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Introduction



Introduction: 1
The Driver, Vehicle and Operator (DVO) Group is part of 
the Department for Transport. It was established in its 
present form in 2003 to promote closer collaboration 
between the constituent Agencies and to develop 
modernised and joined-up services that are customer-
focused and provide value for money. 

The Group provides services to drivers, vehicle keepers 
and operators across Great Britain and focuses on 
registration, licensing, testing and enforcement. The DVO 
Group's mission is to promote safe and secure drivers 
and vehicles on the roads. 

The DVO Group comprises of four Agencies: the Driving 
Standards Agency, the Driver and Vehicle Licensing 
Agency, the Vehicle and Operator Services Agency and 
the Vehicle Certification Agency. 



Introduction: 2 

The DVO Group commissioned ORC International to 
conduct its annual survey amongst private motorists 
across Great Britain.

This is the third year that the survey has been conducted.

This report summarises the findings of the 2005/06 
survey conducted amongst 1,271 private motorists.  



Background and 
Methodology



Survey Objectives

The objectives of the survey were to:
Measure private motorists’ satisfaction with key services 
provided by DVO Agencies, tracking changes since 2003.

Understand the possible reasons behind motorists’
dissatisfaction. 

Identify the key drivers of satisfaction for private motorists 
and assess Agency performance on these.

Understand motorists’ attitudes towards compliance and 
enforcement.

Measure likely take-up of new service delivery channels 
(e.g. Internet).



Methodology: 1
Telephone interviews were undertaken with 1,271 private 
motorists. 

Fieldwork took place from Thursday 12th January to Friday 10th

February 2006. 

The average interview length was just under 25 minutes.

To reflect the population of private motorists in Great Britain,
quotas were set on age, gender, working status and location. 

Age: 17-34= 29%, 35-44= 42%, 55+= 29% 
Gender: Male= 55% , Female= 45%
Working status: Working full time= 48%, Not working full time = 
52%
Region: North East = 4.4%, North West = 11.8%, Yorkshire and 
Humberside= 8.7%, East Midlands= 7.3%, West Midlands= 9.2%, 
Eastern= 9.4%, London= 12.6%, South East= 14%, South West= 
8.6%, Wales= 5.1%, Scotland = 8.9%.



Methodology: 2- Sample details
2005: 1,271 private motorists 

1,071 private motorists (car/light van drivers and 
motorcyclists)

100 booster interviews with private motorists who had 
bought a vehicle within the last 12 months

100 booster interviews with private motorists who had sold 
a vehicle within the last 12 months

2004: 1,044 private motorists (car/light van drivers and 
motorcyclists)

2003: 816 private motorists (car/light van drivers and 
motorcyclists)



Methodology: 3

At the end of the fieldwork, the results were weighted 
back to the quotas.  The data is therefore representative 
of private motorists in Great Britain. 

Where percentages do not add up to 100%, this may be 
due to computer rounding or multiple responses, or 
because ‘don’t know’ answers have been excluded.

Full details on the statistical reliability of the results are 
provided in the Appendix.

For differences between findings for different years (i.e.  
2003, 2004 and 2005) to be statistically significant, a 
percentage difference of more than four points is 
needed.



Profile of Private Motorists



Profile of Private Motorists 2005: 1
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Profile of Private Motorists 2005: 2
Length of time held full driving licence
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Profile of Private Motorists 2005: 3
Driving licence categories

All respondents held a driving licence to drive a car

18% also held a licence to drive a motorcycle

18% also held a licence to drive a van

Of those with more than one type of vehicle licence
90% drove a car most frequently

2% drove a motorcycle most frequently

8% drove a light van most frequently

Age of vehicle
23% had a vehicle under 3 years old 

75% had a vehicle over 3 years old

2% did not know

Unweighted base: All private motorists (1271)

Unweighted base: all private motorists (1271)

Unweighted base: All with more then one type of vehicle licence (321)



Profile of Private Motorists 2005: 4
Buying vehicles

Just over two thirds (67%) of all private motorists had not 
bought a new or used vehicle within the past 12 months

8% had bought a new vehicle.

25% had bought a used vehicle.

Selling vehicles
81% had not sold a vehicle.

19% had sold a vehicle.

Blue badge holders
7% were blue badge holders (disabled drivers).

Unweighted base: All private motorists (1271)



Profile of Private Motorists 2005: 
Internet usage

Do you have access to the Internet?

Unweighted base: All private motorists (1271)
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77% of motorists have 
Internet access

23% of motorists do not 
have Internet access -
significantly higher 
amongst those aged 55+ 
(44%)

Of those with Internet access, 
81% had used the Internet for 
online banking or to pay for 
goods & services and conduct 
other transactions.

Of the 23% of motorists who did 
not have Internet access, 17% 
plan to get Internet access 
sometime this year. 



Key Findings



Key Findings: Overall satisfaction
There has been a significant increase in overall satisfaction with 
the quality of service received from the Department for Transport 
Agencies (DfT)1 (83% in 2005, 68% in 2004 & 61% in 2003).  This 
increase may in part be a result of a change to the question this year 
(see notes below).

Over a fifth of motorists (22%) felt that the quality of service of the DfT
Agencies 1 was better than their expectations and 2% felt that the 
service was worse than their expectations.  

Key driver analysis was undertaken to look at which factors impact on 
motorists’ overall satisfaction with the DfT Agencies. This found that 
the following DVLA transactions have a high impact on overall 
satisfaction with the quality of service from the DfT Agencies1.  All 
were performing well and should be viewed as strengths:

Dealings with DVLA about driving licences.
Dealings with DVLA about vehicle registration or logbooks. 
Dealings with DVLA about road tax or declaring SORN. 

Although satisfaction with VOSA about the MOT test is high, it has a 
lower impact on motorists’ overall satisfaction with the DfT Agencies1.

1DVLA, DSA, VOSA & VCA



Key Findings: DVLA services
Over nine in ten (92%) motorists who had purchased road tax and 
declared SORN were satisfied with the quality of service received 
when purchasing road tax/declaring SORN.  This is a significant 
increase in satisfaction of 14 percentage points from 2004 (78%).

88% of motorists who had contacted the DVLA about a driving 
licence were satisfied with the quality of service they received.  This is 
a 20 percentage point increase from 2004 (68%).

86% of motorists who had contacted the DVLA about a logbook were 
satisfied with the quality of service when contacting the DVLA about 
logbooks.  This represents a 7 percentage point increase from 2004 
(79%). 

