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For the Department of the Prime Minister and Cabinet
Insight 1 Insight 2 Insight 3 Insight 4 Insight 5
National booster Across every state  Physical distancing, mask Parents have Overall, 3 in 4 who had COVID
adoption increased and ternitory, there  wearing and contactless stronger vaccination ~ symptoms reported staying
significantly, reaching were significant shopping increased hesitancy for their home, consistent with December.
89% this wave. This was  increases in the significantly in January. younger children However, employees in
driven by NSW and WA,  perceived need for ~ However, drops in ‘frequent’  (aged 5-11) industries including Health Care,
both of which saw protective health (always / often) QR code compared to older Financial Services, Public Admin
significantincreases i~ behaviours in check-ins in NSW, SA and children (aged 12-15)  and Safety, Admin and Support,
booster adoption from January, compared  VIC drove a significant —with more concerns  Construction, Rental, Hiring and
December. to December. decrease this wave; the only  about vaccine safety ~ Real Estate, indicated they

behaviour to decline.

Vaccination trends and protective health behaviours

for younger children.

stayed home less this month,
despite symptoms.

Nine in ten (90%) Australians indicate that they have received two or more vaccinations — and the proportion who indicate they are triple
dosed increased significantly from 3% in December to 27% this wave. Additionally, national adoption of the COVID-19 booster vaccination
(those who have or intend to receive it) increased significantly from 86% to 89% in January. Sentiment in NSW and WA both increased
significantly from December. NT and TAS both saw notable drops in booster vaccination adoption this month. Compared to last month,
significantly more Australians in every state indicated that protective health behaviours are currently needed. Of these protective

behaviours, physical distancing, mask wearing, and contactless shopping all increased significantly. However, overall usage of QR code

check-ins decreased significantly this wave, driven by significant drops in NSW, SA and VIC.
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Vaccination sentiment among children

While around 3 in 4 parents are likely to vaccinate their children,
they are more hesitant to vaccinate younger children (aged 5 to 11)
against COVID-19 compared to older children (aged 12 to 15).
Overall, 73% of parents are likely to vaccinate their younger
children (54% very likely, 19% somewhat likely), while 83% of
parents indicate that their older children have either already been
vaccinated (33%), or are likely to receive the vaccine (39% very
likely and 11% somewhat likely). However, more than a quarter
(27%) of parents indicate that they are unlikely to vaccinate their
younger children, while only 17% of parents with older children are
unlikely to vaccinate them.

The likelihood of parents vaccinating their older children is higher in
every state (with the exception of ACT, where it is equal at 89%).
Parents in NSW are significantly more likely to vaccinate their
younger children (80%) compared to WA parents (63%).

The age of a parent’s child/children also affects what influences
their likelihood to get that child vaccinated. With older children,
parents are significantly more likely to be influenced by the advice
of health authonties and by venue/event access requirements.
Parents of younger children are most concerned about safety of the
vaccine itself for children under 12 years.
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Likelihood to get children vaccinated - Overall (%)
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Of those who have recently experienced COVID-19 symptoms (41%), 77% of these people in January indicated that they stayed at
home, similar to 75% in December. Those employed in Agriculture, Education and Wholesale / Retail Trade were among those who
reported the highest levels of staying at home. However, when compared to December, fewer employees in a range of industries,
including Health Care, Financial Services, Public Administration, Professional Services and Construction, indicated that they stayed at
home as a result of their symptoms — likely indicative of current labour pressures affecting these industries.

COVID-19 Symptom Response - Stayed at Home - Jan (%) Dec (%)
Agriculture, Forestry and Fishing n=21 78
Wholesale Trade n=9* [ NN T 63
Education and Training n=85 [ N EREGEGEGEG_—_—_——Y T 81
Retail Traden=96 | NN T 72
Arts and Recreation Services n=15* [ T 78
Accommodation and Food Services n=39 68
Manufacturing n=28" 66
Health Care and Social Assistance n=136 80
Financial and Insurance Services n=48 80
Public Administration and Safety n=28* 86
Professional, Scientific and Technical Services n=53 74
Administrative and Support Services n=55 81
Information Media and Telecommunications n=32 69
Transport, Postal and Warehousing n=32__ I -" 1 64
Construction n=38 65
| Rental, Hiring and Real Estate Services n=7* 85
Mining n=22* 53
i Electricity, Gas, Water and Waste Services n=10* 76 E

