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1. EXECUTIVE SUMMARY

Overview

EnableNSW, a unit within HealthShare NSW, is responsible for the statewide
administration of a number of NSW Health disability support programs.

EnableNSW commissioned Roy Morgan Research to conduct a Customer Satisfaction
Survey as part of a broader Consumer Engagement Strategy. This survey aimed to measure
the level of consumer satisfaction with the services provided through the Aids and
Equipment Program (AEP), Prosthetic Limb Service (PLS) and Home Respiratory
Program (HRP).

This report was prepared by Roy Morgan Research and presents the survey results.

Aims and Methodology

The survey aimed to measure the level of consumer satisfaction with the services provided
by EnableNSW and identify key areas for improvement in relation to customer service.

The population of interest for this survey was all EnableNSW consumers who receive
assistance through the AEP, PLS or HRP and who had been in contact with EnableNSW in
the six (6) months prior to the survey.

The survey questionnaire was administered to 1200 consumers between July and August
2012 using computer assisted telephone interview methodology (CATI).

Key findings

 94% of respondents stated that the telephone was their main means of communication
with EnableNSW.

 80% of respondents reported that their enquiry was handled at the first point of contact.

 90% of respondents were satisfied with EnableNSW services, 6% were dissatisfied and
4% were neutral. The average satisfaction rating was 8.6 out of 10.

 The most common reasons given for overall satisfaction were that staff were helpful
and knowledgeable and the range of services provided by EnableNSW.

 The most common reasons given for overall dissatisfaction were related to the
slowness and complexity of the processes.

 Overall satisfaction levels were influenced by the number of people a respondent
needed to speak to before getting assistance and whether the respondent felt they had
received enough updates about their request.
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 Highest satisfaction ratings (9.2) for telephone contact were for staff politeness and
courtesy while lower telephone satisfaction ratings (8.4) related to the waiting time
before speaking to someone.

 96% of respondents indicated they were using the equipment provided, it was meeting
their expectations and they had not had an injury/accident while using it. The main
reason for non usage was that the equipment was no longer needed.

These findings were generally consistent across the three programs, regardless of age and
gender of the consumer or carer.
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2. INTRODUCTION

2.1 Background

EnableNSW provides equipment (assistive technology), to assist eligible residents of NSW
with a permanent or long-term disability or chronic health condition. It provides assistive
technology in the areas of mobility, self care, communication, and respiratory support.

EnableNSW is part of HealthShare NSW and is responsible for the administration of a
number of NSW Health programs including the:

- Aids and Equipment Program (AEP):

The AEP assists eligible residents of NSW to live and participate within their community
by providing aids and equipment in the areas of mobility, self care and communications.

- Prosthetic Limb Service (PLS):

The PLS is responsible for funding the provision of prosthetic limbs to eligible people in
NSW.

- Home Respiratory Program (HRP):

The HRP provides respiratory equipment to eligible people to manage their respiratory
condition and maximise their independence in their own home.

EnableNSW commissioned Roy Morgan Research to conduct a Customer Satisfaction
Survey to measure the level of consumer satisfaction with the services received across
these three programs.

2.2 Research Objectives

The research aimed to measure the level of consumer satisfaction with the different
services provided by EnableNSW and identify key areas for improvement in relation to the
customer service.

More specifically, the research aimed to:

 Identify the preferred method of contact;

 Assess the overall level of satisfaction with the services and reasons for
satisfaction/dissatisfaction;

 Measure the satisfaction on a number of key performance indicators such as
problem/query resolution, courtesy and knowledge of the staff, waiting times etc.;
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 Identify the most important attributes for consumer when contacting the services;

 Highlight areas of improvement;

 Determine satisfaction with the amount of updates received, and the consumer’s
preferred means of  receiving updates;

 Define whether or not the supplier has contacted the respondent before the
product/equipment delivery; and

 Confirm the current usage of the equipment and the level of safety perceived while
using the equipment.
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3. METHODOLOGY

3.1 Overview of the methodology

The questionnaire was administered by telephone using computer assisted telephone
interviews (CATI).

The population of interest for this study was consumers of EnableNSW services, who had
contacted EnableNSW in the six months prior to the survey.

Participants were either EnableNSW consumers or their carers. Parents/guardians were
interviewed for all consumers under the age of 18 years old.

A sample was obtained from the EnableNSW consumer database and split into the five
following services areas:

1. Prosthetic Limb Service (PLS);

2. Home Respiratory Program (HRP);

3. Aids and Equipment Program (AEP) to re-order some CONSUMABLES
PRODUCTS in relation to nutrition, voice prosthesis, continence…

4. Aids and Equipment Program (AEP)  to order the REPAIR or
MAINTENANCE of some equipment such as wheelchair, electric bed

5. Aids and Equipment Program (AEP) to REQUEST some equipment such as
wheelchair, electric bed and bath seat…

Quotas were set to ensure that there were sufficient numbers of consumers within the three
programs and within each service function, (for the Aids and Equipment program) to allow
for reliable analysis of the results.

In compliance with the National Privacy Principles (NPPs) as defined within the Federal
Privacy Act 1988, in April 2012, EnableNSW sent a letter to all consumers in the sample
to inform them that their details may be used for the survey and give them the opportunity
to opt out. This letter explained that EnableNSW were going to conduct a telephone survey
seeking feedback about EnableNSW and its programs and services.

A total number of 1,200 CATI surveys were conducted. All interviews were conducted
between16th July and 2nd August 2012.

No proportional weights were applied to the survey data due to the lack of available data
on the total size and composition of the target populations.
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Characteristic % of respondents No. of respondents

Prosthetic Limb Service 10% 114

Home Respiratory Program 22% 263

Aids and Equipment Program - to reorder some consumable
products in relation to nutrition, voice prosthesis, continence…

27% 324

Aids and Equipment Program - to order the repair or maintenance
of some equipment such as wheelchair, electric bed…

18% 210

Aids and Equipment Program - to request some equipment such
as wheelchair, electric bed, bath seat…

24% 289

Patient 54% 646

Carer/Parent/Guardian 46% 554

Under 14 years 18% 219

14 - 17 years 4% 50

18 - 24 years 6% 67

25 - 34 years 6% 66

35 - 49 years 14% 164

50 - 64 years 20% 239

Over 65 years 33% 395

Male 36% 436

Female 64% 764

Central Coast 5% 65

Far West 0.33% 4

Hunter New England 16% 196

Illawarra Shoalhaven 5% 65

Mid North Coast 3% 40

Murrumbidgee 5% 61

Nepean Blue Mountains 6% 68

Northern NSW 6% 67

Southern NSW 3% 36

Sydney 23% 273

Western NSW 8% 96

Western Sydney 19% 229

Total 100% 1200

Service Contacted in the last 6 months

Local Health Network

Gender

Age

Person who contacted EnableNSW

3.2 Sample Profile

Details of the sample are contained in Table 1.

Table 1: Characteristics of the sample
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3.3 Important notes on reading this report

1. The estimates derived for this study are based on information obtained from a sample
survey and are therefore subject to sampling variability.  That is, they may differ from
results that would be obtained if all the target population in New South Wales was
interviewed (i.e. a census), or if the survey was repeated with a different sample of
respondents.

2. For results based on the total survey sample of 1,200 respondents, the maximum
sampling error is +/- 2.8 per cent at a 95 per cent confidence level. To illustrate this, if
50% of our survey sample said that their preferred method of contact with Enable NSW
was telephone, we can be 95% confident that between 47.2 per cent and 52.8 per cent
(i.e. 50% +/- 2.8) of EnableNSW respondents who had contacted them in the last 6
months would say that their preferred method is telephone if the survey was repeated.