16% of private motorists indicated they had telephoned the DVLA in 
the last 12 months.

The main reason to telephone the DVLA was about driving licences (40%). 
71 % of those who telephoned the DVLA spoke to a person regarding their 
enquiry.  
22 % of those who telephoned the DVLA used the automated telephone 
system.

76% of all motorists with experience of the DVLA were satisfied with 
the ease of accessing information from the DVLA.



Key Findings: MOT test
92% of motorists who had taken their vehicle for an MOT test
in the last 12 months were satisfied with the quality of service
they received. This is a significant increase of 11 percentage 
points from 2004 (81%). 

There has been an increase in satisfaction from 2004 with: 
explanation of procedures (+10 percentage points), the fairness 
of MOT staff (+7 percentage points), the helpfulness of MOT 
staff (+5 percentage points), knowledge of MOT staff (+3 
percentage points) and condition of the returned vehicle (+2 
percentage points).



Key Findings: Compliance and 
Enforcement (1)

There has been a 10 percentage point increase in satisfaction 
with efforts made by the DfT Agencies1 to reduce harm to the 
environment (2005: 44% and 2004: 34%) and reduce driver 
and vehicle related crime (2005: 39% and 2004: 29%).  

Satisfaction has remained stable with efforts made by the DfT
Agencies1 to improve road safety (2005: 52% and 2004: 54%).

Over two in five motorists (41%) were satisfied that the DVLA 
ensures that illegal drivers are identified and penalised (38% 
were dissatisfied)

Of all private motorists:
1% admitted to driving whilst disqualified.
2% admitted that they had driven a vehicle not covered by their 
driving licence.
7% admitted that they had driven unaccompanied before they had 
a driving licence.

1DVLA, DSA, VOSA & VCA



Key Findings: Compliance and 
Enforcement (2)

27% of all private motorists were aware of the Green 
Label scheme for vehicles.

35% were aware that the VCA provides fuel consumption 
data for all vehicles.

71% of motorists stated that the levels of carbon dioxide 
emissions would influence their choice of vehicle.

78% of all private motorists stated they would be likely to 
use fuel consumption data when buying a vehicle.



Key Findings: Driver standards and 
training

Over three quarters of private motorists (79%) had not 
received any further training since they passed their 
driving test. This shows no significant change since 2004 
(81%). 

2% of all motorists had contacted the Driving Standards 
Agency (DSA) in the past 12 months about driver training 
or testing. 

39% of motorists were satisfied with the general standard 
of driving today while 42% were dissatisfied.

The main reasons cited for dissatisfaction with the general 
standard of driving today were ‘the poor standard of driving’
(29%), ‘aggressive driving’ (21%) and ‘lack of consideration 
for other road users’ (19%). 



Key findings: Likely take-up of new 
services (1)

Of those with Internet access and those who were likely to 
get access within the next 12 months, there was a high 
level of likely take-up of the following online services:

Purchasing road tax or declaring SORN (80%).

Email reminders when MOT test is due (75%).

Applying for a driving licence (72%).

Amending a vehicle registration certificate or logbook (68%).

Requesting a new tax disc and logbook when purchasing a 
vehicle (61%).

Take-up of all these services was higher amongst those 
aged 17-34. 



Key findings: Likely take-up of new 
services (2)

In comparison to the likely take-up of Internet services, lower 
take-up was recorded with text messaging services:

Requesting a form from the DVLA (28% likely).
Changing vehicle registration/driving licence details (24% likely).
Paying for road tax (21% likely).

50% of motorists stated that they would find it useful to receive 
a text message from the DVLA to remind them when their road 
tax was due. 

47% of motorists said that they would find it useful to receive a 
text message from VOSA to remind them when their MOT test 
is due. 

Over half of all private motorists (59%) said they would be likely 
to use their motor insurance company to purchase road tax on 
their behalf, if this involved no additional charge for the service.   



Detailed Findings



Overall Satisfaction and 
Expectations



Overall Satisfaction and Expectations: 
Summary 

83 % of private motorists were satisfied with the quality of 
service they had received from the DfT Agencies1 (compared to 
68% in 2004 and 61% in 2003 – but question wording was 
changed in 2005, see notes on following page). 

In comparison to ORC International’s overall satisfaction 
benchmark figure of 88%, taken from 50 Central Government 
organisations, DfT Agencies1 are underperforming slightly.  

Over a fifth of motorists (22%) felt that the quality of service of 
the DfT Agencies1 was better than they expected.

Over a third of private motorists (36%) expected the service 
provided by the DfT Agencies1 to be better than the private 
sector. 

1DVLA, DSA, VOSA & VCA



Satisfaction with the quality of service from the 
Department for Transport Agencies1

61%

68%

83%
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12% 2%

9%
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Satisfied Neutral Dissatisfied

2005: 83% 
satisfied

2004: 68% 
satisfied

2003: 61% 
satisfied

1DVLA, DSA, VOSA & VCA

Unweighted base: All private motorists (1271)



Main reasons for dissatisfaction with the quality of 
service from the Department for Transport 
Agencies1

Poor service/inefficient/slow: 9 mentions

High cost associated with motoring (road/car/petrol): 6 
mentions

Poor road maintenance/potholes in roads/number of 
roadworks: 3 mentions

Road tax used for purposes other than the roads/unfair 
road tax system: 2 mentions

Number of road tax dodgers/should tackle the problem of 
untaxed cars: 1 mention

1DVLA, DSA, VOSA & VCA



Department for Transport Agencies1: 
Expectation versus service

How did the overall quality of service compare with what 
you expected?

Better, 22%

Same, 65%

Worse, 2%

Don't know, 11%

Unweighted base: All private motorists (1271)

1DVLA, DSA, VOSA & VCA



Specific services that were a lot better: 1
Efficient and quick service – 17%

“The adviser I spoke to was quicker and more efficient than I 
thought he would be.”
“It is just very efficient; you are never waiting for anything.”
“Paying the road tax over the net was so much better than going 
to the Post Office - no waiting. It was quick to do and I had it back 
in no time.  A great improvement.”

Staff were helpful – 12%
“When I spoke to the lady on the phone it was excellent -
everything got done straightaway.”
“Just found when I phoned up they were friendly and helpful, 
which is not usual for government Agencies like the water board 
and so forth.”

Received documents quickly – 11%
“Receiving my vehicle documents was very quick.”

