLEASURE VESSEL 

� I would prefer the old Blue Book. 

� No opportunity to give radio call sign, i.e., no prompting from the MCA that it is 
needed. 

� Not dissatisfied but would prefer the Blue Book. 

� Plastic sheet is no substitute for the Blue Book. 

� Slight smudging of ink when moved or laminated. 

� The address on the back of the document is not visible through the window envelope 
used; completely unacceptable.  Lucky to receive the documentation. 

� The boat name had to be corrected. 

REGISTRATION - SMALL SHIP 

� A Certificate without boat ID number. 

� Has not got HIN on it. 

� More details on vessel, i.e., Draft, Beam, etc. and owner's details. 

� No explanation of why radio calls IGN not on Certificate. 

� Phone number not printed. 

� The Part III registration document is so unimpressive that foreign port officials are 
reluctant to accept it for what it is. 

� Wrong Certificate sent. 

SERVICE NOT IDENTIFIED 

� Has not arrived yet by post but not dissatisfied. 
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IF THERE HAVE BEEN ANY ERRORS ON THE DOCUMENTATION IN THE  
LAST 6 MONTHS, PLEASE GIVE DETAILS. 

 

If there have been any errors on the documentation in the last 6 months, 
please give details. 

BRITISH SEAMEN'S CARDS AND/OR DISCHARGE BOOKS 

� Postcode on envelope. 

REVALIDATION OF COC 

� I qualified for Chief Engineer Capacity in 1995; however the certificate issued gives 
the qualifying date as 9 February 2002. 

� In new style COC, expiry date of old Certificate was supposed to be on page six.  My 
book had this on page five. 

REGISTRATION - PART 1 PLEASURE VESSEL 

� Christian name of second owner. 

� Incorrect builder details, pleasure yacht/commercial status wrong, incorrect owner 
details, addresses wrong. 

� Incorrect postcode on registration. 

� It was the Survey at fault, not the Cardiff office. 

� No renewal notice. 

� Surname spelt incorrectly. 

� The boat name had to be corrected. 

REGISTRATION - SMALL SHIP 

� Date on new document inaccurate, as expiry is now one day earlier than five years 
after previous expiry date. 

� Mistook my '5' for the letter 'S' - possibly my handwriting! 

� Pricing had changed. 
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IF YOU ARE NOT SATISFIED WITH THE MCA’S STANDARD TURNAROUND TIME  
FOR AN APPLICATION, WHAT TURNAROUND TIME DO YOU THINK 

 WOULD BE MORE APPROPRIATE? 
 

If you are not satisfied with the MCA’s standard turnaround time for an 
application, what turnaround time do you think would be more appropriate? 

BRITISH SEAMEN'S CARDS AND/OR DISCHARGE BOOKS 

� 5 days. 

REVALIDATION OF COC 

� 5 days. 

� 7 days.  (x2) 

� 8 days. 

� 10 days.  (x2) 

� 14 days. 

� 21 days. 

REGISTRATION - PART 1 PLEASURE VESSEL 

� 5 days. 

� 7 days.  (x2) 

� 10 days.  (x4) 

� 14 days. 

REGISTRATION - SMALL SHIP 

� 2 days. 

� 14 days. 

SERVICE NOT IDENTIFIED 

� 15 days. 
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DO YOU HAVE ANY GENERAL COMMENTS THAT YOU WOULD LIKE TO MAKE  
ABOUT THE SERVICE? 

 

Do you have any general comments that you would like to make about the 
service? 

BRITISH SEAMEN'S CARDS AND/OR DISCHARGE BOOKS 

� Excellent work by Tony Gee.  Also, when I left a message with one of his colleagues, 
all my details and messages were passed on.  Good team at Cardiff. 

� Faster service is available at MCA offices. 

� Found young women at desk very helpful – Aberdeen branch of MCA. 

� I was re-sent my application form after two weeks saying I had not sent photos or a 
fee, which I knew full well I had sent.  I had to re-do the photos and cheque and then 
had to wait another two weeks. 

� Payment was taken twice as application was not stamped when cheque was removed 
on arrival.  I received a phone call asking for payment.  Although I was sure cheque 
had been forwarded, I paid by card over the phone. 

REVALIDATION OF COC 

� £36 for a revalidation is a tad expensive; £15 would be a reasonable fee. 

� A problem arises when a COC expires while the officer is still serving on board; in 
principle he requires his documents with him.  I cannot see any reason why it should 
not be possible to send certified copies of all documents to MCA and to receive a new 
extended license. 