More information on the standard error and sample size is provided in Appendix A.

3. Discrepancies may occur between the sums of the component items and totals due to
the effects of rounding.
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4. MEANS OF COMMUCATION USED TO CONTACT
ENABLENSW

4.1 Introduction

Section 4 provides information from 1,200 respondents about the means of communication
used to contact EnableNSW and from a subset of 1,163 respondents who contacted
EnableNSW by telephone. Survey responses based on services/functions, Local Health
Districts (LHDs) and key demographics are examined.

4.2 Means of communications used to contact EnableNSW

Respondents were asked which mean(s) of communication they used to contact
EnableNSW for the last service they requested.

Figure 1 shows that the telephone was overwhelmingly (94%) the method of choice to
contact EnableNSW, while a further 3% used both telephone AND email. A small group
(3%) used email only to contact EnableNSW for their last request.

Figure 1: Means of communication used to contact EnableNSW

Q2. Thinking about the last service you requested through EnableNSW (Services). How did you contact them?

Base: All respondents (N=1,200).

94%

3% 3%

Telephone Email Both



Customer Satisfaction Survey Page 11

Roy Morgan Research November, 2012

4.2.1 Means of communication used to contact EnableNSW by Services/Functions

Figure 2 shows, that regardless of the services/functions contacted, the main method of
communication was the telephone.

Figure 2: Means of communication used to contact EnableNSW by
Services/Functions

92% 94% 95% 97%
91%

5% 3% 2% 1%
4%

3% 2% 2% 1% 5%

0%

20%

40%

60%

80%

100%

Prosthetic Limb
Service

Home Respiratory
Program

AEP - Reorder
consumable

products

AEP - Order
repair/maintenance

of  equipment

AEP- Request
equipment

Telephone Email Both

Q2. Thinking about the last service you requested through EnableNSW (Services). How did you contact them?

Base: All respondents (N=1,200).

Base by Services/Functions: PLS n=114; HRP n=263; AEP – Reorder Consumable Products n=324; AEP – Order repair/ maintenance
n=210; AEP – Request equipment n=289.
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Male Female

Under
14

years
14 - 17
years

18 - 24
years

25 - 34
years

35 - 49
years

50 - 64
years

Over 65
years Patient

Carer/Parent/
Guardian

n= 436 764 219 50 67 66 164 239 395 646 554

Telephone 93% 94% 95% 94% 94% 91% 93% 95% 94% 93% 95%

Email 4% 3% 2% 4% 3% 3% 4% 4% 3% 4% 2%

Both 3% 3% 3% 2% 3% 6% 4% 1% 3% 3% 3%

Gender Age Who contacted EnableNSW

4.2.2 Means of communications used to contact EnableNSW by key demographics

As can be seen in Table 3, telephone remained the main method of communication
regardless of the gender, age or whether the person who contacted EnableNSW was the
consumer1 or the carer/parent/guardian.

Table 3: Means of communication used to contact EnableNSW by key demographics

Q2. Thinking about the last service you requested through EnableNSW (Services). How did you contact them?

Base: All respondents (N=1,200).

4.3 Enquiry handled at first point of contact

Respondents who had contacted EnableNSW by TELEPHONE were asked, for the last
service they requested, if their first point of contact at EnableNSW was able to assist them
or if they were referred onto another person.

Figure 4 shows that eight in ten respondents (80%) said that the first person they contacted
was able to assist them. One in five (19%) mentioned that they were passed onto another
person and 1% said that they did not speak to anyone.
Figure 4: Enquiry handled at first point of contact

Q3. Was the first person you contacted BY TELEPHONE able to assist you with your query, or were you referred onto another person to
help you?

Base: Respondents who contacted EnableNSW by Telephone or both Telephone and Email (n=1,163).

1 Note that consumers in this context mean consumers of products and services provided by EnableNSW.

80%

19%

1%

Yes - first person contacted was able to help with the query
No - was passed onto another person
Did not speak to a person at all
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76% 80% 82% 82% 79%

23% 20% 18% 18% 20%

1% 1%

0%

20%

40%

60%

80%

100%

Prosthetic Limb
Service

Home Respiratory
Program

AEP - Reorder
consumables products

AEP - Order
repair/maintenance

of  equipment

AEP- Request
equipment

4.3.1 Enquiry handled at first point of contact by Services/Functions

Figure 5 shows that between 76% 82% of the respondents indicated that their enquiry was
handled at the first point of contact, regardless of the services/functions contacted.

Figure 5: Enquiry handled at first point of contact by Services/ Functions

Q3. Was the first person you contacted BY TELEPHONE able to assist you with your query, or were you referred onto another person to
help you?

Base: Respondents who contacted EnableNSW by Telephone or both Telephone and Email (n=1,163).

Base by Services/Functions: PLS n=108; HRP n=254; AEP – Reorder Consumable Products n=316; AEP – Order repair/ maintenance
n=207; AEP – Request equipment n=278.
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4.4 Number of contacts made to get the assistance

Respondents who indicated that the first point of contact was not able to assist them and
that they were referred onto another person were asked the number of people they had to
talk to in order to get the assistance required.

Of the total 226 respondents who spoke to more than one person, 62% spoke to two people
(first contact plus another person) and 10% spoke to three people to get the assistance
required. 13% spoke to more than three persons, with 6% stating that they did not get the
assistance required.

Figure 6: Number of contacts made to get the assistance

62%

10%
6% 2% 5% 6% 9%

Two people
(f irst contact

plus one
other)

3 people 4 people 5 people More than 5
people

Did not get
the

assistance
required

Can't Say
0%

20%

40%

60%

80%

100%

13%

Q3a. In total, how many different people did you need to speak to, BY TELEPHONE, to get the assistance you needed?

Base: Respondents who were passed onto another person to get the assistance required (n=226).
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5. CUSTOMER SATISFACTION WITH ENABLENSW

5.1 Introduction

Section 5 examines how satisfied or dissatisfied the respondents are with EnableNSW
services. The results should be examined in the context of the different types of attributes
that were used in the survey instrument:

 Specific aspects of EnableNSW’s contact experience through a range of
attributes such as ‘staff being polite and courteous’.

 Overall satisfaction - the synthesis of all the components.

In Section 6, this attribute structure is used for a multiple regression analysis, to reveal
underlying drivers of overall satisfaction.

Satisfaction was measured on a 0 to 10 point scale where 0 means ‘extremely poor’ and 10
means ‘excellent’.

5.2 Overall satisfaction with EnableNSW’s services

Figure 7 shows that 82% of respondents gave EnableNSW an overall customer service
satisfaction rating in one of the top three categories. This compares to the 3% of
respondents who gave a rating in the bottom three categories. Nine in ten respondents
(90%) gave a rating above the neutral scale mid-point while a small group (6%) gave a
rating below the neutral scale mid-point. Overall, the mean was 8.6.

Figure 7: Overall satisfaction with EnableNSW’s services

1%

1%

1%

1%

2%

4%

3%

6%

16%

15%

51%

0% 10% 20% 30% 40% 50% 60%

0 - Extremely Poor

1

2

3

4

5

6

7

8

9

10 - Excellent

Mean 8.6 82%

3%

Q5. How would you rate your overall experience when you contacted EnableNSW (Services)?

Base: All respondents (N=1,200).
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5.2.1 Overall satisfaction with EnableNSW’s services by Services/Functions

Figure 8 shows that average satisfaction levels were relatively consistent across all points
of service delivery, with little variation from the overall mean satisfaction score of 8.6.

Overall satisfaction was slightly lower (8.4) for the respondents  who had contacted AEP -
to request some equipment compared to those who had contacted AEP- to order a repair
/maintenance of some equipment and for those who contacted the HRP (8.8 and 8.7
respectively).