Unweighted base:  All who felt the service was a lot  BETTER than expected (113)



Specific services that were a lot better: 2

Overall a very good service – 5%

Online/use of Internet -5%

Communication/keeping you informed/being reminded - 3%

Had no problems – 3%

Improving methods – 2%

DVLA call centre -1%

Unweighted base:  All who felt the service was a lot  BETTER than expected (113)



Specific services that were a lot worse

“Bought a car and had to wait two months for the logbook.”

“Vehicle had a SORN and they had disputed that I had a 
SORN.  They did not reply to two of my letters.  They ignored it, 
I then sent two further letters to Court to prove that I had sent 
the letters and they did not reply to these either.”

“DVLA, who have not updated their computer and the 
automated telephone service, is appalling.”

“I was trying to access the automated service to renew road tax 
and I gave up and walked to the Post Office.  The automated 
system was too complex.  I did not have faith that the records I
was going to give would be accurate.”

Unweighted base:  All who felt the service was a lot  WORSE than expected (7)



DfT Agencies1: Expectations 
compared to the private sector

Do you expect the service to be better, the same or 
worse than the quality of service provided by the private 
sector?

Better than the private 
sector, 36%

Same , 52%

Worse than private 
sector, 7%

Don't know, 5%

Unweighted base: All private motorists (1271)

1DVLA, DSA, VOSA & VCA



Vehicle Logbooks



Vehicle Logbooks: Summary
Nearly a quarter (23%) of all private motorists had 
contacted the DVLA about a vehicle registration 
certificate or logbook in the past 12 months.

86 % of motorists who had contacted the DVLA about a logbook 
were satisfied with the quality of service.  This represents a 7
percentage point increase from 2004 (79%). 

The main reasons to contact the DVLA about logbooks were to 
notify the DVLA about a change of vehicle keeper (27%), to notify 
the DVLA about a change of vehicle details (17%) and to change 
an address or name (15%).

High levels of satisfaction were recorded with the quality of service 
received when motorists contacted the DVLA to change address 
or name (92%) and to notify a change of vehicle details (91%).

The main method used to contact the DVLA was sending a letter 
or form to the DVLA (65%).



Overall satisfaction with the quality of service when 
contacting DVLA about logbooks

Unweighted base: All who have contacted the DVLA about a logbook within the past 12 
months (270)
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Reasons for dissatisfaction with the quality of 
service when contacting DVLA about logbooks

4 % of motorists who contacted DVLA about a logbook within 
the past 12 months were dissatisfied (15 people in total). 

Reasons included:
Slow response/takes too long to get information- 5 mentions

“Because transferring the number took 3 weeks, getting new registration documents 
took 3 weeks.”

Had to travel/not available locally- 2 mentions
“Just because I had to travel to Dundee to get a licence plate for my car.”

Recorded message /difficult to speak to someone- 2 mentions
“To speak to any human person via telephone is near to impossible and frustrating.”

Given incorrect information- 1 mention
“Rang to find out how to register personalised plate, they said to go to the local office 
and that they would do it for me.  However when I got there, they could not do it and 
had to send to Swansea which took 5 to 10 days.”



Vehicle Logbooks
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21%

1%
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Unweighted base: All private motorists (1271)

Over three-quarters of private motorists surveyed were the 
registered keeper of their vehicle.



Contact with the DVLA about logbooks
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23 % of all private motorists had contacted the DVLA 
about a vehicle registration certificate or logbook in the 
past 12 months 

Unweighted base: All who have contacted the DVLA about a vehicle logbook within the past 12 months (276)



Satisfaction with quality of service in 
relation to the reason for contact
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Methods used to contact the DVLA 
about logbooks (1)

Unweighted base: All who have contacted DVLA within past 12 months (excluding those who did not recall  how they 
contacted them) 270

65%

8%

25%

1%

2%

2%

1%

1%

1%

5%

Can't remember

Online/website

They contacted me

Other

Through the dealership
where we bought the car

Post Office

Emailed the DVLA

Visited a DVLA Local
Office

Phoned the DVLA

Sent a letter or form to
the DVLA

Main method used to 
contact the DVLA about a 
logbook was sending a 
letter or form to the DVLA



Methods used to contact DVLA about 
logbooks (2)

Unweighted base: All who have contacted DVLA within past 12 months 

(excluding those who did not recall  how they contacted them) 270

I visited a DVLA 
Local Office

I sent a letter or 
form to the DVLA I phoned the DVLA

I emailed the 
DVLA

Through the dealership 
where we bought the car Post office

Online/
website

About a 1st 
registration 3 19 3 - 2 - -

About a new-style 
vehicle certificate 2 7 3 - - - -

To notify a change 
of vehicle keeper 3 61 8 2 2 - -

To notify a change 
of vehicle details 1 34 11 1 1 - -
To change a 
number plate 6 3 3 - - - 1
To change an 
address or name 1 32 8 2 - - 1
To apply for a 
duplicate or 
replacement 
logbook 4 8 7 - 1 - -
Renew road tax 1 1 4 - - 2 2
Renew license - 2 2 - - - -
General 
enquiry/had 
problem - 1 6 1 - - -

 How did you contact the DVLA about this?



Road Tax



Road Tax: Summary
Over four in five motorists (82%) had purchased road tax within 
the past 12 months and 10% had declared SORN within the 
past 12 months.

Over nine in ten motorists (92%) who had purchased road tax 
and declared SORN were satisfied with the quality of service 
received when purchasing road tax/declaring SORN. This is a 
significant increase in satisfaction of 14 percentage points from 
2004 (78%).  

The main method used by motorists to purchase road tax and 
declare SORN was at the Post Office (90%).

4% had used the Internet to purchase road tax and declare 
SORN. The main reason (49%) given for not purchasing road 
tax/declaring SORN online was that motorists were not aware 
of the Internet service despite having Internet access. 

A high proportion (81%) of those who were not aware of the Internet 
service to purchase road tax/declare SORN said that had they known 
about the service they would have been likely to use it. 



Overall satisfaction with the quality of 
service when purchasing road tax 

Unweighted bases: purchased tax (1057)
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Overall satisfaction with the quality of service when 
purchasing road tax/declaring SORN

Unweighted bases: overall (1077), purchased tax (1057), declared SORN (115)
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Reasons for dissatisfaction with the quality of 
service when purchasing road tax/declaring SORN

A total of 3% of motorists were dissatisfied with the quality of
service when purchasing road tax/declaring SORN (33 
motorists in total).