� A simplified Website would be handy as I spent too much time trying to find COC 
revalidation.  I didn't think for a minute that it would come under 'seafarer training'. 

� A very helpful and efficient service that provides more than is asked.  Highly 
recommended. 

� After having sailed on oil tankers as Chief Engineer for the last 16 years and with 
some well known ship owners of the world, I am a bit put off by the fact that the MCA 
did not issue me a Tanker Endorsement on COC, because it does not recognise any 
other country's approved Oil Tanker Safety Course Certificates, although all relevant 
documents/training certificates/currently valid endorsement approved by Ministry of 
Shipping and STCW 95 compliant etc. and fee was dispatched.   

� All the forms for revalidation were easy to complete, any enquiries by phone were 
quickly and politely dealt with.  All round an excellent service. 

� Application form is self-explanatory and very clear instructions are given about how to 
fill in the form.  It would be beneficial to the applicant if courier company name and 
airway bill number is emailed to the applicant after the new COC has been posted by 
MCA.  This will help the applicant to track the COC. 
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Do you have any general comments that you would like to make about the 
service? 

� Application was processed within one day.  Very happy indeed with the service. 

� Attended office in person and COC was revalidated in 30 minutes.  Excellent service. 

� COC returned in 1.5 weeks, which is a very good turn around time.  This meant that I 
didn't lose any work time at sea.  Very happy.  Thank you. 

� Don’t like the new, smaller Certificate. 

� Excellent service. 

� Extremely satisfied with the service, especially as I am living in Spain. 

� Fast and efficient. 

� Good.  Fast turnaround for re-validation, approximately 10 days. 

� I am always very wary about sending all my original certificates in the post.  It may be 
that some other form of verification could be made available.  Perhaps, for revalidation 
purposes, an online verification process would suffice?  If my bank accepts me for a 
username and password, then shouldn't the MCA?  The worry over sending all my 
certificates through the post would double if I was on a ship at the time! 

� I am entirely satisfied and happy to receive my new COC.  Thank you very much. 

� I am very happy with your quick service.  It's great.  Thank you very much. 

� I asked for a receipt for the fee, so would have preferred to receive one. 

� I had requested special attention as I was due to join a ship within 20 days.  My 
documents were delivered to RSS on the 08.02.2007 and were processed and posted 
back on the 12.02.2007.  I am impressed. 

� I had to send an email to request that my application be completed as soon as 
possible due to my return to my ship.  My request was reacted to very quickly and 
satisfactorily!  Excellent. 

� I have many varied contacts with MCA and I have found the staff - at all levels - 
consistently helpful and professional in their approach.   

� I liked the online application form.  The electronic information on web pages is a great 
improvement, rather than, in the past, having to ring each time. 

� I was impressed by the turnaround time; I received my re-validated documentation 
nine days after sending it. 

� I was surprised at how quickly it was done - well done. 

� I wish to put on record my appreciation of the good services provided.  I am 
impressed with the high standards and efficiency of such a civil service. 
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Do you have any general comments that you would like to make about the 
service? 

� I won't add any comments because I want to get all my documents from new; I don't 
want to prejudice that process. 

� It has been known in the past for complete applications to be returned to the sender 
due to minor irregularities, i.e. unsigned photos, etc.  Can these not be rectified by 
telephone/email, therefore cutting down on cost and delays?  The sender does not 
know anything is wrong until the application drops through the letterbox. 

� It is five years since my last contact with the MCA and I consider the service to be 
much improved.  Living in New Zealand, as I do, I find the ability to utilise the Internet 
is great.   

� It is just another tax and bears no relation to safety; a knee jerk reaction to get P&O 
off the litigation hook.  Mind you, they did make a hefty donation to the party. 

� It is important to make sure the documents are sent back in a waterproof envelope 
and the parcel is well insured.  I was surprised when mine was pushed through the 
letterbox, torn, with documents exposed. 

� It was not clear about sea-time requirements.  Had to phone up and was told to list 
sea-time in the last 12 months.  If Discharge Book is required - why can't sea-time be 
read off this?  Also, no receipt received. 

� It would be more convenient if I could use Southampton MCA office to deposit my 
documents and have them checked - rather than courier FIRST to Cardiff.  Perhaps 
local MCA offices UK could offer this service to avoid potential loss/delay of issue of 
Certificates. 

� It's a great improvement on the past. 

