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NSO User Satisfaction Survey
With the adoption of the European Statistics Code of Practice (ESCoP), Eurostat and the Statistical Institutes of the EU Member
States, including the National Statistics Office in Malta (NSO), have committed themselves to an encompassing approach towards
high-quality statistics. The Code builds on a common definition of quality in statistics across the European Statistical System (ESS).
It takes a holistic approach, ranging from governance and institutional matters to production processes and dissemination of
statistics.
Principle 11, indicator 3 of the ESCoP states that user satisfaction is to be “monitored on a regular basis and is systematically
followed up’. In the first quarter of 2022, a satisfaction survey was carried out by the National Statistics Office to measure the
degree to which it meets its obligations towards its users.
As declared in its mission statement, the NSO undertakes to ‘Produce high-quality statistics and analysis for better decision making
in Malta’. Information gathered from this survey helped the NSO gain a better insight into its users’ needs and perceptions of its
products and services. Such a survey is pivotal in formulating decisions, which would ensure the implementation of successful
strategies to better meet the users’ needs. By means of this survey, the NSO could identify its communication and dissemination
strengths and work towards retaining them. More importantly, it also recognised weaknesses in NSO’s processes and shed light on
how these limitations can be addressed in the future. Results from this survey were also valuable for NSO’s re-branding strategy,
which is another project launched in 2022.
Methodology and fieldwork
NSO’s User Satisfaction Survey is in line with similar surveys carried out at a European level. It focused on several areas in
communication and dissemination of statistics, including management of tailored users’ requests and the main dissemination tools
of the Office, such as the official website and news releases. The survey also asked respondents about their perception of NSO and
its services in terms of trust, data confidentiality, and staff friendliness.
This survey was launched on 28 January 2022 and addressed all persons over 16 years of age who made at least one request for
information to the NSO during 2020 and 2021, together with a list of users who subscribed to receive NSO’s news releases. The
socio-economic characteristics and the types of users targeted for this survey varied, thus affirming the relevance of the feedback
provided in this survey.
An invitation to participate in this survey was sent to all selected respondents by email. NSO also provided a link to this survey on
the website to facilitate further access to the online questionnaire. The survey was designed to be anonymous; however, almost
half of the respondents chose to provide their name, surname and email address. There still exists the possibility of having different
users from the same organisation or entity filling in a separate questionnaire or the same person filling in the questionnaire more
than once.
Data was collected via Microsoft forms and the average time of completion was estimated at 15 minutes. The data collection
process took place between 28 January and 9 March 2022. Out of a total of 924 persons that were selected for this survey, 128
responded to this survey, resulting in a net response rate of 14 per cent.
Results
Most of the respondents (94 per cent) resided in Malta at the time of completing this survey. Primarily, respondents were light
users (63 per cent), followed by intermediate users (20 per cent). Only 17 per cent were advanced users (Table 1).
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Table 1. User Category
Type of User
Light user

Number

%

81

63

25

20

22

17

128

100

Make use of easy to interpret data visualisations, graphs, and articles to sustain an opinion, to use in
academic work or out of general curiosity.
Intermediate user
Seek raw data/predefined statistical tables with pre-existing data visualisations and interpretations
which can be used in publications/reports to support work, out of personal interest (e.g. to verify
data in a news report) or to gain a basic understanding of the data available.
Advanced user
Observe raw data and adjust tables and data according to particular needs and draw own
conclusions based on specific data.
Total

Respondents were asked to identify themselves with one of the listed user groups. The user groups to which respondents belonged
to mainly included private companies (38 per cent), students or academics (34 per cent) and public employees (15 per cent)
(Table 2).
Table 2. User Category

User Group

No.

%

Private company

49

38

Student or academic

44

34

Public corporation / Government entity

19

15

International Organisations

5

4

Private user

3

2

Other (incl. Diplomats and Media members)

8

6

128

100

TOTAL
Note: Totals may not add up due to rounding.

6

The majority of the respondents had been using NSO statistics for over two years, while 23 per cent have been NSO’s products or
services for more than ten years. The latter were all users from private companies. Forty-four responding users, or 34 per cent,
have been using NSO’s statistics for less than two years, the majority of whom were students and users from private companies
(Chart 1).
CHART 1. Length of time respondents have been using NSO statistics
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Respondents were also asked to select the purposes for which they used NSO’s products. NSO’s statistics were used for academic
and research purposes by over half of the respondents, followed by market analysis and forecasting (35 per cent) and decisionmaking in business (19 per cent) (Chart 2). This closely tied in with the main user groups being users from private companies and
academics and students.
CHART 2. Purpose for using NSO statistics
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Media use and public relations

Almost half of the respondents (46 per cent) viewed NSO’s statistics as very important for their work and/or studies, whereas
42 per cent considered them to be important to fairly important. Few were those who found NSO’s statistics to be only slightly
important (nine per cent) or not important at all (two per cent) (Chart 3).
CHART 3. Perceived importance of NSO’s statistics
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Nearly all respondents, 94 per cent, said that they trusted NSO’s statistics (Table 3). Furthermore, 92 per cent would recommend
NSO’s services to others, whereas seven per cent did not express any views on this matter. Only one respondent said that he/she
would not recommend NSO’s services to other users.
Table 3. Level of trust in NSO Statistics
No.