Reasons for dissatisfaction included:
Long queues at Post Office- 13 mentions

“Because I had to go in my lunch hour and there was a massive queue, which took an 
hour to get through and it ruined my lunch hour.”

Local Post Office does not issue road tax/had to go to main Post
Office- 7 mentions

“My local Post Office does not issue car tax so I have to go to the next one further away.”

Slow service at Post Office- 6 mentions
“The Post Office was busy, yet one of the staff thought it was more worthy to chat with 
her friend rather than serve the customers.”

Staff need better training/attitude- 5 mentions
“Because they need training.”

Takes a long time to get money back- 1 mention



How is road tax purchased?
In the past 12 months, of all private motorists:

82 % purchased road tax
10 % declared SORN
16 % did neither of these

Unweighted base: All private motorists (1271)

Most recent method of transaction:
90 % at the Post Office 
4 % by Internet
3 % by Post
1% at a DVLA Local Office
1 % by the automated telephone service 

Unweighted base: All who had purchased road tax or 
declared SORN (1077)

Most recent transaction:

66% purchased road tax

31% declared SORN
Unweighted base: All who had purchased road tax 
and SORN  (95)

Payment method:

40% cheque

31% cash

19% debit card

4% credit card
Unweighted base: All who purchased road 

tax (1024)



Reasons for not purchasing road tax/ 
declaring SORN over the Internet

Unweighted bases: all who did not use the Internet to buy tax/apply for SORN  but had 
Internet access (795)
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error

•Left it too late
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•Preferred to pay in cash



Likelihood of purchasing road tax/ 
declaring SORN over the Internet

All who were not aware of the Internet service (49%) 
were asked how likely or unlikely it is that they would 
have used the Internet to purchase road tax/declare 
SORN had they known about it.

58%
22%

10%
5%

Very likely 
Fairly likely 
Not very likely 
Not at all likely 

All who were not aware of 
the Internet service (49%):

81% likely to have used 
online service if aware

15% not likely to have used 
online service if aware

Unweighted bases: all who were not aware of the Internet service to purchase tax/apply for SORN (372)



MOT Tests



MOT: Summary (1)
66% of private motorists had taken a vehicle for an MOT test in 
the last year.

55% of these received a new style MOT certificate.

92% of motorists who had taken their vehicle for an MOT in the 
last 12 months were satisfied with the quality of service they 
received when they took their vehicle for an MOT test.  This is a 
significant increase of 11 percentage points from 2004 (81%). 

There has been an increase in satisfaction from 2004 with: 
explanation of procedures (+10 percentage points), the fairness of 
MOT staff (+7 percentage points), the helpfulness of MOT staff 
(+5 percentage points), knowledge of MOT staff (+3 percentage 
points) and condition of the returned vehicle (+2 percentage 
points).

Key driver analysis was conducted to determine the key drivers of 
overall satisfaction with the quality of service received when 
motorists took their vehicle for an MOT. The analysis revealed that 
the knowledge of staff has a strong impact on overall satisfaction 
and this aspect of the service has a high performance rating.  



MOT: Summary (2)

The following attributes have a relatively lower impact on 
overall satisfaction but all are performing well: helpfulness of
MOT staff, explanation of MOT procedures, fairness of staff 
and the condition of the vehicle when it is returned. 

The consistency of standards between garages is an aspect of 
the service which is underperforming, but analysis shows that 
this has a relatively low impact on overall satisfaction with the 
quality of the MOT test.

Three-quarters of motorists (75%) with Internet access felt that 
an email from VOSA to remind them when their MOT is due 
would be useful.  

Just under half of all motorists (47%) felt that it would be useful 
to have a reminder text message from VOSA when their MOT 
is due. 



Satisfaction with the quality of service 
received when the vehicle was taken for its 
MOT test

Unweighted base: All who had taken their vehicle for an MOT in the last 12 
months (848)
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Most recent MOT 
66% of private motorists had taken a vehicle for an MOT 
test in the last year.

78% passed the MOT first time.

21% failed the MOT first time. 

All who had failed their MOT were asked how satisfied 
they were that they were provided with a clear 
explanation of the reasons why the vehicle failed the test.

67%

26%

2%

2%

1%

Very satisf ied 

Fairly satisf ied 

Neither satisf ied nor
dissatisfied 

Fairly dissatisf ied 

Very dissatisfied 

Satisfaction with 
explanation: 94%

Dissatisfaction with 
explanation: 3%
1% no explanation 
given

Unweighted base: All who had 
failed MOT in past 12 months (175)



Confidence in the MOT 

44% 44%
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88% of motorists were confident that if 
a vehicle passes the MOT test then it 
is completely roadworthy. 

Unweighted base: All private motorists (1271)

The 5% who had 
no confidence were 
asked their 
reasons:
•Do not trust some 
garages/dodgy garages 
(34%)

•Test not stringent/does not 
cover everything (27%)

•Poor quality of staff 
/incompetent (20%)

•Tests vary/inconsistent 
(19%)

•MOT is only on the day 
/something could go wrong 
tomorrow (15%)

•Car is old (6%)
•Unweighted base: All who are not 
confident that a vehicle is 
roadworthy if it passes (64)



New style MOT certificates
Of those who had taken a vehicle for an MOT test in the last 
year.

55 % of these received a new style MOT certificate.

Awareness of the functions of the new certificate:

3%4%92%It is proof of a valid MOT test

54%17%29%It enables motorists to buy road tax over 
the Internet

Don’t knowNoYes

Unweighted base: All who had received a new style MOT certificate (462)



Satisfaction with MOT tests in general (1)
Thinking about MOT testing generally, how satisfied are you with…

Unweighted base: All who had taken their vehicle for an MOT in the last 12 months (848)

The knowledge of 
the staff 
responsible for the 
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MOT staff treat all 
customers fairly
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Satisfaction with MOT tests in general (2)
Thinking about MOT testing generally, how satisfied are you with…

Unweighted base: All who had taken their vehicle for an MOT in the last 12 months (848)
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The consistency 
of standards from 
one garage to 
another

36% did not know 
- probably 
because they 
always use the 
same garage 



Satisfaction with MOT tests in general (3)
Thinking about MOT testing generally, how satisfied are you with…

Unweighted base: All who had taken their vehicle for an MOT in the last 12 
months (848)
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Reasons for dissatisfaction with consistency of 
standards from one garage to another

16% of all motorists who had had an MOT within the last 12 months were 
dissatisfied with the consistency of standards from one garage to another. 