� Keep up the good work!  Incidentally, I live in Canberra, Australia and that is the 
reason that the process in my case took more than 14 days.  I am quite happy with 
the process of revalidating my UK certificate.  Best wishes. 

� Keep up the great work in making the lives of us sea-going officers safe and secure. 

� My original class I Master’s Certificate was issued in 1988 when I qualified after 
examinations in Cardiff.  Should this date appear somewhere on the current STCW 
Certificate? 

� Not everyone has the Internet at home.  I had to make this application through my 
local library service. 

� Overall, a good service.  Please accept tanker safety courses of other countries for 
tanker endorsement as well. 

� Please be more careful when sending documents, i.e. addressing correctly.  In fact, I 
did request that my documents were sent to my shipping company's office on the 
application form but they were sent to my home address!  They are, after all, very 
important. 
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Do you have any general comments that you would like to make about the 
service? 

� Quality of my Master's Class I unlimited Certificate is poor. 

� Regional offices rather than only one. 

� Sending back original documents by post; items needed for joining next vessel. 

� Service provided is good. 

� Service, conversations, complete overall performance was perfect. 

� Should issue Visa card receipt from payment. 

� Speed of service is critical for those on agency employment but not for those 
employed regularly with one company.  I've no idea of cost, but surely retinal 
recognition and credit card size ID cards carrying personal qualification records would 
make for better security. 

� Surprisingly excellent service. 

� Thank you everyone in the MCA. 

� Thank you for a painless procedure, speedily concluded. 

� That the service takes better care of the document submitted to avoid soiling, 
creasing, dog-ears, etc. 

� The Certificate one receives only gives the date from COC.  I would like to have had a 
Certificate from when I originally got my Master's Certificate in 1984. 

� The MCA appears to be far more user-friendly than before.  I used to dread 
telephoning, as each time I called it felt like I was wasting someone's time by calling.  
Not now - a great improvement. 

� The MCA staff in Cardiff were extremely helpful, my application was urgent and it was 
returned within seven days. 

� The Swedish courier took seven days to notify me that the documents had arrived.  
They refused to deliver to my house.  I had to make a special journey into Trelleborg 
to collect the item.  It was a complete waste of money paying for courier service.  It 
would have been faster and more convenient to use recorded delivery by post. 

� To track application progress online using form number. 

� Unable to track the progress of my revalidation on MCA website, relied on Post Office 
Website to know if my application had been delivered to Cardiff. 

� Very happy with the service - thank you. 

� Was unable to download the application form from your Website but the courteous 
staff attached it to an email.  Overall, an efficient, user-friendly service. 
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Do you have any general comments that you would like to make about the 
service? 

� We have an efficient, secure and professional service. 

� When enquiring about progress, staff were very helpful and gave me the information 
asked for quickly. 

� When re-validating the Certificate, why can't you just send your Certificate with 
photos?  Why do you have to send all kinds of documentation, which the MCA have 
already seen previously, hence the original Certificate that was issued?  I would think 
the Discharge Book and Eng1 should be enough. 

� Yes.  It would be a good idea to introduce a faster service which would be charged 
accordingly; join ship, travel and no time limitations.  Maybe a reminder letter being 
sent.  Just a thought. 

REGISTRATION - FISHING VESSEL 

� Keep doing a good job. 

� Please note that this was a change of address and not a new application or renewal. 

� The time from sending my document to it being returned to me took less than a week.  
So, well pleased.  Thank you so much. 

� Very good. 

� Very satisfied with service. 

REGISTRATION - PART 1 PLEASURE VESSEL 

� A straightforward re-registration.  A very simple process, which was carried out 
efficiently. 

� Although it took 19 days from posting my cheque to receipt of renewal Certificate, as I 
live in a country postal district, it can take longer than normal for my post - both to and 
from. 

� As shown in example [this was a renewal of existing registration.  Pity a slight change 
of ship's name could not be included in the price, from 'Kaliko of Hamble, to 'Kaliko of 
Tamar'] but otherwise very helpful.  Thanks. 

� Envelopes do not self-seal! 

� Excellent - easy to deal with. 

� Fine. 

� Guidance notes could be clearer. 

� I am amazed that somebody will stuff a registration document into an envelope when 
the address is not visible without pulling back the edge of the window.  The perception 
is (rightly or wrongly) that nobody cares. 
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Do you have any general comments that you would like to make about the 
service? 

� I am only dissatisfied with the service due to the extraordinary charge for re-
registering. 

� I had to phone up to check progress of the application as the renewal date was fast 
approaching.  Why not put the process online so status could be checked easily? 