Figure 8: Overall satisfaction with EnableNSW’ services by Services/Functions

Q5. How would you rate your overall experience when you contacted EnableNSW (Services)?

Base: All respondents (N=1,200).
Base by Services/Functions: PLS n=114; HRP n=263; AEP – Reorder Consumable Products n=324; AEP – Order repair/ maintenance
n=210; AEP – Request equipment n=289.
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8.6

5.7

5.8

8.3

8.9

0 2 4 6 8 10

Total

Did not get the assistance required

Three people and more

Two people (f irst contact plus one other)

First person contacted was able to help with the query

8.6

8.7

7.1

9.1

0 2 4 6 8 10

Total

Can't Say

Not enough updates

The right amount of  updates

5.2.2 Overall satisfaction with EnableNSW’s services by number of contacts made

Figure 9 shows that the overall satisfaction with EnableNSW’s services was influenced by
the number of people the respondents were referred onto before getting the assistance
required. As the number of contacts required increased, overall satisfaction decreased.

Figure 9: Overall satisfaction with EnableNSW by number of contacts made

Q5. How would you rate your overall experience when you contacted EnableNSW (Services)?

Base: All respondents (N=1,200).
Base by number of contacts made: Assistance at first point of contact n=931; Two people n=140; Three people and more n=53; Did not
get the assistance required n=13.

5.2.3 Overall satisfaction with EnableNSW’s services by amount of updates

Figure 10 shows that the overall satisfaction with EnableNSW’s services was higher for
respondents who mentioned having received the right amount of updates on their last
request (mean score at 9.1) compared to those who mentioned receiving not enough
updates ( mean score at 7.1).

Figure 10: Overall satisfaction with EnableNSW by amount of updates received

Q5. How would you rate your overall experience when you contacted EnableNSW (Services)?

Q8.Now thinking about the updates that you received from EnableNSW while your request was assessed, do you think that you received?

Base: All respondents (N=1,200).
Base by amount of updates received:  Right amount n=763; Not enough n=260.
Note that respondents who mentioned receiving too many updates were excluded form this graph due to the sample size (n= 14).
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Email

5.3 Rating of EnableNSW by attribute

Respondents were also asked to rate their experience with EnableNSW’s services on a
range of individual attributes. This can help to clarify what causes the overall judgment by
customers.

Respondents who had contacted EnableNSW by TELEPHONE were asked to rate their
satisfaction on different aspects related to telephone service whereas respondents who had
contacted EnableNSW by EMAIL were asked to rate their satisfaction on aspects related to
email services. Those who had contacted EnableNSW by both telephone and email were
asked their opinion on all attributes.

On the 0 to 10 dissatisfied/satisfied scale, where 0 is very dissatisfied and 10 is very
satisfied, mean attribute ratings varied from the lower rating at 7.5 for ‘Receiving a quick
reply to the message I sent’ (email attribute) to the highest at 9.2 for ‘Staff being polite and
courteous’(Telephone attribute) (see Figure 11).

Figure 11: Rating of EnableNSW’s services by attribute

Q4. Still thinking about the last request you made to EnableNSW (services). I am going to read out different aspects of the customer
service that you may have experienced and I would like you to tell me how dissatisfied or satisfied you were with each aspect. Please use
a rating scale of 0 to 10 where 0 is very dissatisfied and 10 is very satisfied.

Base by means of communication:  Respondents who had contacted EnableNSW by telephone n=1,163 (including both telephone and
email); by Email (including both telephone and email) n=72.
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5.3.1 Rating of telephone attributes by Services/Functions

Figures 12a to 12e show that across the different services/functions, the telephone attribute
that obtained the highest rating score was ‘Staff being polite and courteous’- with a mean
rating that varied from 9.1 to 9.3. The telephone attribute that obtained the lowest rating
score was ‘How long you had to wait before speaking to someone when you called’- with a
mean rating from 8.2 to 8.6.

AEP respondents who requested some equipment gave the lowest mean score on all
telephone attributes. In particular the mean scores were lower for the attribute ‘Staff being
able to assist with your query or request’ (8.3) compared to the overall score for this
attribute (8.6). This explains why the overall satisfaction was lower (8.4) for the
respondents  who had contacted AEP - to request some equipment compared to those who
had contacted AEP- to order a repair /maintenance of some equipment and for those who
contacted the HRP (8.8 and 8.7 respectively).

Figure 12a: Rating of telephone attributes for Prosthetic Limb Service

Q4. Still thinking about the last request you made to EnableNSW (services). I am going to read out different aspects of the customer
service that you may have experienced and I would like you to tell me how dissatisfied or satisfied you were with each aspect. Please use
a rating scale of 0 to 10 where 0 is very dissatisfied and 10 is very satisfied.
Base:  Respondents who had contacted PLS by telephone n=108 (including both telephone and email).
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Figure 12b: Rating of telephone attributes for Home Respiratory Program

Q4.Still thinking about the last request you made to EnableNSW (services). I am going to read out different aspects of the customer
service that you may have experienced and I would like you to tell me how dissatisfied or satisfied you were with each aspect. Please use
a rating scale of 0 to 10 where 0 is very dissatisfied and 10 is very satisfied.

Base:  Respondents who had contacted HRP by telephone n=254 (including both telephone and email).

Figure 12c: Rating of telephone attributes for AEP - Reorder consumable products

Q4.Still thinking about the last request you made to EnableNSW (services). I am going to read out different aspects of the customer
service that you may have experienced and I would like you to tell me how dissatisfied or satisfied you were with each aspect. Please use
a rating scale of 0 to 10 where 0 is very dissatisfied and 10 is very satisfied.

Base:  Respondents who had contacted AEP – Reorder Consumable Products by telephone n=316 (including both telephone and email).
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Figure 12d: Rating of telephone attributes for AEP - Order repair/maintenance of
some equipment

Q4.Still thinking about the last request you made to EnableNSW (services). I am going to read out different aspects of the customer
service that you may have experienced and I would like you to tell me how dissatisfied or satisfied you were with each aspect. Please use
a rating scale of 0 to 10 where 0 is very dissatisfied and 10 is very satisfied.

Base:  Respondents who had contacted AEP – Order repair/maintenance by telephone n=207 (including both telephone and email).

Figure 12e: Rating of telephone attributes for AEP - Request equipment

Q4.Still thinking about the last request you made to EnableNSW (services). I am going to read out different aspects of the customer
service that you may have experienced and I would like you to tell me how dissatisfied or satisfied you were with each aspect. Please use
a rating scale of 0 to 10 where 0 is very dissatisfied and 10 is very satisfied.

Base:  Respondents who had contacted AEP – Request equipment by telephone n=278 (including both telephone and email).
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Reasons for dissatifaction %
Helpful staff/ call centre staff are helpful 26%
Knowledgeable staff/ staff know what they are talking about/ know what I am
talking about/ informative

22%

Good range of services/ good services/ range of services meets my needs/
EnableNSW services have improved the quality of my life/ I am grateful for their
services

22%

Efficient staff/ staff did what I needed done/ organised what I needed 19%
Polite staff/ staff are friendly/ approachable 17%
Staff have provided good service/ happy/ satisfied with service from call centre staff 17%
Quick service/ staff do what I need quickly 15%
Ease of dealing with the EnableNSW service/ efficient system/ everything goes
smoothly in the system

10%

No problems/ no issues/ no hassles 8%
Quick delivery/ once items are approved they are delivered quickly/ on time/ at the
promised time

8%

Happy/ satisfied (unspecified) 7%
Follow up/ staff follow up/ return calls/ call back to check if I have received order/
repair has been done

6%

Staff fixed my issue/ if I have a problem or issue with a service I know the staff can
and will fix it or organise for it for be fixed

6%

Quick repairs/repairs and maintenance of equipment are done quickly 6%
Quick process to get products and /or equipment/ quick approval of supply of product
or equipment

5%

Staff deliver what they promise/ if staff say they will do something they do it 4%
Little to no wait for phone to be answered when I call 3%
EnableNSW is better to deal with than the previous system/ EnableNSW is an
improvement fo the previous service

2%

Staff show empathy 2%
Staff are easy to understand/ they spoke well/ good English skills 1%

5.4 Reasons for satisfaction

Respondents who rated their overall experience with EnableNSW between 6 and 10 (on a 0
to 10 scale with 10 being excellent) were asked why they were satisfied.

