
“Our core guiding principles focus on putting people first; flexibility rather than a rigid one size fits all 

approach, and a genuine commitment to delivering the very best customer service in the medico-legal 

marketplace. And, based on the findings of our latest round of independently verified customer research, 

we have to be reasonably pleased with the perceptions held by our customers. Our approach is 

making a difference. We are meeting and exceeding expectations but in no way are we complacent. 

When you open yourself up to public scrutiny in this way, as we regularly do, you have to be prepared 

for the consequences and what this latest set of results tells us is that there’s still room for improvement. 

Year to date, overall customer satisfaction is running at almost 97% but just a matter of 

months ago that level hit 98% so we still have work to do, identifying improvements and working with our 

partners to deliver the very best solutions.

The research also reveals that three fifths of the 200 customers surveyed believe we are 

better than other medico-legal firms they are familiar with which is a terrific foundation for us to 

build on. It shows that the timescales within which we operate, our flexibility, systems and service 

integration, and accuracy and quality of reporting have all improved over the last six months too.

Research conducted with fee earners and case managers (August 2011)
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How would you rank the quality of the overall service from Speed 
Medical?
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How would you rank the service integration between Speed 
Medical and your operational process?

“I find the staff at Speed very 

friendly and approachable
and they always do their best to 

sort out any problems which 

may arise.  Keep up the good 

work!”

“I use your services on a 

regular basis, I find you are 

good at answering the phones 

and answering queries. I find 

the email system very 

efficient and staff very 

helpful.” 

“Research Shows A Solid Service Performance”



2

16

37

74
68

9

0

10

20

30

40

50

60

70

80

Poor 2 3 4 5 Excellent

How would you rank the quality of the medical reporting?
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How would you rank the Speed Medical against 
other medico-legal report providers?

“I have always favoured Speed 

Medical as the agency I would choose 

to use.  If I ever have a problem or 

require an urgent report for whatever 

reason they go over and above 

what is asked of them.  I think you 

provide a fantastic service and your staff 

are always very friendly and 

accommodating.  Thank you.“ 

“Speed Medical are an excellent 

medical agency and their staff 

work very hard to get a job done 

RIGHT. The staff at Speed 

Medical should be 

commended for their efforts. I 

am very impressed by Speed 

Medical's fast and efficient 

service...WELL DONE!!!”
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How flexible is Speed Medical's service delivery?

“All the staff are friendly and go out 

of their way to help to get the end 

result. Thank you very much.”

“Very good service, I 

have dealt with other 

agencies and I find your 

service to be very 

quick and you are easy 

to contact.”

“Research Shows A Solid Service Performance”



“Always extremely quick 
to resolve any issues. 

Friendly team and willing to 

work together. My 
preferred medical 

supplier.”

“The service now offered 

by Speed is very good and 

much better than 

other providers we deal 

with.”  

“I use your services on a 

regular basis, I find you are 

good at answering the 

phones and answering 

queries.” 

“I find the email system 

very efficient and staff 

very helpful.” 

“Staff are very friendly, 

helpful and very 

efficient.”

ñCustomer Satisfaction Increases to 

96.5%ò

On a year to year comparison, service levels at Speed Medical 

continue to improve. The statistics to date have shown very positive 

results with overall customer satisfaction increasing on average from 

95.3% to 96.5%.

ñAppointments Are Even More 

Convenientò

Comparing the same results with those from 2010, in 2011 the 

percentage of injured parties who say that their medical appointment 

was convenient has increased by 1.3% from 95% to 96.3%.

ñCustomers Are Happier With Faster 

Appointment Allocationò

Over the last quarter, 95.2% of all appointments with General 

Practitioners have been allocated within 7 days; of this figure, 91.2% 

were allocated within 2 days. This timescale has had even more 

positive results as 96% of the customers attending the appointment 

were happy with this turnaround time, an increase of 1.8% from 2010.

ñReports Returned Within Agreed 

Service Levelsò

Waiting times for the return of medical reports has decreased for the 

4th consecutive year. This reduction in waiting time has further 

improved our operational service delivery with 94% of all reports 

prepared by General Practitioners, now being returned within solicitor 

agreed service levels.

Our desire to test ourselves against our commitment to putting customers first is what drives research 

exercises like this. We’ve already started working out where and how we can make things even better 

for our customers and everyone here at Speed Medical is looking forward to the next series of findings.

“Research Shows A Solid Service Performance”

Telephone: 0844 4129 333                       Email: info@speedmedical.com