Unweighted base: All who were dissatisfied with the consistency of standards from one garage to 
another (128)

6%

7%

8%

27%

88%

0% 20% 40% 60% 80% 100%
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treatment of

women

Difference in
price

Bad
experience/poor

treatment

Can't trust
them/charged too

much

Inconsistency of
standards
garages

Responses of less than 5% 
were:

•Poor standard of work (4%)

•Staff not knowledgeable (3%)

•Lack of information (3%)

•Things go wrong after 
passing MOT (2%)

•Inconsistent focus/some 
garages concentrate on lights 
(1%)



Reasons for dissatisfaction with MOT staff 
treating all customers fairly

8% of all motorists who had an MOT within the last 12 months were 
dissatisfied with MOT staff treating all customers fairly.

Unweighted base: All who were dissatisfied with MOT staff treating all customers fairly (64)
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MOT reminders

Unweighted bases: email (all with Internet access, 1016) and text message (all private motorists, 1271) 

How useful would it be..

28%

50%

19%

25%

28%

10%

19%

12%

To have a
reminder text

message from
VOSA when MOT

test is due

To have a
reminder email

from VOSA when
MOT test is due 

Very useful Fairly useful Not very useful Not at all useful

Email

Text message

17-34 year 
olds were 
significantly 
more likely to 
state that 
they would 
find it useful 
to have a 
reminder by 
text message 
(64%) and 
email (82%)  
than the 
other age 
groups



Key driver analysis plot: MOT 

Knowledge of 
staff

Helpfulness of 
MOT staff

Consistency of 
standards 
between 
garages

Degree to which 
MOT procedures 

are explained

Customers 
treated fairly by 

staff

Condition in 
which vehicle is 
returned to you

50

75

100

Pe
rf

or
m

an
ce

 (%
 fa

vo
ur

ab
le

)

HighLow

Strengths

ImproveMonitor

Maintain

Impact



Driver Licensing



Driver Licensing: Summary

16% of private motorists had been in contact with 
the DVLA about a driving licence in the past 12 
months.

88% of motorists who had contacted the DVLA about a 
driving licence were satisfied with the quality of service they 
received. 
The main reason for contacting the DVLA about a driving 
licence was to change address (37%).
High levels of satisfaction were recorded with the quality of 
service for all contacts with the DVLA about a driving 
licence.
The main method of contacting the DVLA about a driving 
licence was to send a letter or a form to the DVLA (67%).  
This is comparable to the main method used to contact the 
DVLA about logbooks (65%).



Satisfaction with the quality of service when 
contacted DVLA about driving licence

Unweighted base: All who had contacted DVLA about a driving licence (188)

81%

68%

88%

9%

9%

6% 5%

20%

6%2003

2004
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Satisfied Neutral Dissatisfied

Satisfaction 
with driving 
licence:

2005: 88%

2004: 68%  

2003: 81% 



Reasons for dissatisfaction with the quality 
of service from DVLA about driving licence

In 2005, 5% of motorists who had contacted DVLA about a 
driving licence were dissatisfied with the quality of service (10 
in total).  Reasons given were:

“They said they would send some applications to me, which I never received.”
“Very long time to answer the call.  Not particularly helpful.  Was not happy with the 
explanation.”
“We still haven't received the licence back yet and it's been a few months.”
“The procedures seem to me to be rather convoluted. That is really the problem. They 
are pretty inaccessible.”
“They did not tell me that I had to send in my marriage and birth certificate. I had 
already asked if everything was ok and was told yes.”
“Because the process for converting the licence is simple but they wanted you to 
send the licence along with your passport which I was not prepared to do as I travel 
almost every week. The Post Offices that are able to authorise it for use are here and 
there and there is no local one for me to go to.”
“Put through to three different places.  As passport was stolen along with my licence it 
was difficult to get it replaced.   Eventually I got a hire car and it was actually the hire 
car company that gave me the info.”
“I sent it away for a change of address and it still hasn't come back - 4 to 5 months 
ago, lost wallet.”
“Because my son is higher banded disabled, he is entitled to a licence earlier than 
normal people and this was explained in a letter to DVLA but when the licence 
arrived, it wasn't dated correctly and we had to return it and we did not get it back.”.



Contact with the DVLA about driving licence
16% of private motorists had been in contact with the DVLA about

a driving licence in the past 12 months.

The main reasons for contact were:

Unweighted bases: All who contacted DVLA about a driving licence (188)

Reason %
Change of address 37%
Renew licence as aged 70 9%
Provisional to full licence/passed test 6%
Lost licence- photocard 5%
New licence needed /needed a licence /applying for a licence 5%
Change of names 5%
Send off licence because of points/to have points put on/acquired points 4%
Update from old to new /with photo/new card 4%
Medical reasons/diabetic /need medical note to say okay to drive 3%
Lost licence- whole licence 3%
Speeding ticket/fine /endorsement 3%
Apply for provisional /LGV licence 3%
Licence stolen 2%
To have points removed /when points are to be taken off 2%
Getting licence back/re -apply/reinstate 2%
Change of vehicle entitlement category 2%
From overseas/needed one /change from foreign to UK licence 1%
Query/enquiry (unspecified) 1%
Lost licence- paper counterpart      -% 



Method used to contact the DVLA 
about driving licence (1)

Over two thirds contacted the DVLA about a driving 
licence through sending a letter or form to the DVLA.