Table 13 shows that the most common reasons mentioned were that the staff were helpful
(26%) and knowledgeable (22%), followed by the range of services provided (22%).

It is interesting to note that 2% of the satisfied respondents found that EnableNSW was an
improvement compared to the previous system.

Table 13: Reasons for satisfaction

Q6a. Why were you satisfied?

Base: Respondents who were satisfied with their overall experience when they had contacted EnableNSW (n=1,085).



Customer Satisfaction Survey Page 23

Roy Morgan Research November, 2012

Reasons for dissatifaction %
Slow process to get products or equipment/slow approval of supply of product or
equipment

26%

Process to get products or equipment is difficult/many forms to fill in/many steps to
process/process for approval is cumbersome and confusing

25%

Staff give confusing information/do not tell me all I need to know/staff lack of
knowledge/staff do not know what to do/are not informative

18%

Order wrong/delivered the wrong item/ what I received was different to what I ordered 15%
No follow up/ staff do not follow up to check if order has been delivered or repair has
been done/ follow up were promised but not received

13%

Staff have provided bad service/ not happy/ dissatisfied with service from call centre
staff

9%
Lack of funds/ unable to get product or equipment due to lack of funds available to
EnableNSW

7%

Slow delivery/approved items take a long time to be delivered/ arrive later than promised 6%
Slow repairs/repairs and/or maintenance of equipment is slow to be done or organised 6%
Changed approval process/ everything has to go through enable now/ old approval
process was better

4%

Product supplied is not appropriate for my needs 4%
Inconsistent service from staff/ some are good and others are not 4%
EnableNSW has lost documents I have supplied 4%
Equipment repairs are of a poor standard/ bad service from repairers 4%
Poor quality products or equipment/equipment breaks easily 3%

5.5 Reasons for dissatisfaction

Respondents who rated their overall experience with EnableNSW as being dissatisfied
(rate between 0 and 4 on a 0 to 10 scale with 0 being extremely poor) were asked why they
were dissatisfied.

Relatively few respondents indicated that they were dissatisfied with the service they
received from EnableNSW (i.e. 68 respondents out of 1200 which represents 5.7% gave a
rating score between 0 and 4). Consequently, there are insufficient responses for a detailed
analysis of reasons for dissatisfaction. At a broad level however, there were indications
that dissatisfaction was related to inefficiencies in service delivery in areas such as speed
of delivery, approval for delivery of products and reliability of correct product delivery.
The complex processes to access a service and issues with staff product knowledge also
impact on dissatisfaction.

Table 14: Reasons for dissatisfaction

Q6a. Why were you dissatisfied?

Base: Respondents who were dissatisfied with their overall experience when they had contacted EnableNSW (n=68).

Note: Given the small base, this table should be regarded as indicative data only
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6. KEY DRIVERS OF SATISFACTION – STATISTICAL
MODELLING

6.1 Introduction

Section 5 presented overall satisfaction with customer service and individual attribute
measures but not the relation between them. For that direct linkage, the statistical
technique of multiple regression is commonly used and is detailed in the following
paragraphs.

It is natural to think that overall customer service can best be improved by focusing efforts
on the lowest mean attribute scores because they seem to be the ones lowering overall
satisfaction. This, however, may not be the case as an attribute could ‘score low’ yet not be
important to customers. Similarly, an attribute could achieve a high mean rating and be
very important to overall assessments, so that small additional improvements on the
attribute are rewarded by large increases in overall ratings.

Regression highlights which drivers are most important for overall customer satisfaction.
This approach analyses the various factors that contribute to overall satisfaction and may
help EnableNSW to improve the customer service features that matter.

In this survey, respondents were asked to rate their satisfaction on six attributes. Two of
these attributes were highly correlated, namely ‘Staff, being patient and not rushing you’
and ‘Staff being polite and courteous’. In order to ensure the validity of the regression, the
second of this highly related factor was excluded from the model.

Satisfaction leverage analysis estimates the impact that an improvement in the rating of
one individual factor will have on the overall satisfaction rating for customer service.

Opportunity analysis assigns drivers to quadrants, each with an interpretation to help
EnableNSW to make an informed decision to improve the overall customer service.

A more detailed explanation of these techniques is provided in Appendix B section 11.1.

6.2 Key drivers of satisfaction

The regression analysis conducted shows that the main leading driver of overall
satisfaction for telephone contacts was the ability of EnableNSW staff to assist consumers
with their query or request. This attribute accounted for 40% of the overall customer
service rating. The capacity of the staff to understand consumers’ needs came second and
accounted for 22% of the overall customer service (see Figure 15).
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when you called
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Staf f  being able to assist you with your query or request

Figure 15: Key drivers of satisfaction for telephone customer service

Base: Respondents who contact EnableNSW by telephone or both telephone and email and answered all six individual attribute
questions and the overall satisfaction question n=1,059.

6.3 Satisfaction Leverage Analysis

Leverage analysis in Figure 16 shows the effect that a 10 per cent increase in the attribute
satisfaction level would have on the overall satisfaction rating. For example, policies or
training programs that move the mean score for ‘staff being able to assist you with your
query or request’ up 10 per cent from 8.6 to 9.4 would, according to the model, lead to a 4
per cent increase in overall satisfaction, from 8.6 to 8.9.

Each element makes an independent contribution to improving overall ratings - for
example, a 10 per cent improvement in both ‘Staff being able to understand your needs’
and ‘Staff being patient and not rushing you’ would add 3 per cent to overall satisfaction,
increasing from 8.6 to 8.8. These are additive effects.

Figure 16: Satisfaction leverage analysis for telephone customer service

Base: Respondents who contact EnableNSW by telephone or both telephone and email and answered all six individual attribute
questions and the overall satisfaction question n=1,059.
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6.4 Opportunity Analysis

Opportunity analysis assists with deciding what features of the customer service
experience to focus on by placing all the attributes in the same two-dimensional space by
creating four quadrants that identify areas that:

1. Need immediate attention;
2. Do not require immediate attention but should be monitored;
3. Require current service levels and standards to be maintained; and
4. Offer the greatest opportunity to improve overall satisfaction.

These quadrants are defined by the plotting of satisfaction ratings versus factor importance
as derived from the regression analysis. Figure 17 shows the resultant quadrant framework
and the interpretation for attributes that fall into the four zones.

Figure 17: Opportunity analysis framework
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Focus Areas

In line with the results of the regression analysis and the satisfaction leverage analysis, the
opportunity analysis identifies the attribute ‘Staff being able to assist you with your query
or request’ as requiring a priority attention. Figure 18 shows that this factor is located in
the ‘focus areas’ quadrant.

The attribute ‘How long you had to wait before speaking to someone when you called’  fell
into the ‘monitor’ quadrant and therefore does not require immediate attention but should
be monitored to ensure that the importance does not increase for the consumers.