*Small sample size, interpret with caution
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February 2022 Report

By Painted Dog Research

For the Department of the Prime Minister and Cabinet
Insight 1 Insight 2 Insight 3 Insight 4 Insight 5
National vaccine Compared to Those that have not Two in five (40%) Australians  Australians are significantly
sentiment remained January, NSW, NT, contracted COVID-19  report having previously used  more likely to use a RAT
stable in February — QLD, SAand VICall  are significantly more  a RAT, with 14% of those rather than a PCR testin a
with booster adoption  saw significant likely to be ‘worried’ receiving a positive result. number of circumstances,
stabilising at 89% and  decreases in the about catching the Among those who have including if they have COVID-
attitudes among perceived need for virus, than those who ~ previously received a positive  like symptoms, have been
parents regarding protective health have previously been RAT result, around 3in5 near someone who may have
child vaccination also  behaviours. infected by it. (59%) indicate that they been infectious, are visiting a

remaining unchanged.

reported their result to a

vulnerable person or have

Government health agency. been to a crowded location.

Vaccination trends and protective health behaviours

As seen in January, nine in ten (90%) Australians indicated that they have received two or more vaccinations in February. The number of
Australians who indicated that they have received the booster vaccination increased significantly, almost doubling since January, increasing
from 27% to 50%. National adoption of the COVID-19 booster vaccination (those who have or intend to receive it) remained steady at 89% in
February. Across the states and territories, there were no significant shifts in booster vaccination adoption. Compared to January, significantly
fewer Australians from NSW, NT, QLD, SA and VIC indicated that protective health behaviours are ‘needed’, driving a significant overall drop
in the national sentiment. The number of Australians who indicated that they ‘frequently’ (always/often) use QR code check ins, physically
distance and wear masks outdoors all decreased significantly. Conversely, the frequency of indoor mask wearing increased in February.
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COVID-19 sentiment

OFFICIAL

Two thirds of Australians (66%) believe they are ‘likely’ (somewhat or very likely) to contract COVID-19. Significantly more from the ACT
believe they are likely to become infected than those from NSW, QLD, SA, TAS, VIC and WA. However, there is no significant difference in
perceived likelihood of becoming infected between those who have previously been infected (68%), and those who have not (66%).
Around half of Australians (563%) are ‘worried’ (very or somewhat worried) about contracting COVID-19. Australians from ACT and NSW
are significantly more likely than those from TAS and QLD to be ‘worried’ about catching the virus. Australians who have previously had
COVID-19 are significantly less likely to be ‘worried” about contracting it (41%), compared to those who have not been infected (55%).

Likelihood of contracting COVID-19 - State (%)

HOverall BACT ENSW ENT HQLD mSA EHTAS mVIC RWA

Very Likely / Somewhat Likely

Childhood vaccination

Aligning with previous results, parents are more hesitant to
vaccinate their child/children aged 5-11 years old compared to
children aged 12-15 years old. As a result of this, significantly
more parents indicate that their 12-15 year old children have
either already been vaccinated or are ‘likely’ to be.

Compared to January, there were no significant shifts in the
specific influencers of childhood vaccination. ‘Information and
evidence that the vaccine is safe a child of that age’ is the
strongest influencer for parents of children in both age brackets

Worry about contracting COVID-19 - State (%)
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Likelihood to get children vaccinated - Overall (%)
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All my children have vaccinated / Likely vaccinated / Likely
had 1+ vaccines 74% 85%%
Very likely
2% 41%

Somewhat
likely 33 34
Not very 16 % 0
likel 10

y e
Not at all
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(5-11 years — 55%, 12-15 years — 48%).

Testing behaviours Scenario-based testing frequency — NET: Frequently (%)
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Take aRAT

Around 3 in 4 Australians indicate they would ‘frequently’ (always or
often) take either a RAT or PCR test if they were experiencing
COVID-like symptoms. Australians are significantly more likely to use
a RAT over a PCR test in a number of circumstances — including if
they had COVID-like symptoms; had been near someone who may
have had COVID-19; were visiting a vulnerable person; or had been
to a crowded event or location. The only scenario in which a PCR test
is significantly more likely to be used over a RAT s if they could not
access an alternate testing option. In February, 40% of Australians
reported having used a RAT, with 14% of those receiving a positive
result. Around 2 in 5 (41%) of those who have received a positive
RAT indicate they did not report this to a Government health agency.