Unweighted bases: All who contacted DVLA about a driving licence (188)

67%

24%

4% 4% 3% 3% 2% 1%
0%

10%

20%

30%

40%

50%

60%

70%

80%

I sent a letter or
form to the DVLA

I phoned the
DVLA

Post office/form
from Post Office

By third
party/insurance

co/hospital/police
sent it

I visited a DVLA
Local Office

I emailed the
DVLA

Online They contacted
me/sent a letter



Method used to contact the DVLA 
about driving licence (2)

Unweighted bases: All who contacted DVLA about a driving licence (188)

I visited a 
DVLA Local 
Office

I sent a letter 
or form to the 
DVLA

I phoned the 
DVLA

I emailed 
the DVLA Online

They 
contacted 
me/sent a 
letter

Post 
office/form 
from Post 
Office

By third 
party/insurance 
co/hospital/police sent 
it

Change of address 3 56 8 1 - - 2 -
Renew licence as aged 70 1 14 3 - - 3 1 -
New licence needed/needed a 
licence/applying for a licence - 7 3 - - - 1 -
Change of names - 7 3 - - - - -
Lost licence- photo card - 5 3 - - - 1 -
Provisional to full licence/passed 
test 1 7 2 1 1 - - -
Update from old to new/with 
photo/new card - 5 2 - - - 1 -
Lost licence- whole licence - 2 4 - - - - -
Medical reasons/diabetic/need 
medical note to say okay to drive - 1 2 - 1 - - 1
Send off licence because of 
points/to have points put 
on/acquired points - 2 1 - - - 1 2

Speeding ticket/fine/endorsement - 5 - - - - - 1

Apply for provisional/LGV licence - 4 1 - - - - -
To have points removed/when 
points are to be taken off - 2 3 - - - - -



Satisfaction with quality of service in 
relation to the reason for contact
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Driver Training and 
Standards



Driver Training and Standards: 
Summary

Over three quarters of private motorists (79%) had not 
received any further training since they passed their 
driving test. This shows no significant change since 2004 
(81%). 

2% of all motorists had contacted the Driving Standards 
Agency (DSA) in the past 12 months about driver training 
or testing. 

39% of were satisfied with the general standard of driving 
today while 42% were dissatisfied.

The main reasons cited for dissatisfaction with the general 
standard of driving today were ‘the poor standard of driving’
(29%), ‘aggressive driving’ (21%) and ‘lack of consideration 
for other road users’ (19%). 



Formal training

What formal training, if any, have you received since you 
passed your driving test?

An advanced driving course – 7%

Commercial or vocational training – 6%

Occupational Driver Appraisal – 4% 

Pass Plus –3%

HGV licence –1% 

Army/Army driving test –1% 

Motorcycle test/training –1% 

Employer test/training –1% 
Unweighted base: All private motorists (1271)



Interaction with DSA

2% of all motorists had contacted the Driving 
Standards Agency (DSA) in the past 12 months 
about driver training or testing (19 in total).

Of those who had contacted the DSA in the past 12 months, 
15 motorists were satisfied with the way in which their 
enquiry was handled by DSA.

3 motorists were dissatisfied with the way in which their 
enquiry was handled by DSA.  



Satisfaction with driving today
How satisfied or dissatisfied are you with the general standard of 
driving today?

Satisfied, 39% Neutral, 17% Dissatisfied, 42%

Very satisfied: 4%

Fairly satisfied: 36%

Neither: 17%

Fairly dissatisfied: 29%

Very dissatisfied: 13%

Unweighted base: All private motorists (1271)



Reasons for dissatisfaction with 
driving today- coded responses

Unweighted base: All who were dissatisfied with the general standard of driving (540)

Reason %
Lack of consideration for other road users 33%
Poor standard of driving /lunatics on the road 29%
Aggressive driving/no patience/in a hurry 21%
People drive too fast 17%
No/poor signalling 11%
Youngsters drive too fast/badly 10%
Too much tail-gating /cutting in 7%
Highway code/rules of the road disregarded/not known 6%
Bad state of roads /congestion 5%
People driving whilst on the phone 5%
Stricter driving test 5%
Poor motorway driving /lessons/test for motorway driving 4%
Re-testing for old people 4%
Poor lane discipline 4%
Lack of concentration 2%
Bad driving at roundabouts 2%
Poor/bad overtaking 2%
Foreigners driving with no licence 2%
People drive too slow 2%
Elderly drive too slow 1%
No tax/insurance 1%



Reasons for dissatisfaction with 
driving today- comments

“I do about 50,000 miles a year and some of the horrific driving you see is quite 
scary.”

“It is the standard of driving of people in a hurry, people do not look anymore, or they 
do not give way.  There is no road courtesy anymore.  Older people should not be 
allowed to drive, they drive too slow.”

“People should do a motorway-driving course as part of their driving test.  The 
average driver does not appear to be aware of everything going on.  A very large 
group of bad drivers, which is largely due to ignorance.”

“Because there are many drivers that do not understand the rules of the road and 
that are inconsiderate.”

“No courtesy on the road.  Everybody seems to be in a hurry.”

“I think the standard of driving is nowhere near as good as it used to be.  It is 
probably because there are more cars and things happen quicker because of that, 
but there seem to be more idiots about than there used to be.”

“Youngsters speeding.  Young drivers speeding.  Some drivers have no courtesy.  
There are many ignorant drivers on the road.”

“There are many bad drivers on the road - some people do not understand the 
basics.”

“50% of people do not have a licence, have not learnt how to drive, no insurance.”



Compliance and 
Enforcement



Compliance and Enforcement: 
Summary (1)

There has been a 10 percentage point increase in 
satisfaction with efforts made by the DfT Agencies1 to 
reduce harm to the environment (2005: 44% and 2004: 
34%) and reduce driver and vehicle related crime (2005: 
39% and 2004: 29%). However, 

27 % of motorists were dissatisfied with efforts made by the DfT
Agencies1 to reduce harm to the environment.  Their main reason 
was that not enough is being done in this area (23%).  
26 % of motorists were dissatisfied with efforts made by the DfT
Agencies1 to reduce driver and vehicle related crime. Similarly, 
their main reason was that not enough is being done to reduce 
driver and vehicle related crime (27%).  

There has been little change in satisfaction with efforts 
made by the DfT Agencies1 to improve road safety (2005: 
52% and 2004: 54%).

21 % of motorists were dissatisfied with efforts made by the DfT
Agencies1 to improve road safety. Their main reason for 
dissatisfaction was that there is too much emphasis on speed 
cameras (22%). 

1DVLA, DSA, VOSA & VCA



Compliance and Enforcement: 
Summary (2)

Over two in five motorists (41%) were satisfied that the DVLA ensures 
that illegal drivers are identified and penalised (38% were dissatisfied)

Of all private motorists:
1% admitted to driving whilst disqualified.
2% admitted that they had driven a vehicle not covered by their driving 
licence.
7% admitted that they had driven unaccompanied before they had a
driving licence.

27% of all private motorists were aware of the Green Label scheme 
for vehicles.

35% were aware that the VCA provides fuel consumption data for all 
vehicles.

71% of motorists stated that the levels of carbon dioxide emissions 
would influence their choice of vehicle.

78% of all private motorists stated they would be likely to use fuel 
consumption data when buying a vehicle.