Figure 18: Opportunity analysis satisfaction for telephone customer service

Base: Respondents who contact EnableNSW by telephone or both telephone and email and answered all six individual attribute
questions and the overall satisfaction n=1,059.
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7. COMMUNICATION WITH ENABLENSW

7.1 Introduction

Section 7 examines the respondent’s perceptions on the amount of updates they have
received from EnableNSW while their request was assessed. The preferred method of
contact is also discussed.

7.2 Amount of updates received by EnableNSW

Figure 19 shows that two thirds of respondents (64%) think they have received the right
amount of updates from EnableNSW on their last request. One in five (22%) believe they
have not received enough updates on their request. Only a very small group (1%)
mentioned having received too many updates.

Figure 19: Amount of updates received by EnableNSW

Q8. Now thinking about the updates that you received from EnableNSW while your request was assessed, do you think that you
received…
Base: All respondents (N=1,200).

7.2.1 Amount of updates received by EnableNSW by Services

Figures 20a to 20e show that whatever the services/functions, between six and seven
respondents in ten (i.e.; between 59% and 72%) thought they had received the right amount
of updates about their request.

Overall, the AEP, in particular to re-order some consumable products or for a new request
were more likely to be perceived as not providing enough updates (25% and 27%
respectively) compared to PLS (12%)

64%
22%

1% 14%

The right amount of updates Not enough updates
Too many updates Can't Say
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72%

12%

2% 14%

Prosthetic Limb Service

The right amount of  updates Not enough updates
Too many updates Can't Say

63%
17%

1%
19%

Home Respiratory Program

The right amount of  updates Not enough updates
Too many updates Can't Say

59%25%

0% 15%

AEP - Reorder consumables products

The right amount of  updates Not enough updates
Too many updates Can't Say

66%

20%

2% 12%

AEP - Order repair/maintenance
of equipment

The right amount of  updates Not enough updates
Too many updates Can't Say

64%

27%

2%
7%

AEP- Request equipment

The right amount of  updates Not enough updates
Too many updates Can't Say

Figure 20a to 20e: Amount of updates received by EnableNSW by Services/Functions

Q8. Now thinking about the updates that you received from EnableNSW while your request was assessed, do you think that you
received…
Base: All respondents (N=1,200).
Base by Services/Functions: PLS n=114; HRP n=263; AEP – Reorder Consumable Products n=324; AEP – Order repair/ maintenance
n=210; AEP – Request equipment n=289.

7.2.2 Amount of updates received by EnableNSW by preferred method of contact

Overall the majority of respondents think they have received the right amount of updates
from EnableNSW on their last request regardless of their preferred method of contact.
Respondents who mentioned email or SMS/Text message as their preferred method of
contact were significantly more likely to think that they did not get the right amount of
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update compared to those who mentioned the telephone or mail as a preferred channel
(figure 21).

Figure 21: Amount of updates received by EnableNSW by preferred method of
contact

18%
31% 31%

18%

65%
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67%

1%
1%

1%
2%

15% 11% 6%
13%
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20%

40%
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80%

100%
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Not enough updates The right amount of  updates Too many updates Can't Say

Q8. Now thinking about the updates that you received from EnableNSW while your request was assessed, do you think that you
received…
Q9: If EnableNSW were able to contact you by any means, how would you prefer to be contacted to give you updates on your request?

Base: All respondents (N=1,200).
Base by preferred method of contact: Telephone n=602; EmailP n=264; SMS/Text Message n=70; Mail n=254;
Note : People who could not mentioned a preferred method of contact are not shown on this figure n=10.
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7.3 Preferred method of contact

Respondents were asked what would be their preferred method of contact to receive
updates on their request from EnableNSW.

Half of the respondents (50%) preferred to be contacted by telephone, while 22% preferred
to be contacted by email and 21% by mail. A small group (6%) would prefer to be
contacted by SMS or text message.

Figure 21: Preferred method of contact

Q9: If EnableNSW were able to contact you by any means, how would you prefer to be contacted to give you updates on your request?

Base: All respondents (N=1200).
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7.3.1 Preferred method of contact by Services

Figures 22a to 22e show that whatever the services/functions the telephone remains the
preferred method of contact to receive updates – with between 40% and 69% of
respondents indicating the phone as the preferred communication channel.

Among all services/functions, respondents who contacted the AEP to order
repair/maintenance of some equipment were more likely to prefer the phone (69% vs. 50%
overall) and less likely to prefer the email (15% vs. 22% overall) or the mail (10% vs. 21%
overall). In contrast, respondents who contacted the AEP to reorder some consumable
products were less likely to prefer the telephone (40%) and more likely to preferred the
email (27%).

Figure 22a to 22e: Preferred method of contact by Services/Functions

Q9: If EnableNSW were able to contact you by any means, how would you prefer to be contacted to give you updates on your request?
Base: All respondents (N=1,200).
Base by Services/Functions: PLS n=114; HRP n=263; AEP – Reorder Consumable Products n=324; AEP – Order repair/ maintenance
n=210; AEP – Request equipment n=289.
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7.3.2 Preferred method of contact by key demographics

Overall, the majority of respondents prefer to be contacted by telephone. The younger the
person is the more likely they are inclined to prefer email – with 25% of respondents aged
18 to 24 years old mentioning email as a preferred channel of communication compared  to
15% for people aged 65 years and over.

In contrast, carers/parents/guardians of person aged less than 18 years old were more
inclined to prefer email. Indeed, for this group, email was almost as preferred as the
telephone to receive updates - with 38% mentioning telephone and 33% mentioning email
as the preferred method of contact (figure 23).

Figure 23: Preferred method of contact by Age of respondent or Carer/Guardian

Q9: If EnableNSW were able to contact you by any means, how would you prefer to be contacted to give you updates on your request?

Base: All respondents (N=1,200).
Base by age groups: Under 18 n=269; 18-24 n=67; 25-34 n=66; 35-49 n=164; 50-64 n=230; over 65 n=395.

Gender had no impact on the method of communication preferred.
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8. STATUS OF THE REQUEST AND DELIVERY SERVICE

8.1 Introduction

Section 8 discusses the status of the last request made to EnableNSW in particular whether
or not the product/equipment has been delivered or repaired. One specific aspect of the
delivery service of the products or equipment - whether or not the supplier has contacted
the respondent before the delivery - is also examined.

8.2 Status of the request

Respondents who had contacted the AEP to order the repair or maintenance of some
equipment were asked if the repair had been completed. All other respondents were asked
if they had received the products or equipment they requested.

Four in five respondents (81%) who requested the repair or maintenance of their
equipment had the repaired already done. Over four in five respondents (85%) who
requested another service than repair/maintenance of equipment had received their product/
equipment.

Figures 24a and 24b: Status of the request

Q10a. Still thinking about the last request you made to EnableNSW (Services). Have you received the products or equipment you
requested?

Base: Respondents who contacted PLS, HRP, AEP- re-order consumable products, AEP - request some equipment n=990.

Q10b. Still thinking about the repair you requested for your (Services) has the repair been completed?

Base: Respondents who contacted AEP - order the repair/maintenance of some equipment n=210.
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8.2.1 Products or Equipment received by Services/Functions

Figure 25 shows that across the services/functions between eight and nine respondents in
ten (i.e.; between 82% and 88 %) had received the products or equipment they requested.
There was no significant difference between the different services/ functions.

Figures 25: Status of the request by Services/Functions

Q10a. Still thinking about the last request you made to EnableNSW (Services). Have you received the products or equipment you
requested?

Base: Respondents who contacted PLS, HRP, AEP- re-order consumable products, AEP - request some equipment n=990.
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8.3 Contact by supplier before delivery

Respondents who had contacted the AEP either to order a repair/maintenance of some
equipment or to request some equipment and the equipment has been delivered or repaired
were asked whether the supplier had contacted them before the delivery to make an
appointment for the delivery.