� I have used the service three times and been very impressed on each occasion. 

� I phoned to enquire about renewal form that had been sent out before Christmas and 
received a new form promptly.  I still favour post compared to computer application. 

� I think in general, the service is more than satisfactory. 

� I think the fee and it’s frequency of renewal is unreasonable. 

� I thought the politeness of the staff at Cardiff wasn't today's 'couldn't care less' attitude 
- very refreshing. 

� I value my new style Certificate of Registration as much as the original Blue Book that 
came with the boat. 

� I was pleased that my documents regarding 'change of engine' were accepted and 
with the explanation that engine power is in kilowatts - approximately 3/4 of engine 
HP. 

� I would like to be able to get transcripts of registry from website. 

� Just took too long for simple job.  Note: no reminder sent when Part I ran out after five 
years. 

� More use of web to give tips and maybe status of application.  Remember, most 
pleasure boat owners are not experts on regulatory rules regarding registration but 
they want to fully comply, so guidance notes for standard registration are very useful. 

� Only that a reminder (even by email) would save an inadvertent failure to re-register. 

� Re-registration and survey requirements are just a cynical revenue generation 
system. 

� Scrap the need to do this procedure for sailing yachts registered under the old Blue 
Book system. 

� Staff are knowledgeable, well-informed and courteous. 

� Staff were helpful, polite and courteous throughout. 

� The application was posted to you on about the 9th of February and I received the 
Certificate on the 1st of March.  I think it would be reasonable to speed this up, but 
your 14 day target would be acceptable if achieved. 
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Do you have any general comments that you would like to make about the 
service? 

� The personal service was excellent but why is it necessary to do anything other than 
go online to simply renew a SSR where there are no changes? 

� The staff were very polite and knowledgeable.  A pleasure to deal with. 

� There was a little delay due to my sending the incorrect fee. 

� They are very helpful and straight to the point.  Fast in answering queries and post is 
returned quickly. 

� Too expensive! 

� Too expensive; not necessary.  The old system worked, this is just another tax. 

� Very good. 

� You need to get renewal notices to customers. 

REGISTRATION - SMALL SHIP 

� £25 is too expensive. 

� A reminder before the expiry date would be more helpful than notification of expiry 
three months after the event. 

� A very pleasant experience, to deal with staff who are courteous, knowledgeable and 
prepared to help.  A service like this is not found today.  Thank you all. 

� Always polite and helpful.  Had a little difficulty getting through once. 

� An antiquated system of old government form filling.  It should be easier and quicker 
to do online. 

� Fee.  From £12 to £25 is a bit steep, otherwise a good service, efficiently 
implemented. 

� For cruising yachts overseas, making a renewal could be difficult.  Most cruisers have 
access to the Internet; this could be made acceptable. 

� Good staff let down by poor systems and design, probably due to inadequate 
management. 

� Good to have the application process online.  This is much better than the process of 
downloading a form, filling it in and posting it back, which some other organisations 
use. 

� I believe that you should send renewal reminders. 

� I feel that Christine Phillips and the staff in that office would be a credit to any 
customer-based company.  Many thanks. 
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Do you have any general comments that you would like to make about the 
service? 

� I have now been sent a second (correct) Certificate. 

� I was not sent a renewal application prior to the expiry of current registration, so the 
first I knew was the notification that the ship had been removed from the register. 

� I would not wish to see an increase in the SSR license fee of £25.  This is more than 
sufficient. 

� If anything, the document could be more detailed and made larger. 

� Keep it cool.  Continue good work. 

� Keep up the good work. 

� Keep up the good work.  Excellent service. 

� No - completely satisfied, thank you. 

� No.  I can not think of any reason to try and improve the service. 

� Overall, a very good service.  It may be helpful to advise owners when registration is 
about to run out. 

� Perfectly satisfactory. 

� Perhaps a little more information of policy changes in Europe for British boats moored 
overseas (i.e., France). 

� Radio licences are now FOC for life.  Why does MCA need to charge for the SSR 
renewals? 

� The service seemed very efficient. 

� When I first bought my yacht twenty years ago, I was under the impression that the 
registration was for as long as I owned it.  Some five years ago someone moved the 
goal posts and I felt cheated.  Time and re-registration has not changed my mind - I 
shall probably be too old to do it in five years! 

SERVICE NOT IDENTIFIED 

� There have been no obvious snags in the service so far, except for an indication of 
the total amount that will have to be paid in the application form itself. 