%

Trust them greatly

57

45

Tend to trust them

63

49

Neither trust them not distrust them

7

5

Tend to distrust them

1

1

128

100

Total

When asked whether they think that NSO carefully protects data about single persons and organisations, 47 per cent of the
respondents replied that they strongly agreed with such a statement, while 38 per cent agreed. The rest were neutral, with no one
disagreeing with such a statement (Table 4).
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Table 4. NSO carefully protects data about single persons and organisations
No.

%

Strongly Agree

60

47

Agree

48

38

Neutral

20

16

Disagree

-

-

Strongly Disagree

-

-

128

100

Total
Note: Totals may not add up due to rounding.

General Questions
Respondents were asked to identify the channels used for acquiring statistical information produced by the NSO. Respondents
could select more than one option. The most common channels mentioned by respondents were News Releases (50 per cent),
followed by requests for information through the online request form (45 per cent), the online statistical database (36 per cent),
publications (30 per cent) and via Eurostat’s Website (25 per cent). The least common methods for acquiring information were
through personal visits to the NSO’s premises (eight per cent), social media (12 per cent) and from media/press releases (15 per
cent) (Chart 4).
CHART 4. Channels used to acquire statistical data produced by the NSO
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Concerning the quality of the services provided by the NSO, over 70 per cent of the respondents deemed the ease of reading and
understanding data content and the quality, variety and layout of statistical data offered by NSO to be excellent to good. On the
other hand, over 10 per cent of respondents regarded the ease of access to the latest statistical information, access to less recent
statistical information and NSO’s social media presence to be poor or very poor, most of whom were students/academics. With
reference to Geographic Information Systems (GIS) data, 36 per cent of respondents replied that they did not know how to rate
this. These were mainly made up of users from private companies (45 per cent) and students/ academics (32 per cent) (Chart 5).
CHART 5. Quality of services provided by NSO
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Over 70 per cent of the respondents either agreed or strongly agreed that NSO’s statistical data adequately reflects the Maltese
socio and economic situation. Only six per cent disagreed with this statement, while the remaining respondents were neutral.
Three quarters of the respondents strongly agreed/agreed that the NSO is a user-friendly organisation, is flexible and responsive to
users and is an open and approachable organisation. Those disagreeing with such statements did not exceed six per cent (Chart 6).
CHART 6. Respondents’ perception of the NSO
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When respondents were asked to choose one domain which they made use of most frequently, those mostly mentioned included
those forming part of Economic Statistics (36 per cent), Demography (14 per cent), Business, Sectoral and Regional Statistics (12
per cent), Education, Science and Technology (nine per cent), and Health and Living Conditions (nine per cent) (Chart 7). The
average rating for the overall quality of statistics produced by the main domain chosen by each respondent was 3.9 out of five.
CHART 7. Statistical domains most frequently used by respondents
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Note: See methodological note 6.

When asked to choose up to a maximum of three more statistical domains used, with the exception of the one already chosen in the
preceding question, those mentioned most were again Economic Statistics, Business, Sectoral and Regional Statistics, Demography,
Health and Living Conditions and Tourism and Culture (Chart 8).

CHART 8. Three other statistical domains selected most frequently by respondents
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NSO Website
Of the respondents who accessed the NSO’s website some time or another, 90 per cent declared that overall they were satisfied
with it, assigning it an average rating of 3.8 out of five. From those who did not access the website, 54 per cent stated that they
did not need to use it.
Of those who accessed the NSO’s website, 95 per cent stated that they did so on a laptop or desktop computer. Just over 83 per
cent rated the content of the website to be good to excellent, and 75 per cent gave the same rating to both NSO’s website speed
and performance and the ease of downloading or exporting data categories. Clarity of information was rated good to excellent by
69 per cent of respondents, whereas almost 60 per cent rated the search facility and the look and layout to be good to excellent
(Chart 9).
CHART 9. Respondents’ rating of the NSO’s website features
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From those respondents who accessed the NSO website, 58 per cent declared that they often found what they were searching
for on the website whereas 27 per cent said that sometimes they did find the information they wanted. The share of respondents
who said they always found the information they needed from the website amounted to nine per cent, whereas six per cent said
they rarely found the information they needed. No respondent stated that they never found what they were looking for (Chart 10).
CHART 10. Availability of information on NSO website
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Half of the respondents were unaware of the NSO’s calendar of news releases on the website, whereas, from the other half, 64 per
cent were satisfied with the content provided in the news release calendar page.
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Requests for information
Just over half of the respondents (52 per cent) submitted a request for information sometime or another. From these, 42 per cent
stated that the information requested was provided. Conversely, 30 per cent were not provided with the information requested
as it was not available at the requested disaggregation level of statistical classifications and a further 12 per cent could not be
provided with the geographical breakdown demanded (Chart 11).