Figure 26 shows that four in five (78%) respondents were contacted by their supplier
before the delivery to arrange a delivery time.

Figure 26: Contact by supplier before delivery

Q11. Did the supplier contact you before delivery to make sure you were home to arrange a convenient time for delivery?

Base: Respondents who contacted AEP - order repair/maintenance of equipment or AEP - request some equipment and had the
products/equipment received or repaired n= 407.
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8.3.1 Contact by supplier before delivery by Services/Functions

Figure 27 shows that respondents who requested a service from the AEP - to order the
repair  or maintenance of some equipment were significantly more likely to be contacted
by the supplier (87%) compared to those who requested a service from the AEP – to
request some equipment (72%).

Figure 27: Contact by supplier before delivery by Services/Function

Q11. Did the supplier contact you before delivery to make sure you were home to arrange a convenient time for delivery?

Base: Respondents who contacted AEP - order repair/maintenance of equipment and had their equipment repaired n=171; Respondents
who contacted AEP - request some equipment and had received their products/equipment n= 236.
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9. PRODUCT OR EQUIPMENT USAGE

9.1 Introduction

Section 9 examines the usage of the products or equipment by respondents and whether or
not the product/equipment meets the respondent’s expectation. Accidents and injury using
the product are also discussed.

9.2 Product or equipment usage

All respondents who had their product/equipment delivered or repaired were asked
whether they were using it.

Figure 28 show that nearly all respondents (96%) were using the products or equipment
delivered or repaired via EnableNSW.

Figure 28: Product or equipment usage

Q12a. Are you using this product or equipment?

Base: Respondents who had their product/equipment delivered or repaired n=1,014.

9.2.1 Products or equipment usage by Services/Functions

Figure 29 shows that usage of the product or equipment was almost universal across all
services/functions - with more than nine in ten respondents (i.e. between 91% and 99%)
using their products or equipment.

Respondents who had contacted the PLS were less likely to use their product/equipment
(91%) compared to overall respondents (96%).

96%

3%

Yes No Can't Say
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Figure 29: Product or equipment usage by Services/Functions

Q12a. Are you using this product or equipment?

Base: Respondents who had their product/equipment delivered or repaired n=1,014.

Base by Services/Functions: PLS n=95; HRP n=232; AEP – Reorder Consumable Products n=280; AEP – Order repair/ maintenance
n=171; AEP – Request equipment n=236.
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9.3 Reasons for non usage

Respondents who mentioned not using their product or equipment were asked the reasons
for not using it.

Relatively few respondents (34 persons in total) indicated that they were not using the
product or equipment. Therefore, there are insufficient responses for a detailed analysis of
reasons for non usage.

Typically, the reasons mentioned were that the products/equipments were no longer
necessary; the products/equipments needed adjustment or improvement.

9.4 Expectation met by the product/equipment

Respondents who mentioned using the product/equipment were asked whether the
product/equipment assisted them to do the things they were expecting.

Figure 30 shows that nearly all (96%) of respondents thought that the product/equipment
was meeting their expectation.

Figure 30: Expectation met by the product/equipment

Q13. Does this product or equipment enable you to do the things you thought it would?

Base: Respondents who use the product or equipment received n=977.

9.4.1 Expectation met by the product/equipment by Services/Functions

Figure 31 shows that whatever the service/function, nearly all (96%) of respondents found
that the product/equipment was meeting their expectation. There was no significant
difference.
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Figure 31: Expectation met by the product/equipment by Service/Function

Q13. Does this product or equipment enable you to do the things you thought it would?

Base: Respondents who use the product or equipment received n=977.
Base by Services/Functions: PLS n=86; HRP n=221; AEP – Reorder Consumable Products n=273; AEP – Order repair/ maintenance
n=170; AEP – Request equipment n=227.

9.5 Accident or injury using the product or equipment

Respondents who reported using the product/equipment were asked whether they had any
accident or injury using the product/equipment.

Figure 32 shows that nearly all consumers2 (96%) did not have any accident or injury using
the product/equipment.

Figure 32: Accident or injury using the product or equipment

Q14a. Have you had any accidents or injury using this product or equipment?

Q14b. Have you or the person you care for had any accidents or injury using this product or equipment?

Base: Respondents who mentioned using the product/equipment n=977.

2 Note that consumers in this context mean consumers of products and services provided by EnableNSW’.
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9.5.1 Accident or injury using the product or equipment by Services/Functions

Figure 33 shows that  consumers from the HRP were significanlty less likely to have had
an injury or accident while using the product or equipement (1% vs. 4% overall).

Figure 33: Accident or injury using the product or equipment by Services/Functions
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Yes No Can't Say

Q14a. Have you had any accidents or injury using this product or equipment?

Q14b. Have you or the person you care for had any accidents or injury using this product or equipment?

Base: Respondents who mentioned using the product/equipment n=977.
Base by Services/Functions: PLS n=86; HRP n=221; AEP – Reorder Consumable Products n=273; AEP – Order repair/ maintenance
n=170; AEP – Request equipment n=227.
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10. APPENDICES

10.1 Appendix A – Selection of a sample size and standard error

The sample size was determined by the sample availability, time, budget, type of analyses
required and results reliability. It is not necessary to interview the whole target population
to obtain reliable data, that’s to say conducting a census.

Indeed, to define an appropriate sample size to conduct the analysis required, we need to
consider the standard error.

The responses derived for this study will be based on information obtained from a sample
survey and will be therefore subject to sampling variability. That is, they may differ from
results that would be obtained if all target people in NSW were interviewed (i.e. a Census),
or if the survey was repeated with a different sample of respondents.

One measure of the likelihood of any difference is the standard error (SE) which shows the
extent to which an estimate might vary by chance because only a sample of people are
interviewed.

The table below shows the SE for various sample sizes and response levels. The
interpretation of this table is shown in the example below.



Customer Satisfaction Survey Page 44

Roy Morgan Research November, 2012

For example:

If the sample size was 1,200 a response set of 50 per cent for example, has a standard error
of +/-2.8 at a 95 per cent confidence level (i.e. there are 95 chances in 100 that a repeat
survey would produce a response set of between 52.8 per cent and 47.2 per cent).

If the sample size was 500 a response set of 50 per cent for example, has a standard error
of +/-4.4 at a 95 per cent confidence level (i.e. there are 95 chances in 100 that a repeat
survey would produce a response set of between 54.4 per cent and 45.6 per cent).

As can be seen in the table above, doubling the size of the sample (for example from 1,200
respondents to 2,400 respondents) does not result in doubling the reliability of the results.
The improvement in accuracy is marginal.