� Very efficient. 

� Very good. 

 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Appendix: 
Survey Questionnaire 





Dear Customer,
The Registry of Shipping & Seamen (MCA) handles more than 18,000 applications for
certificates each year. Our target for issuing certificates is 10 working days from receipt of a
completed application with supporting documentation if required. We respond to FAX, letter
and e-mail enquiries within 10 working days. To help us measure and improve the service we
provide, we would be grateful if you could spend 10 minutes to answer some questions on
the service. 

Please be assured that your responses are confidential. The data will be analysed by an
independent organisation, the Amey Performance Measurement Group. Only aggregated
data will be passed to the MCA.

Thank you.

When thinking about the application you have made, how satisfied are you …

Completely
dissatisfied

Completely
satisfied

a. That the application form was easy to obtain?

Please rate the following on a scale of 0-10, where 0 = Completely dissatisfied 
and 10 = Completely satisfied.

Before you start! 
Please indicate which service you are completing this questionnaire about?
(mark one only) 

0 1 2 3 4 5 6 7 8 9 10

Completely
dissatisfied

Completely
satisfied

b. That the form was clear and easy to complete?

Completely
dissatisfied

Completely
satisfied

c. That it was easy to obtain any information that you needed to complete the application?

Completely
dissatisfied

Completely
satisfied

d. Overall, how satisfied were you with the application process?

e. Do you have any comments or suggestions for improvements to the application 
process? 

f.  Where did you get your 
application form from?

1. Applications

10
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Revalidation of COC

Registration – Fishing Vessel
Registration – Part 1 Pleasure Vessel
Registration – Small Ship

0 1 2 3 4 5 6 7 8 9 10

0 1 2 3 4 5 6 7 8 9 10

0 1 2 3 4 5 6 7 8 9 10

1

2

3

4

5

British Seamen’s Cards 
and/or Discharge Books



Please turn over...

Thinking about enquiries that you have made, how satisfied are you with …

Completely
dissatisfied

Completely
satisfied

b. The ability of the MCA staff to answer your questions?

a. Can you briefly describe 
the nature of your enquiry?

Did you make any enquiries to the MCA whilst you 
were completing your application?

Completely
dissatisfied

Completely
satisfied

c. The politeness and courtesy of the MCA staff?

Completely
dissatisfied

Completely
satisfied

d. The time taken to deal with your queries?

Completely
dissatisfied

Completely
satisfied

e. Your overall impression of the enquiry service?

Completely
dissatisfied

Completely
satisfied

a. With the accuracy of the documentation that you received?

f. Do you have any suggestions on how we can improve our response to enquiries?

2. Enquiries

Yes

Following submission of your application, how satisfied were you ...

3. Documentation

No1 2
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If YES, please continue, if NO please move on to question 3.

0 1 2 3 4 5 6 7 8 9 10

0 1 2 3 4 5 6 7 8 9 10

0 1 2 3 4 5 6 7 8 9 10

0 1 2 3 4 5 6 7 8 9 10

0 1 2 3 4 5 6 7 8 9 10

Completely
dissatisfied

Completely
satisfied

b. With the quality of the documentation you received – was it legible, clear, well 
presented and in good condition?

c. If dissatisfied with the quality of the documentation, please give details.

e. If YES, please give details.

d. In the last 6 months, have there been any errors on the documentation?

0 1 2 3 4 5 6 7 8 9 10

Yes No1 2



a. From where did you submit your application? 

c. During this time, were you contacted by the MCA?

d. Are you satisfied with the MCA’s standard turnaround 
time of 14 days for an application?

e.  If NO, what turnaround time do you think would be more appropriate? days

4. Application Processing Time

5. Overall

6. About You

Completely
dissatisfied

Completely
satisfied

a. Overall, how satisfied were you with the MCA service?

b. Do you have any general comments that you would like to make about the service?

Thank you for completing this questionnaire

b. What is your ethnic group?

a. Are you completing this on behalf of a company rather 
than an individual applicant?
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From within the UK 1 From within Europe 2 From outside Europe 3

b. On average, what was the overall time interval between sending in the complete 
application and receiving the documentation?

Less than 14 days 1 More than 14 days 2

Yes No1 2

Yes No1 2

f. In principle, would you be prepared to pay a premium 
for a faster service? Yes No1 2

0 1 2 3 4 5 6 7 8 9 10

Yes No1 2

Asian 1

Black 2

White 5

Other 6

Chinese 3

Mixed Ethnic 4


