   4. DESCRIPTION OF NATIONAL STATISTICAL INSTITUTE (NSI):
· public results of the most recent NSI's user satisfaction surveys (*)

The improvement of statistical information quality is one of priority directions in the National Statistical System development, whose aim is to provide statistical products and services that correspond to the statistical information needs of different user groups – bodies of state, executive and judicial power, commercial companies, non-government organizations, media, representatives of scientific society, embassies and trade representatives of foreign countries, private users from Bulgaria and abroad. 

The main source of information about the quality of statistical products and services provided by the National Statistical Institute (NSI) is the Users Satisfaction Survey through which an information on user’s assessment using the products and services provided by the NSI is collected. A Users Satisfaction Survey has been carried out since 2009 by a questionnaire. Based on the principles of the European Statistics Code of Practice and taking into account the necessity of providing the high quality and easy accessible information, a new questionnaire, in which the survey’s scope was broaden, was elaborated in 2013. For the first time, the survey was conducted on-line only. Quality, Dissemination and Metadata was investigated for the first time in 2013. 

Four main aspects were included in the questionnaire:

· General information on type of users and the use of the information produced by the National Statistical Institute;

· Quality and trust in the provided products and services;

· Dissemination of the statistical information;

· Users’ satisfaction from the provision of the statistical information.

The survey was carried out during the period 03.09.2013 – 30.11.2013. A total of 987 questionnaires were filled in. 

Main outcomes

       General Information

· The main users of the NSI’s statistical information are commercial companies (53%), followed by private users (17.2%), bodies of legislative, judiciary and executive power (8.3%) and students/academics (4.9%).

· Respondents indicated that they use most data in the field of non-financial enterprises and labour market – 17.6% of all users. Data on population and household income and expenditures are used by 15.8% of all users. The respondents could pick more than one answer. 

· Slightly more than half of all respondents (52.2%) answered that the statistical information is valuable as basic information for their work. 35.7% indicated that the information is important or of essential importance for their work. For 12.1% the statistical information is not important in their work.

· Respondents were asked what they use the information for. The most of them use it as basic information, followed by market analysis and decision making.

· The majority of respondents (59.2%) use the NSI’s data in case of need. Another 33.2% use them on a monthly, a quarterly or weekly basis and only 7.6% use them annually or on a daily basis.

· The most used products and services are the data published on the web site of NSI and the publications, with 49.7 and 22.0 percent respectively. The tailor-made information is used by 18.8% of the respondents and the press release – by 8.4%.  The anonymised data are the least used source of data – by only 1.1% of all users. 

· The information provided by the NSI meets the necessities of statistical data of 44,5% of the user and 38,5% pointed that the data partly meet their necessities. 11,1% of the respondents had no opinion on the issue. The share of users whom the information do not meet their necessities is 5.5 per cent.

           Quality

For the first time, questions on timeliness, trust in NSI’s products and services and regional statistics were added in the survey. 

· Timeliness was found to be good or very good by 77.1% of all users. It is considered as satisfying by 18.1% and as unsatisfying or poor by 4.8%.

· 84.7% of the respondents said that they either trust or tend to trust in products and services provided by the NSI. Identical numbers of respondents (6.3%) tend not to trust or had no opinion on this issue. Only 2.7% do not trust in the products and services provided by the NSI. 

· Statistical information on regional level is assessed as good or very good by 75.9% of all users. 16.9% considered it as satisfying and 7.2% as unsatisfying or poor.

· Respondents also rated the quality of printed and electronic publications of the NSI. It was assessed as good by most of users (47.8%). It is defined as very good or satisfying by 32.4% and 17.7% respectively of all respondents. A small number of users (2.1%) defined the quality of printed and electronic publications as unsatisfying or poor.

· The level of overall quality of statistical products and services of the NSI is considered as good or very good by majority of users. 82.0% of all respondents rated it as good or very good and another 15.4% as satisfying. Only 2.5% think it is unsatisfying or poor. 

        Dissemination, metadata and services

· When asked whether it is easy to find information in the web site of the NSI, the majority of respondents or 58.6% answered that they find the information easily, followed by those who find the information partly (32.4%). It is difficult to find the information for 32.4% of all users and 3.8% has no opinion on the issue.

· 39.7% of all respondents claim that they are aware of the release calendar toward 60.3% who are not aware of it. Users were also asked about the content of the release calendar. For 25.7% the release calendar has all the information for their needs and 20.6% considered it contain the necessary information partly. According to 4.4% the release calendar does not contain the relevant information and 49.3% has no opinion on the issue.

· More than half of the respondents (55.4%) use the methodology about statistical data, which is provided by the NSI while 32.4% do not use it. The methodologies on statistical production process and quality are used by 7.0% and 5.2% respectively.

· The users are quite satisfied with the published methodologies – most of them (47.2%) found methodologies sufficient for their purposes and another 39.5% found them partly sufficient. The methodologies are insufficient for 13.3% of all users.

· The majority of respondents (69.1%) considered that the information is presented in a comprehensible way and according to 27.7% it is partly comprehensible. A small number of users (3.2%) think that the statistical information is not presented in a comprehensible way.

· Users were also asked to assess the services provided by the NSI - at the Reception desk, library and ESDS Help Desk of NSI; via phone and e-mail as well as the providing of information by the Regional Statistical Offices. The results show that the most of the users (56.4%) are fully or partly satisfied by the services of the NSI. Only 1.9% is not satisfied.  

All the reports and the questionnaire are published on the web site of the NSI (in Bulgarian only).