CHART 11. Requests for Information
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The quality of the information delivered on request was awarded an average rating of 3.7 out of five whereas the timeliness was
rated at 3.8.
Over 80 per cent of respondents were very to fairly satisfied with the ease to submit requests for statistical information with
the online request form, the friendliness of NSO’s staff, and the level of professionalism and understanding. The way by which
respondents were kept informed about their request ranked lowest in satisfaction rating, with 30 per cent of the respondents
stating that they were neutral, whereas six per cent were dissatisfied to very dissatisfied (Chart 12).
CHART 12. Rating of various aspects of NSO’s management of user requests for statistical information
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Official statistics
Of the total respondents, 70 per cent made use of official statistics made available in news releases, publications, accompanying
visualisations and other official figures produced by the NSO. 59 per cent agreed, and a further 16 per cent strongly agreed, that
NSO released its statistical information according to the pre-announced dates. The remaining respondents neither agreed nor
disagreed with this statement.
Out of five, the overall quality of news releases was assigned an average rating of 4.0. The average scores for timeliness, frequency
and usefulness of news releases stood at 3.8, 3.8 and 4.1 respectively. The average score for comparability of results with other EU
member states stood at 3.8.
Of these respondents, 63 per cent did not use the methodological notes made available in the news releases and/or publications
mainly because they did not think they needed methodological information (48 per cent) or were unaware of these notes (43 per
cent). Out of those who made use of methodological information in news releases and/or publications, 70 per cent considered
these notes to be very important. Moreover, 83 per cent of these respondents regarded the notes as being highly or fairly detailed.
Microdata access services
Only six respondents said that they requested NSO for access to anonymised microdata for statistical analysis. Half of the
respondents who made use of this service rated the overall process as average. The purposes for accessing anonymised microdata
were Research and Academinc (four respondents), and Business strategy (two respondents).
Metadata reports or Sources and Methods
Most of the respondents (79 per cent), have never made use of metadata reports or of the sources and methods section on the
NSO’s website mainly because they do not require such information (54 per cent) or were not aware of them (35 per cent). The
rest prefer to ask the NSO directly for such information (Charts 13a and 13b).
Out of those who make use of such information, 65 per cent rated the ease of access to be fairly easy, 19 per cent deemed it to be
very easy and the rest were neutral.

CHART 13a. Respondents who made use of/never made use of
metadata reports or sources and methods

CHART 13b. Reasons why respondents never made use of
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Methodological Notes
1.

The survey is in-line with similar surveys carried out at a European level. It focused on a number of topics, including tailored
requests to NSO and the main dissemination tools of the Office, such as the official website and news releases. The last user
satisfaction survey was carried out by the NSO in 2014, and the results may be accessed here:
https://nso.gov.mt/en/News_Releases/Archived_News_Releases/Documents/2014/News2014_089.pdf

2.

Users may also wish to access the following document on Eurostat’s 2020 satisfaction survey:
https://ec.europa.eu/eurostat/documents/64157/4375449/Report_USS_2020.pdf

3.

The User Satisfaction Survey was launched on 28 January 2022 and was carried out among all those who made at least one
request for data to the NSO during 2020 and 2021, together with a list of users who subscribed to receive NSO’s news releases.
The invitation to participate was sent by email and a link to the survey was also available on our website in order to ensure that
all users are reached in one way or another. The survey was anonymous and it took an average time of 15 minutes to complete.

4.

Data was collected via Microsoft forms and the data collection process took place between 28 January and 9 March 2022.

5.

The response rate achieved stood at 13.9 per cent, or 128 persons.

6.

The statistical domains were grouped as follows:
• Economic Statistics; National Accounts, Public Finance and Social Security, Balance of Payments, International Trade,
and Prices.
• Business, Sectoral and Regional Statistics; Short-term statistics, Structural Business statistics, Business registers,
Regional statistics.
• Demography; Demography statistics and Crime statistics.
• Labour Market; Labour Market statistics.
• Health and Living Conditions; Health statistics and Living Conditions Statistics.
• Tourism and Culture; Tourism statistics and Culture statistics.
• Energy and Transport; Energy statistics and Transport statistics.
• Environment; Environment statistics, and Agriculture and Fisheries statistics.
• Education, Science and Technology; Education statistics and Science, Technology and Digital Society statistics.

7.

For ease of interpretation, the percentages in the charts, tables and commentary were rounded.
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