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Citizen Experience Survey—
At a glance
Overall quarterly performance of two key measures: trust and satisfaction.

4Citizen Experience Survey | Quarterly Update January – March 2022. 























Trust and Satisfaction – Details
Drivers of trust and satisfaction, and breaking down the data by different groups of 
interest.

15Citizen Experience Survey | Quarterly Update January – March 2022. 









Cohort Differences
Breaking down the data by different groups of interest.

19Citizen Experience Survey | Quarterly Update January – March 2022. 















The Survey Details
Background to the survey and information that’s collected

26Citizen Experience Survey | Quarterly Update January – March 2022.



Questions Included

The core survey questions included in the analysis conducted this quarter are:
• Q1 (including Life Events Experienced and Accessed Services For)
• Q2 (Drivers of Trust)
• Q3 (Measure of Trust in Australian public services)
• Q5 (Ratings of Service Element Interactions)
• Q8 (Measure of Satisfaction in Australian public services)
• Q9 (Drivers of Satisfaction)
• Q12 (Channels Used to Access Services)

Each of the questions has been analysed by key demographic variables and applicable results have been 
included in this report.

Sample Specifics
A total of n=3,509 Australians aged 18+ completed the survey between January – March 2022.

This results in a margin of error of +/- 1.65% at a 95% confidence interval.

The data has been left unweighted at the request of the Department.

The sample breakdown by key demographics (such as gender, age and location) has been provided 
right.

Report Interpretation
Values shown in the charts are percentages (%), unless otherwise indicated.

Some figures may add up to 101 or 99 due to rounding (if they are not multi-response questions).

Significance is tested at the 95% confidence interval. Differences between sub-groups are indicated by 
stars:

= Significantly higher

= Significantly lower

Significant increases or decreases between waves are indicated by up/down arrows: �
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This report is not for publication or open release to the public. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data from this report. Results are subject to 
quality assurance.

Analysis conducted and survey sample
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Unemployed people are the least trusting and have the worst experiences 
with Australian public services overall.

This report is not for publication or open release to the public. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data from this report. 
Results are subject to quality assurance.     = Significantly higher       = Significantly lower. Base: Apr-Jun’22 quarter

Almost two thirds (65%) of employed Australians trust public services compared to 
just over half (51%) of unemployed Australians. Satisfaction among those who access 
services is also significantly lower among those who are unemployed (64% satisfied vs 77% 
for employed Australians). 

As in previous quarters, trust and satisfaction both remain significantly higher among men 
(66% and 75% respectively) compared to women (56% and 71% respectively) . 

% Trust

% Satisfied

Employed Unemployed Men Women Younger
18-54

Older 
55+

65% 51% 66% 56% 59% 62%

77% 64% 75% 71% 72% 76%

Younger Australians who access services are the least satisfied. Younger people aged 
18-54 years-old are slightly but not significantly less satisfied (72%) with public services than 
those aged 55 or over (76%). However this slightly lower satisfaction is being driven by the 
youngest cohort of service users aged 18-24 – satisfaction among this cohort is significantly 
lower at 66% compared to the average overall satisfaction of all older age groups (74%).

While young people aged 18-54 are also slightly less trusting of Australian public services, 
this difference isn’t significant and isn’t being driven by any specific narrow age group. 
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COHORTS
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Deep diving into access for 
specific life event: 
Becoming unemployed
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Compared to the overall population, 
those accessing DESE skewed female, 
younger and metro located.

Q1e: In the last 12 months you accessed Australian public services because [dActor] [dAllocation]. Which services did you access? [MR] Department of Employment and Workplace Relations (e.g. jobactive, Workforce Australia, Australian 
Job Search). Base: Jul-21-Jun22 Those who accessed DESE for allocated life event (n=460).

• Middle aged 35-54 year-old Australians make up the biggest group 
accessing DESE (48%), with 43% being young Australians adults (18-34) 
and 9% older.
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