If 1 had COVIDike symptoms
(e.g. cough, fever)

If | could not access

an altemate tesfing option

If I had been near someone who
may have been sick with COV D-19

Before visifing a vulnerable person
(e.g. a sick or elderly person)

If | had been to a crowded
event or location

Take a PCR test

Protective behaviours Predicted vs self reported protective health behaviours - (%)

At least 6 in 10 Australians who have never received a positive
RAT result indicate that they are ‘very likely’ to participate in all
protective health behaviours. However, self-reported protective
health behaviours among those who have received a positive
RAT result is markedly lower. This suggests that Australians are
more likely to believe they will engage in protective health
behaviours if they test positive, than they are to actually carry out
such behaviours when they are infected. The greatest differences
in perceived vs actual protective health behaviours are in the
reporting of RAT results to employers (30% difference) and

Never received positive RAT result (n=2406): ®m Previously received positive RAT result (n=139):
Very likely to conduct behaviour Previously conducted behaviour

"

Self-isolate until Informrecent  Reportresult Reportresultto  Geta PCR

getting a PCR test (33% difference). This result may suggest a symptoms contacts toemployer  government test
level of complacency among positive COVID-19 cases. resolve health agency
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March 2022 Report

By Painted Dog Research

For the Department of the Prime Minister and Cabinet
Insight 1 Insight 2 Insight 3 Insight 4 Insight 5
National vaccine Compared to February, Nation-wide, Rapid Among those experiencing In March, Australians
sentiment remained the perceived need for Antigen Tests were symptoms, COVID-safe employed in Essential
stable in March —with ~ and adoption of protective more accessible in behaviours such as mask Research, Arts and
booster adoption sitting  health behaviours March. However, as wearing and physical distancing  Recreation Services,
at 88%. Furthermore, decreased significantly. stock and availability of  have trended upwards since Telecommunications
attitudes among WA was the only state RATs improves, more ~ December. Further, more and Media, and
parents regarding child  that recorded an increase  Australians who cannot  Australians indicate that they Wholesale Trade were
vaccination remained in the perceived need for  access a RAT cite price  are testing for COVID-19 (via among those most
unchanged. protective behaviours this  as a key barrier to either PCR or RAT test), with likely to stay at home

month. accessibility. significant increases month-on-  from work to avoid
month since December. exposure to COVID-19.

Vaccination trends and protective health behaviours

In March, more than 9 in 10 (32%) Australians indicated they have received two or more vaccinations. Following trends seen in recent
months, significantly more Australians indicated that they received the booster vaccination, increasing from 50% in February to 65% in
March. Although booster vaccination adoption remained stable overall, with 88% of Australian’s indicating they are either already triple
vaccinated or likely to receive the booster vaccine. There were no significant shifts in booster vaccination adoption across all states and
temritories this wave. However, those living in NT, QLD, SA, TAS and VIC were significantly less likely to indicate that protective health
behaviours are ‘needed’ this month, resulting in a significant overall drop in national sentiment. Across all protective health behaviours,
the number of Australians who ‘frequently’ (always/often) engaged in these also decreased significantly this month.
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Rapld Antigen Tests (RATs) Rapid Antigen Test Accessibility (%)

In line with last wave, RATs remain the preferred method of. B Overall MACT MNSW BNT mQLD mSA MTAS HVIC mWA
Australians are significantly more likely to test using a RAT, rather

than a PCR in all scenarios. Positively, perceived accessibility of Feb22 52 47 59 62 49 54 54 37

RATSs increased significantly across all states and territories this

month, resulting in an overall increase from 52% in February to 82%

in March. Just under 2 in 3 (63%) of those who indicated that they can Mar‘22
quickly access a RAT indicate that they can purchase them from a

pharmacy, with 59% indicating that they already own RAT(s).

Yes, | could quickly access a RAT

As a result of this, the proportion of Australians unable to access RAT
tests decreased significantly in March. Furthermore, significantly

- ] - _ o
fewer Australians indicated that stock availability was a reason for Likelihood to get children vaccinated - March (%)

RAT inaccessibility (falling from 68% in February to 46% in March). . NET: Already NET: Already
Conversely, significantly more Australians unable to access a RAT :gdﬁyf:;fﬁ;: e Vacc'"atef ILikely  vaccinated/ Likely
cited affordability as a barrier, increasing from 24% in February to T4k 85% %
34% in March. As RAT stock and availability increases, price Very likely
intuitively becomes the leading barrier to accessibility. 27 41k
Somewhat

. o likely 30 31
Childhood vaccination Not very 18
There were no significant shifts in intended childhood vaccination likely 1’ !
rates this month. Compared to parents with children aged 5-11, those Not at all
with children aged 12-15 are still significantly more likely to indicate likely Aged 5-11(n=414)  Aged 12-15 (n=285)

that their child is already vaccinated, or is likely to be vaccinated.