Satisfaction with efforts made by the 
Department for Transport Agencies1 to:

Unweighted base: All private motorists (1271)

1DVLA, DSA, VOSA & VCA
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Reasons for very satisfied responses with efforts 
made by the Department for Transport Agencies to:

Reduce harm to the environment (72 in total)

• More focus on and awareness of emissions/legislation/stricter/low emissions 
13%

• Unleaded petrol/fuel 8%

• Speed cameras 3%

• More police involvement/more police 2%

• Bus lanes/certain times in lanes 2%

• Trying to make us use public transport 2%

• Road humps/ramps/speed bumps 1%

• Don’t know 48%

“Vehicle emissions are 
being taken into 

consideration and 
people are being 

encouraged financially 
to have low emissions 

or to have vehicles with 
low emissions.”

“By promoting super-
unleaded petrol and 

diesel.”

Unweighted base: All who very satisfied with efforts to reduce harm to the environment (72)



Reasons for dissatisfaction with efforts made by 
the Department for Transport Agencies to:

Reduce harm to the environment (27% of motorists)

Unweighted base: all who dissatisfied with efforts made by DfT to reduce harm to the environment (330)

Reason %
Not enough is being done /more should be done 23%
Exhaust fumes/air pollution 17%
More development of environmentally friendly transport/fuels etc 14%
Better/subsidised public transport 12%
Too many cars on the road/too much congestion 9%
No affordable environmental alternatives/cheaper green fuels 4%
More incentive to go green 3%
Too much road building 2%
Traffic calming slows vehicles/more pollution 2%
Promote car sharing 2%
Still using fossil fuels 2%
Bigger cars should pay higher tax 1%
Not enough encouragement 1%
Poor road conditions 1%



Reasons for very satisfied responses with efforts 
made by the Department for Transport Agencies to:

Reduce driver and vehicle related crime (72 in total)

• Speed cameras 5 %

• More police involvement/more police 3 %

• Road humps/ramps/speed bumps 3 %

• Huge billboards - graphic and shocking 2 %

• Don’t know 53 %

“Speed cameras - I 
agree with them.”

“Definitely seen the 
campaign on TV 
regarding vehicle safety 
and security.”

Unweighted base: All who very satisfied with efforts to reduce driver and vehicle-related crime (72)

“Computerisation - having systems to 
detect and check on vehicle licence 
plates, they can also bring up information 
on the car to see if it is stolen.”



Reasons for dissatisfaction with efforts made by 
the Department for Transport Agencies to:

Reduce driver and vehicle related crime (26% of motorists)

Unweighted base: All who dissatisfied with efforts made by DfT to reduce driver and vehicle related crime (341)

Reason %
Nothing is being done 27%
Too much crime/cars vandalised/burnt/stolen etc 17%
Not enough punishment /punishments too lax /petty 10%
Too many drivers without tax/insurance/licence 10%
Police not interested /too busy/low priority 8%
More police presence 7%
Personal experience 4%
Car manufacturers could do more/tracking devices 3%
Not priority/no one interested 3%
Emphasis on speed only 2%
Too much drink driving 2%
People driving whilst on the phone 2%
Clamp down on the wrong people 2%
More/better lighting 1%
What they are doing does not work 1%
Too much reliance on speed cameras /just collect money/in wrong 
place 1%
Better safety in car parks/better parking bays 1%



Reasons for very satisfied responses with efforts 
made by the Department for Transport Agencies to:

Improve road safety (91 in total)

• Speed cameras 14%
• Road humps/ramps/speed bumps 9%
• Reduce speed limit 6%
• Road improvements 3%
• More police involvement/more police 3%
• Traffic calming 2% 
• Road signs to slow down/accident notification 2%
• Better sign posting/directions 1%

• Don’t know 49%

“I think speed cameras 
are wonderful. They 

stop many accidents”

“Speed ramps and the 
speed limits have been 
dropped from 60 to 40 
in urban areas.”

Unweighted base: All who very satisfied with efforts to improve road safety (91)

“They assess accident spots and make 
changes quite quickly. They are also very 
good in terms of very well marked 
notification on the road of any problems 
ahead such as roadwork or accidents.”



Reasons for dissatisfaction with efforts made by 
the Department for Transport Agencies to:

Improve road safety (21% of motorists)

Unweighted base: All who dissatisfied with efforts made by DfT to improve road safety (276)

Reason %
Too much emphasis on speed cameras/too many cameras 22%
Not enough done/have done nothing/difficult to get anything done 15%
Poor road conditions 10%
Too many speed bumps 10%
People drive too fast /speeding 5%
More police patrols on the road 4%
More awareness necessary 4%
Too many road signs 4%
Better training for drivers 4%
People driving without insurance/licence/tax 4%
On-going assessment/re-test/monitor after test 3%
Inadequate punishments for breaking the law 3%
Poor traffic flow 3%
Too many accidents 2%
Not tackling the root of the problem 2%
Poor standards of driving 1%
Not enough speed humps 1%
Too many road works 1%
Not enough attention on smaller roads 1%
Better town planning 1%
Too much traffic /congestion 1%
More crossings 1%



Illegal drivers
How satisfied are you that the DVLA ensures that illegal drivers
are identified and penalised?

1% admitted to driving whilst disqualified.

2% admitted that they had driven a vehicle not covered by their driving 
licence.

7% admitted that they drove unaccompanied before they had a driving 
licence.

Satisfied, 41% Neutral, 14% Dissatisfied, 38%

Unweighted base: All private motorists (1271)

More males, non white motorists and 
motorists aged 35-54 were involved in the 
above illegal activities.  



Environment (1)
27% of all private motorists were aware of the Green 
Label scheme for vehicles.

71% stated that the levels of carbon dioxide emissions 
would influence their choice of vehicle.

35% were aware that the VCA provides fuel consumption 
data for all vehicles.

Of those that were aware, 28% had used this data.
89% of these motorists were satisfied with the data.
3% of these motorists were dissatisfied with the data. Their 
reasons included:

“I do not believe the 
figures are 
representative of typical 
driving.”

“I think that it is misleading.  
They do not do real life tests 
under road conditions instead 
they use a race track which is 
not realistic.”

“I find it difficult to 
quantify and 
understand.”

Unweighted base: All private motorists (1271)



Environment (2)

78% of all private motorists stated they would be likely to 
use fuel consumption data when buying a vehicle.
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Unweighted base: All private motorists (1271)



Communications and New 
Services



Communications and New Services: 
Summary (1)

16% of private motorists indicated they had telephoned the DVLA in 
the last 12 months.