2400 1500 1200 1000 800 500 400 300 175 150 75 50

10% 1.20% 1.52% 1.70% 1.90% 2.10% 2.60% 2.90% 3.40% 4.40% 4.80% 6.80% 8.30%
20% 1.60% 2.02% 2.26% 2.50% 2.80% 3.50% 3.90% 4.50% 5.90% 6.40% 9.10% 11.10%
30% 1.83% 2.32% 2.59% 2.80% 3.20% 4.00% 4.50% 5.20% 6.80% 7.30% 10.40% 12.70%
40% 1.96% 2.48% 2.77% 3.00% 3.40% 4.30% 4.80% 5.50% 7.30% 7.80% 11.10% 13.60%
50% 2.00% 2.53% 2.83% 3.10% 3.50% 4.40% 4.90% 5.70% 7.40% 8.00% 11.30% 13.90%
60% 1.96% 2.48% 2.77% 3.00% 3.40% 4.30% 4.80% 5.50% 7.30% 7.80% 11.10% 13.60%
70% 1.83% 2.32% 2.59% 2.80% 3.20% 4.00% 4.50% 5.20% 6.80% 7.30% 10.40% 12.70%
80% 1.60% 2.02% 2.26% 2.50% 2.80% 3.50% 3.90% 4.50% 5.90% 6.40% 9.10% 11.10%
90% 1.20% 1.52% 1.70% 1.90% 2.10% 2.60% 2.90% 3.40% 4.40% 4.80% 6.80% 8.30%

Survey
estimate

Total sample & sub-sets within -

Sample variation (+/-)95 per cent confidence intervals
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10.2 Appendix B - Statistical modeling overview

Regression analysis

It is tempting and intuitive to think that overall customer service can best be improved by
focusing efforts on the attributes with the lowest mean scores, because they seem to be the
ones most likely to be pulling overall satisfaction down. This, however, may not be the
case - an attribute could ‘score low’ yet not be important to customers. Similarly, an
attribute could achieve a high mean rating and be very important to overall assessments, so
that small additional improvements on the attribute are rewarded by large increases in
overall ratings.

Regression analysis is designed to compute more accurate inferences. Therefore, to
identify the key drivers of satisfaction with customer service, the statistical technique of
multiple regression was used.

Regression analysis is a statistical method where the mean of one or more variables is
estimated based on other variables. Specifically, the analysis conducted in the report uses
linear regression to estimate the ‘line of best fit’.

In order to determine the various factors that contributed to overall satisfaction with the
quality of the most recent customer service experience, multiple regression was used to
generate a score that quantified the strength of the relationship between the single
dependent variable (overall satisfaction with customer service) and several independent
variables (each element of customer service experience).

Leverage analysis

Used in connection with multiple regression technique, leverage analysis uses the
‘Unstandardised Coefficients’ for the regression equation. This enables an estimate of the
impact that an improvement in the rating of one individual factor will have in terms of the
overall satisfaction rating. The report assesses the percentage increase in overall
satisfaction with customer service if there is a 10 per cent increase in satisfaction with one
of the elements of the customer service experience.

Opportunity analysis
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Opportunity analysis creates four quadrants defined by plotting the mean satisfaction score
with each element of the customer service experience against the factor’s importance, as
derived from the regression analysis.

Opportunity analysis assists with the decision about what features of the customer service
experience to work on, by placing all the attributes in the same two-dimensional space and
dividing it into four quadrants:

- The x-axis is calculated based on the average of the mean satisfaction scores of each
element of the customer service experience.

- The y-axis is calculated based on the average of the mean scores of importance of each
element of the customer service experience.

The figure below shows the resultant quadrant template and the interpretation for attributes
that fall into the four zones.

Figure B1.2 Opportunity analysis template
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Performance (Mean satisfaction rating for the category)

Monitor: lower ratings and lower
importance does not require
immediate attention but monitor to
ensure importance does not
increase

Focus areas: higher importance
but lower performance/satisfaction
need immediate attention

Maintain: well rated but lower
importance maintain current
performance

Leverage strength: higher
importance and higher performance
a current strength

According to this approach, efforts to improve attributes in the ‘focus areas’ quadrant will
deliver the most benefit, as they have higher derived importance and lower performance.
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10.3 Appendix C - Questionnaire

IF RESPONDENT IS 18+

Good [Morning/ Afternoon/ Evening]. My name is (SAY NAME) from Roy Morgan
Research. I'm calling on behalf of EnableNSW. Can I please speak to [%IDN]?

RE-INTRODUCE IF NECESSARY.
EnableNSW provides equipment, aids and in some cases attendant care, to assist eligible
residents of NSW with a permanent or long-term disability. It provides assistive
technology in the areas of mobility, self care, communication, and respiratory support.

In April EnableNSW sent you a letter explaining that they were going to conduct a survey,
by telephone, seeking feedback about EnableNSW and its programs.

Today we are calling people who have contacted EnableNSW in the last 6 months to ask a
few questions about the service you received. Your feedback will help to ensure that the
best possible service is provided in the future.

The information gathered will only be used for quality improvements and your responses
will remain strictly confidential. You will not be identified in any way in the results.

IF NECESSARY SAY: The survey should only take about 10 minutes.
IF NECESSARY SAY: Is now a good time or would it be more convenient if I made an
appointment to speak to you at another time?
REASSURE IF ASKED WHERE WE GOT THEIR NAME:
EnableNSW has provided us with contact details of people who have recently contacted
EnableNSW and we have randomly selected your name from that list.
IF NECESSARY SAY: If you would like any more information you can call EnableNSW
on 1800 362 253 and ask to speak to someone about the survey.

IF RESPONDENT IS UNDER 18

Good [Morning/ Afternoon/ Evening]. My name is (SAY NAME) from Roy Morgan
Research. I'm calling on behalf of EnableNSW. Can I please speak to [%IDN]'s parents or
guardian?

RE-INTRODUCE IF NECESSARY.
EnableNSW provides equipment, aids and in some cases attendant care, to assist eligible
residents of NSW with a permanent or long-term disability. It provides assistive
technology in the areas of mobility, self care, communication, and respiratory support.



Customer Satisfaction Survey Page 48

Roy Morgan Research November, 2012

In April EnableNSW sent you a letter explaining that they were going to conduct a survey,
by telephone, seeking feedback about EnableNSW and its programs.

Today we are calling people who have contacted EnableNSW in the last 6 months to ask a
few questions about the service you received. Your feedback will help to ensure that the
best possible service is provided in the future.

The information gathered will only be used for quality improvements and your responses
will remain strictly confidential. You will not be identified in any way in the results.

IF NECESSARY SAY: The survey should only take about 10 minutes.
IF NECESSARY SAY: Is now a good time or would it be more convenient if I made an
appointment to speak to you at another time?

REASSURE IF ASKED WHERE WE GOT THEIR NAME:
EnableNSW has provided us with contact details of people who have recently contacted
EnableNSW and we have randomly selected your name from that list.

IF NECESSARY SAY: If you would like any more information you can call EnableNSW
on 1800 362 253 and ask to speak to someone about the survey.

PROGRAMMER TO TAKE VARIABLES FROM THE SAMPLE - SERVICES
CONTACTED AND PURPOSE WILL BE USE IN THE WORDING FOR SOME
QUESTIONS

Sample # SERVICES CONTACTED PURPOSE FROM SAMPLE (Asset Group and Type)

1 Prosthetic Limb Service

2 Home Respiratory Program

3 Aids and Equipment Program to re-order some CONSUMABLE PRODUCTS in relation to
nutrition, voice prosthesis, continence…

4 Aids and Equipment Program to order the REPAIR or MAINTENANCE of some equipment
such as wheelchair, electric bed

5 Aids and Equipment Program to REQUEST some equipment such as wheelchair, electric bed,
bath seat…
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SCREENER SECTION
[Single]

S1. The list of names we received from EnableNSW indicates that in the past 6 months,
you have contacted their (SERVICES CONTACTED and PURPOSE WHEN
APPLICABLE)?

Could you please confirm this is correct?
1. Yes
2. No
3. Can’t Say

IF HAVE NOT CONTACTED OR CAN’T SAY (CODE 2 OR 3 ON S1)
TERMINATE AND SAY:

Thank you for your time and assistance; that is all the questions we have.

IF YES (CODE 1 ON S1) CONTINUE:

CUSTOMER SATISFACTION SECTION
[Single] [Do not rotate, do not randomise]

Q1. Did you contact EnableNSW…

READ OUT
1. For yourself
2. On behalf of someone you care for
3. Can’t Say (DO NOT READ OUT)

IF CAN’T SAY (CODE 3 ON Q1) TERMINATE AND SAY:
Thank you for your time and assistance; that is all the questions we have.