. Recent COVID-safe Behaviours — Experienced Symptoms (%)
COVID-safe behaviours
M December 21 M January 22 | February '22 H March 22

Among those who have recently experienced COVID-19 symptoms, n=0247 n=1035 1171 n=1312

the proportion who indicate they have been tested (either RAT or

PCR) has increased significantly each month since December. In -

addition, other COVID-safe behaviours such as mask wearing and - - -
physical distancing also demonstrate upward trends in adoption 636 f H & ; 17232626 393133y,
among those who have experienced symptoms. This demonstrates A ﬁ ﬁ A | n v|
that while protective behaviours may be becoming less ‘needed’ and _ _
engaged with over time, those experiencing systems are increasingly Had ? ;?WD Stﬁg;deat Wo:saz;f(ace Zg{;ﬁ[g :;C;itjs :ﬁ C&?ﬁ;‘gén

taking more precautions to protect those around them. (RAT or PCR) myselffrom  delivery code
others shopping

COVID-19 Absenteeism

This month, employees working in Essential Research, Arts and Recreation Services, Telecommunications and Media, and Wholesale Trade
were most likely to stay at home to avoid exposure to COVID-19. Employees working in Food, Beverage and Other Critical Goods, as well as
Critical Government Functions, were significantly less likely to stay home to avoid COVID-19 in March, compared to February.

COVID-19 Absenteeism - Stayed at home to avoid exposure to COVID-19 - March (%) Feb (%)

r Essential research n=5" _ | RS 1 EE
1 Arts and Recreation Services n=32 43 :
: Telecommunications, data, broadcasting and media n=30 a4
s L =1

Manufacturing n=63 36

Food Services n=72 40

Accommodation and real estate n=36 45

Retail Trade n=187 2

Professional, Scienfific and Technical Services n=120 37

Emergency services, safety, law enforcement, justice and correctional services n=20" | 32

Transport, freight, logistics and service stations n=81 [ 32

Health, welfare, care and support n=230 [IINNENEGEGEGEGEGEECE M

Administrative and Support Services n=114 37

Food, beverage, and other critical goods n=82 v 49

Energy, resources and water, and waste management n=19" 35

Building and construction n=115 37

Financial and Insurance Services n=62 38

Education and childcare n=185 30

Mining n=36 17

Critical government functions, federal, state or local government and public works n=80 RN V 40

*Small sample size, interpret with caution
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Citizen Experience Survey

January 2022

Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@ pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).
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Insights

Trust in Australian public services remains stable to begin 2022 — trust sits at 61% and distrust is at 19%. However, trust is significantly lower this
month compared to one year ago (Feb’21, 67%).

Satisfaction with public services also remains stable with past waves. Satisfaction sits at 71% while dissatisfaction is at 12%. As with trust,
satisfaction is significantly lower than Feb’21 (77%).

The effect of age level of trust has reemerged this month as trust among 75+ year olds increased from 70% to 79%. Trust remained stable for other
age brackets. A similar effect can be noticed in satisfaction, although less apparent.

Permanently employed Australians are no longer significantly more trusting that some other types of employment, decreasing non-significantly
from 68% in Dec’21 to 62%. Distrust among permanently employed Australians has increased significantly (13% in Dec’21 to 19%).

South Australians and West Australians are less trusting this wave. Trust for these two states has decreased non-significantly by -5pts and -6pts
respectively, but distrust has increased significantly for SA (14% to 19%) and WA (8% to 22%).

(D@)))

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.
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Trust with APS Experience

Trust in Australian public services has remained fairly stable again this month with a non-significant increase of 1pt (60% to 61%). Distrust also increased slightly
but non-significantly in January ’22, up 2pts from 17% to 19%. Year-on-year, level of trust in January ‘22 is significantly lower than early 2021 (Feb 21, 67%).