The main reason to telephone the DVLA was about driving licences (40%). 
71% of those who telephoned the DVLA spoke to a person regarding their 
enquiry.  

High levels of satisfaction were recorded with the knowledge of staff (90%) and 
getting the necessary information (84%).
Lower levels of satisfaction were recorded with the time taken to get through to 
the right person (67%). However, satisfaction was higher amongst those who 
had made contact within the last 3 months (75%).

22% of those who telephoned the DVLA used the automated telephone 
system.

Over half were satisfied with the overall way that the enquiry was dealt with 
(52%) and a third (33%) were satisfied with the length of time that the call took.  
No significant differences were found based on when the contact was made due 
to the low sample base. 

Over three quarters of all motorists with experience of the DVLA
(76%) were satisfied with the ease of accessing information from the 
DVLA.



Communications and New Services: 
Summary (2)

77% of motorists had Internet access. 
Of the 23% who did not have Internet access, 17% planned to get 
Internet access sometime this year.

Of those with Internet access and those who were likely to get 
access within the next 12 months, there was a high level of 
likely take-up of the following online services:

Purchasing road tax or declaring SORN (80%).

Applying for a driving licence (72%).

Amending a vehicle registration certificate or logbook (68%).

Requesting a new tax disc and logbook when purchasing a vehicle 
over (61%).

Take-up of all these services was higher amongst those aged 
17-34. 



Communications and New Services: 
Summary (3)

In comparison to the likely take-up of Internet services, 
lower take-up was recorded with text messaging 
services:

Requesting a form from the DVLA (28% likely).
Changing vehicle registration/driving licence details (24% 
likely).
Paying for road tax (21% likely).

50% of motorists stated that they would find it useful to 
receive a text message from the DVLA to remind them 
when their road tax was due. 

Over half of all private motorists (59%) said they would 
be likely to use their motor insurance company to 
purchase road tax on their behalf, if this involved no 
additional charge for the service.   



Telephoning the DVLA
16% of private motorists had telephoned the DVLA in the last 12 
months (187 in total).

31% had telephoned in the last 3 months.

65% had telephoned more than 3 months ago. 

Of those who had telephoned the DVLA in the last 12 months, their 
reasons were:
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Satisfaction with telephoning the 
DVLA- speaking to a person (1)

71% of those who had made contact by telephone spoke to a 
person regarding their enquiry.
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Unweighted base: All who had spoken to a person at DVLA (135)



Satisfaction with telephoning the 
DVLA- speaking to a person (2)

Unweighted base: All who had spoken to a person at DVLA (135)

Satisfaction in relation to when contact was made
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Satisfaction with telephoning the 
DVLA- via the automated system (1)

22% of those who had made contact by telephone dealt 
with their enquiry through the automated telephone 
system.
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Satisfaction with telephoning the 
DVLA- via the automated system (1)
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significant differences can 
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Satisfaction in relation to when contact was made

Unweighted base: All who used the DVLA automated system (38)



Satisfaction with ease of accessing 
information from the DVLA

Unweighted base: All private motorists with experience of DVLA (1056)
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DVLA services via the Internet

Unweighted bases: to purchase road tax (372), to apply for a driving licence (1016), to 
amend or update logbook (1016) , to inform about ownership (192), to request new 
documents (1016), 

How likely would you be to use the Internet …
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Reasons for not applying for a driving 
licence online

27% stated that it was unlikely that they would apply for a 
driving licence online despite having Internet access. 
Their reasons were:

Unweighted bases: All who are unlikely to apply for a driving licence online (292)
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DVLA services via text message 
How likely would you be to use text message …

2 9% 2 1% 3 3%1 6%
T o  rem in d  yo u
tha t yo u r roa d

ta x  is  d ue

Ve ry  us e fu l
F a ir ly  u s e fu l
N o t ve ry  u s e fu l
N o t a t a ll us e fu l

Unweighted base: All who were able 
to use text  messaging (1150)

How useful would you find it to receive a text message from the DVLA….

12%

14%14%

48%

47%

39%

11%

11%

10%

24%

28%

29%To pay for road tax 

To change your vehicle registration
or driving licence details  

To request a form from the DVLA  

Very likely
Fairly likely
Not very likely
Not at all likely

Unweighted base: All who were able to use text  messaging (1150)



DVLA services via intermediaries
If your motor insurance company could renew your road tax for 
you, how likely would you be to use this service? Your motor 
insurance company would take a one-off payment from you for the 
cost of the tax disc, and your tax disc would be sent to you in the post.  
There would be no extra charge for this service.  
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Key Driver Analysis



Key Driver Analysis: Summary
The key driver analysis highlighted that the following DVLA transactions have a high 
impact on overall satisfaction with the quality of service from the DfT Agencies1.  All are 
performing well and should be viewed as strengths of the DfT Agencies:

Dealings with DVLA about driving licences.

Dealings with DVLA about vehicle registration or logbooks. 

Dealings with DVLA about road tax or declaring SORN. 

Although dealings with VOSA about the MOT test is performing well, it has a lower impact 
on motorists’ overall satisfaction with the DfT Agencies1.

The following four attributes have relatively less impact on motorists’ overall satisfaction 
with the DfT Agencies:

Efforts made by the DfT Agencies to reduce harm to the environment.

Efforts made by the DfT Agencies to improve road safety.

Efforts made by the DfT Agencies to reduce harm to reduce driver and vehicle related 
crime.

DVLA ensuring that illegal drivers are identified and penalised.

1DVLA, DSA, VOSA & VCA



Identifying the Drivers of Satisfaction
Interpreting Analysis & Presenting Results
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Key Driver Analysis Plot: Overall 
satisfaction
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Appendix



Appendix A: 
Statistical reliability



Statistical Reliability- 1
Sampling 

The private motorists who participated in the survey are 
only a sample of the total population of motorists in Great 
Britain. Therefore we cannot be certain that the figures 
obtained are exactly those we would have if all private 
motorists had been interviewed (the ‘true’ values).  
However, we can predict the variation between the sample 
results and the ‘true’ values from knowledge of the size of 
the samples on which the results are based, and the 
number of times that a particular answer is given.

The confidence with which we can make this prediction is 
usually chosen to be 95% - that is, the chances are 95 in 
100 that the ‘true’ value will fall within a specified range.  


