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ALL USER SURVEY - SUMMARY OF RESULTS 

 

1. INTRODUCTION 

The European Commission sent out a questionnaire to all registered users of the Internal 

Market Information System (IMI) on 18 June 2012. The purpose was to assess users' 

experience with IMI in terms of user-friendliness, functionalities and benefits as well as 

to measure the use of training material. In addition, the survey allowed to gather initial 

feedback on the new version of IMI (Version 5.0) launched in the beginning of May. The 

questionnaire was sent to all 13 095 registered IMI users, out of which 2203 users 

responded (17% of the recipients) in one month. 

2. EXPERIENCES WITH IMI 

2.1. Benefits of IMI  

The majority of the respondents is satisfied with the way IMI delivers its benefits: IMI 

helps identifying counterparts (69% positive or rather positive), overcoming language 

barriers (64%), speeding up response time (66%), and providing clear responses making 

it easy to take a decision (57%). 71% of respondents are positive about the proposition 

that IMI provides a reliable and secure means of communication. 
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2.2. User-friendliness 

A large majority of respondents (86% of respondents who already logged in to the 

system) stated that IMI is easy to use (very easy or quite easy). Only 14% stated that it is 

not easy to use.  

 

Concerning specific functionality of the system, only 15% of the respondents found it 

difficult ("rather negative" and "negative") to log into the system, 16% to search for a 

competent authority, 14% to create and send requests, and 13% to respond to requests. 

Only 14% found it difficult or rather difficult to consult registers and 11% to update their 

own authority. 

 

The pre-defined sets of questions and answers in IMI are generally meeting user needs in 

practice. Around half of the respondents stated that the pre-defined questions (50%) and 

answers (48%) meet their needs well or very well.  

3. ABOUT THE NEW VERSION OF IMI RELEASED IN MAY 

The new version of IMI released in the beginning of May includes improved 

functionality and a 'new look' for IMI, with a new welcome page and a new menu 
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structure that opens a new tab for each menu option selected. Only 510 respondents (32% 

of respondents who already logged in to IMI) stated that they had tried out the new 

version. Their feedback on the new version was very positive. 

3.1. Comparing the new version of IMI with the previous version 

Comparing the new version of IMI with the previous version, 71% of users who had tried 

the new version said that it is more user-friendly than the old one.  

 

3.2. Rating changes introduced in the new version of IMI 

67% of respondents reacted positively to the new welcome page, which is displayed to 

users when they log in and contains news and general information. Likewise, a big 

majority of respondents (70%) reacted positively to the new menu structure and to 

working with multiple tabs. The new online translation function allowing the translation 

of free text comments was also very well received with 75% of users reacting positively. 

Even more respondents (86%) reacted positively to the possibility to add attachments to 

requests, and 81% to the possibility to send different types of messages to an information 

request, such as reminders for the other authority. 70% of respondents reacted positively 

to the new search for a request function, which replaces the various lists provided 

previously (action list, urgency list, etc.). 
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4. ABOUT TRAINING AND SUPPORT 

4.1. Training or information on how to use IMI 

1506 respondents (68%) stated that they had received training or information on how to 

use IMI. A third of the respondents (32%) said that they had not received any 

information or training on the system despite being registered to IMI. 

 

4.2. Who to turn to for help with IMI 

Most users (87%) were able to indicate who they would contact for support, whether 

their National Helpdesk / National IMI Coordinator, a colleague in their authority or their 

IMI coordinator. However, 305 users (13%) did not know whom to contact. 
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4.3. Use of IMI website training material and user guides about IMI 

One third of the total respondents stated that they had used the training material and user 

guides available on the Commission's IMI website. 

However, two thirds had not used this material. 35% of all respondents said that this was 

because they did not need it, but 596 (27% of all respondents) did not know it existed. 

8% of all respondents have only used materials provided by their IMI coordinator. 

 

The most frequently used training material was the IMI user handbook, which had been 

used by 83% of respondents (who have used any kind of material). The frequently asked 

questions were used by 50%, the IMI glossary by 18% and interactive eLearning 

modules by 19%.  

 

http://ec.europa.eu/imi-net
http://ec.europa.eu/internal_market/imi-net/docs/user_handbook_en.pdf
http://ec.europa.eu/internal_market/imi-net/docs/faq_en.pdf
http://ec.europa.eu/internal_market/imi-net/docs/faq_en.pdf
http://ec.europa.eu/internal_market/imi-net/docs/glossary_en.pdf
http://ec.europa.eu/internal_market/imi-net/training_en.html
http://ec.europa.eu/internal_market/imi-net/training_en.html