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
=@= Strongly trust/Trust/Somewhat trust % NET v A
- - ' ' i 0 61% 67% 56%
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T T T T T T 1 trust
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65 67 66 Distrust 10
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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.
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Satisfaction with APS Experience

Month-on-month satisfaction with Australian public services has remained stable in January ‘22 at 71%. Similar to trust, satisfaction with Australian public
services in Jan’22 sits significantly lower than the levels recorded in Feb’21 (77% down to 71%).

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
- i ; NET M A
=@—Completely satisfied/Satisfied/Somewnhat satisfied % 1% 7% 69%

== ==Completely dissatisfied/Dissatisfied/Somewhat dissatisfied % safisfaction

Monthly .
74 76 74 12 70 4! Completely - -
satisfied
Satisfied
39
11 1 12 12 13 12 34 32
— : i i ; . A Somewhat
Aug 21 Sep 21 Oct 21 Nov21 Dec21 Jan'22 satisfid
I Neither
22 20 23
A Somewhat

Quarterly - - . . dissatisfied
5 —— 6
i e

Completely
dissatisfied

18\15—15

— T [ 1 13 12 13

Jun19  NovM9 Feb'20 Jun'20 Oct'20 Feb'21  Jun21 Jul-Sep 21 OctDec 21 Jan'22 Feb'21 Feb'20

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.



A g e Trust

After falling non-significantly from 81% in Nov'21 to 70% in

St t' t. Dec’21, trust among over 75 year-olds has climbed again to
a IS I C S 79%. With this increase, over 75s are once again

significantly more likely to trust Australian public services

than all other age groups — consistent with results
commonly seen.

Trust is similar across other age groups and remains
consistent with previous waves.

NET
Trust%
59 58
Jan '22 Dec 21
W 18-34 35-54 55-74 75+

from this report. Results are subject to quality assurance.

Satisfaction

Consistent with previous waves of tracking, satisfaction
continues to trend upwards with age. While not significant,
residents aged 75+ are notably most satisfied with
Australian public services compared to younger age groups.

NET
Satisfaction %

67 64

Jan '22 Dec'21

W 18-34 35-54 55-74 75+

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



Employment
Status

Trust

The role employment status has on trust in Australian
public services has shifted slightly this wave. While
retired Australians are still the most trusting, trust
among permanently employed Australians has dropped
slightly (non-significantly, 68% down to 62%), now on

par with other types of employment.

Furthermore, distrust among permanently employed
Australians has increased significantly this month (13%

Dec’22, 19% Jan '22).

% Trust in Australian public
services

MJan'22 MDec'21

Employed full-time Non-permanent Unemployed
or part-time employment / self-
employed

69%  66%

Retired

Satisfaction

Employment status continues to be a determinant of
satisfaction with Australian public services, with retired
and permanently employed residents most satisfied.
Notably, while there was a slight decline in trust among
permanently employed Australians from Dec’21 to Jan22,
the shift isnt reflected in satisfaction levels (77% in
Dec’21, 76% in Jan'22).

NET

76% % 64% 61% 78% X
Strongly -
Agree 40
Somewhat 34 22 32
Agree
I Neither
23
Somewhat 19 2l 20
disagree
Disagree H 19 5
Strongly i 6 4
disagree 2 i 9 3
Employed full- Non-permanent Unemployed Retired
time or part- employment /
time self-employed

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.



State or Trust Satisfaction

~ Overall trust in Australian public services around Australia Satisfaction in Australian public services around Australia
te rrlto ry has shifted in the first month of 2022. ACT residents continue has remained relatively stable and is generally consistent
to be the most trusting despite a non-significant decrease in across states/territories in January 22.

Si'dﬁS'I'iC S sentiment (88% down to 80%).

There are a few notable wave-on-wave shifts, although

Importantly however, trust among South Australians and non-significant. NSW residents are slightly more satisfied
West Australians has taken the biggest hit. Trust has in January (69% to 75%). Meanwhile, some states did
decreased by -5pts and -6pts respectively (non-significant) decline in satisfaction including ACT (94% to 67%) and NT
but distrust has increased significantly for both these states. residents (100% to 72%), although non-significant due to
Distrust in SA has increased from 14% to 29% and from 8% to smaller sample size.

22% for WA.