[Single] [Rotate, 1-2, 2-1]

Q2. Thinking about the last service you requested through EnableNSW (SERVICES)
(PURPOSE WHEN APPLICABLE) how did you contact them?

READ OUT
1. Telephone
2. Email
3. or Both

IF TELEPHONE OR BOTH (CODE 1 OR 3 IN Q2) ASK Q3:

 [Single]
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Q3. Was the first person you contacted BY TELEPHONE able to assist you with your
query, or were you referred onto another person to help you?

DO NOT READ OUT

1. First person contacted was able to help with the query

2. Was passed on to another person

3. Did not speak to a person at all

IF ‘PASSED ON TO ANOTHER PERSON’ (CODE 2 IN Q3) ASK Q3a:

[Single]

Q3a. In total, how many different people did you need to speak to, BY TELEPHONE, to
get the assistance that you needed?

DO NOT READ OUT

1.  Two people (first contact plus one other)

2   Three people

3.  Four people

4.  Five people

5.  More than 5 people

6.  Did not get the assistance required

8.  Can’t say

ASK ALL
[Single] [Randomise]

Q4.  Still thinking about the last request you made to EnableNSW (SERVICES)
(PURPOSE WHEN APPLICABLE);  I am going to read out different aspects of the
customer service that you may have experienced and I would like you to tell me how
satisfied or dissatisfied /dissatisfied or satisfied  you were with each aspect.

Please use a rating scale of 0 to 10, where 0 = “very dissatisfied”, 5 = “neutral” and 10 =
“very satisfied”.
IF TELEPHONE (CODE 1 IN Q2) ASK STATEMENTS 1 TO 6
IF EMAIL (CODE 2 IN Q2) ASK STATEMENTS 7 TO 8
IF BOTH (CODE 1 OR 3 IN Q2) ASK ALL STATEMENTS 1 TO 8

READ OUT EACH STATEMENT
IF NECESSARY REPEAT THE SCALE
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1 How long you had to wait
before speaking to someone
when you called

0 1 2 3 4 5 6 7 8 9 10 99

2 Staff being polite and
courteous

0 1 2 3 4 5 6 7 8 9 10 99

3 Staff being patient and not
rushing you

0 1 2 3 4 5 6 7 8 9 10 99

4 Staff being able to
understand your needs

0 1 2 3 4 5 6 7 8 9 10 99

5 Staff being able to assist
you with your query or
request

0 1 2 3 4 5 6 7 8 9 10 99

6 Staff did what they said
they would do

0 1 2 3 4 5 6 7 8 9 10 99

7 Receiving a quick reply to
the message I sent

0 1 2 3 4 5 6 7 8 9 10 99

8 Getting a reply which
answered the issues in my
message

0 1 2 3 4 5 6 7 8 9 10 99

[Single]

Q5. How would you rate your overall experience when you contacted EnableNSW
(SERVICES) (PURPOSE WHEN APPLICABLE)?

Please use a rating scale of 0 to 10, where 0 means extremely poor, 5 means neutral and 10
means excellent;
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Overall Experience 0 1 2 3 4 5 6 7 8 9 10 99

IF MENTION DISSATISFIED (CODES 0 TO 4) ASK:
[Open- ended]
Q6a. Why were you dissatisfied?
PROBE FULLY: Anything else?
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IF MENTION SATISFIED (CODES 6 TO 10) ASK:
[Open- ended]
Q6b. Why were you satisfied?
PROBE FULLY: Anything else?

[Single] [Rotate 1-3; 3 -1]
Q8. Now, thinking about the updates that you received from EnableNSW while your
request was assessed, do you think that you received ….
READ OUT

1. Not enough updates (about your request)
2. The right amount of updates (about your request)
3. Too many updates (about your request)
4. (DO NOT READ OUT) Can’t say

[Single] [Randomise 1-4]
Q9. If EnableNSW were able to contact you by any means, how would you prefer to be
contacted to give you updates on your request?
Would you say…

READ OUT

1. By telephone
2. By Email
3. By SMS or Text message
4. By Mail
5. Can’t Say (DO NOT READ OUT)

Now, we have a few questions about the product or equipment that you received through
EnableNSW (SERVICE FROM SAMPLE).

IF SAMPLE 1,2, 3, 5 ASK Q10A
[Single]
Q10a. Still thinking about the last request you made to EnableNSW (SERVICES)
(PURPOSE WHEN APPLICABLE), have you received the products or equipment you
requested?

1. Yes
2. No
3. Can’t Say

IF SAMPLE 4 ASK Q10B
[Single]
Q10b. Still thinking about the repair you requested for your (SERVICES) (PURPOSE
WHEN APPLICABLE), has the repair been completed?
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1. Yes
2. No
3. Can’t Say

IF HAVE NOT RECEIVED OR CAN’T SAY (CODE 2 OR 3 ON Q10a or CODE 2
OR 3 ON Q10b) GO TO DEMOGRAPHIC SECTION
IF HAVE RECEIVED (CODE 1 ON Q10a OR CODE 1 ON Q10b) AND SAMPLE 4
OR 5 GO TO Q11 AND THEN Q12A AND Q12b
IF HAVE RECEIVED (CODE 1 ON Q10a OR CODE 1 ON Q10b) AND SAMPLE 1,
2, 3 SKIP Q11 AND GO TO Q12a
[Single]
Q11. Did the supplier contact you before delivery to make sure you were home or arrange
a convenient time for the delivery?

1. Yes
2. No
3. Can’t Say
4. Not Applicable

[Single]
Q12a. Are you using this product or equipment?

1. Yes
2. No
3. Can’t Say

IF YES (CODE 1 ON Q12a) ASK Q13
IF DO NOT USE IT (CODE 2 ON Q12a) ASK Q12b AND THEN GO TO
CONCLUSION
IF CAN’T SAY (CODE 3 ON Q12a) GO TO CONCLUSION

[Open- ended]
Q12b. Why are you not using this product or equipment?
PROBE FULLY: Anything else?

[Single]
Q13.Does this product or equipment enable you to do the things you thought it would?

1. Yes
2. No
3. Can’t Say

IF RESPONDENT IS THE CONSUMER (CODE 1 in Q1) ASK:

[Single]
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Q14a.  Have you had any accidents or injury using this product or equipment?
1. Yes
2. No
3. Can’t Say

IF RESPONDENT IS THE CARER (CODE 2 in Q1) ASK:
[Single]
Q14b.  Have you or the person you care for had any accidents or injury using this product
or equipment?

1. Yes
2. No
3. Can’t Say

IF YES TO Q14 A OR Q14B (code 1 in Q14a or code 1 in Q14b) ASK
[Single]

Q15.Would you like EnableNSW to contact you to speak about that?
1. Yes
2. NO

 IF YES SAY:
We will provide your name and phone number to EnableNSW so that they can contact you
about this.

DEMOGRAPHIC SECTION
Finally, a question about yourself to ensure that we have spoken to a good cross-section of
people.

IF NECESSARY SAY:
The information gathered will only be used for quality improvements and your responses will
remain strictly confidential. You will not be identified in any way in the results.

[Single]

D1. RECORD GENDER:
1. MALE
2. FEMALE

[Quantity] {Min: 0, Max: 9999}

D2. Could you please give me your postcode?
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RECORD NUMBERS
Can’t say

CONCLUSION
Thank you for your time and assistance. This survey is carried out in compliance with the
Privacy Act and the information you provided be used only for quality improvements.

As I mentioned, we are conducting this survey on behalf of EnableNSW.

If you would like any more information about this project please phone EnableNSW on
1800 362 253.