% Trust in Australian public
services
* MJan'22 MDec21

M Safisfied M Dissatisfied

75 72 69 72 67 m

| 8 | [ q |
ACT* NSW  NT* QLD SA TAS  VIC WA (13
o . . ACT NSW NT QD SA  TAS  VIC WA
% Distrust in Australian (=12  (n=196) (n=6)'  (n=69) (=52) (n=13)' (n=164)  (n=68)

public services
MJan'22 MDec'21

ACT * NSW NT * QLb SA TAS VIC WA

*Caution low base size.
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.
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Citizen Experience Survey

February 2022

Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@ pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).
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Insights

Overall trust in Australian public services stayed consistent with January ‘22 —trust sits at 59% and distrust at 20%. Trust is, however, significantly
lower in February 22 compared to the same period in 2021 (66%).

Satisfaction in February has also remained stable with 74% satisfied in Australian public services and 13% dissatisfied. Satisfaction in February 22 is
in line with the level of satisfaction in 2021 (77%).

The gender gap in trust has continued to increase over the last month, now 12pts difference between males (66%) and females (54%). Males are
significantly more likely to strongly trust and trust Australian public services compared to females.

Individuals aged 18-34 are significantly more satisfied with Australian public services this month than they were in January ‘21 — increasing by 9pts
(67% in Jan’22 to 76% in Feb’22). Satisfaction among all other age groups remained stable.

Trust and satisfaction in Australian public services has remained stable around Australia’s states and territories with no significant shifts from last
month.

(@) )

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.
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Trust in Australian public services

Overall trust in Australian public services has stayed stable in February 22 with a non-significant decrease of 2pts (61% to 59%). Distrust is also consistent this
month with a non-significant increase of 1pt (19% to 20%). Notably, the level of trust is significantly lower in Feb ‘22 compared to Feb ‘21 (59% vs. 66%).

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
=@= Strongly trust/Trust/Somewhat trust % NET v A
Monthly == == Strongly distrust/Distrust/Somewhat distrust % trust 59% 66% 57%
Strongly -
00 0 000 = P e
Trust 24 29 23
17 18 18 17 19 20 Somewhat
T T T T T T 1 trust
Sep 21 Oct 21 Nov'21 Dec21 Jan'22 Feb'22 27 25 27
I Neither
Somewhat
Quarterly A v -
65 67 66 Distrust 10
61 62 11
- ” . % o E o 5
rongly a4
I distrust s

19————21—21\14 o /19\15—-—18

— 14

r T T T T T T T T ! Feb'22 Feb'21 Feb'20
Jun19 Nov'19 Feb'20  Jun'20 Oct'20 Feb '21 Jun'21  Jul-Sep "21 Oct-Dec 21

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.
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Satisfaction with public service experience

Satisfaction in Feb’22 has also remained stable with a non-significant increase of 3pts (71% to 74%). Dissatisfaction has also stayed consistent with previous

months sitting at 13%. While trust was significantly lower in Feb’22 compared to 2021, the level of satisfaction year-on-year has remained fairly stable (74% vs.
77% this time last year).

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)

A
=@—Completely satisfied/Satisfied/Somewnhat satisfied % saﬁsfac:i; 74% 7% 69%
== ==Completely dissatisfied/Dissatisfied/Somewhat dissatisfied %

76 74 72 70 " 74 I Completely -

satisfied

Satisfied

39 39
1 12 12 13 12 13 32
— . . . . . , Somewhat
Sep 21 Oct'21 Nov'21 Dec'21 Jan'22 Feb'22 satisfied
I Neither
23

20 20
A Somewhat
Quarterly - dissatisfied
1 n 75 74
70 . . . 72 v
= - Dissatisfied —n
5 5
= e :
=
4

Completely
dissatisfied

18\15—15

— T [ 1 13 12 13

Jun19  NovM9 Feb'20 Jun'20 Oct'20 Feb'21  Jun21 Jul-Sep 21 OctDec 21 Feb'22 Feb'21 Feb'20

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.



Gender Trust Satisfaction

Like previous waves, gender still plays a role in Despite such as disparity in trust between males and
determining trust in Australian public services; females, this doesn’t translate into their satisfaction with
however, the gap in trust between genders has Australian public services.

widened in Feb 22 to 12pts. Males are significantly

more trusting of Australian public services compared to The satisfaction of Australian males has increased non-
females (66% vs. 54%) and are more likely to both significantly in February’22 (from 70% to 76%) and they
strongly trust and trust. are now slightly but non-significantly more likely to be

satisfied with Australian public services than females.
In contrast, females are significantly more likely to
distrust Australian public services.

% Satisfaction in Australian

NET 66% 54% public services
trust

st 7

B Man or Male B Woman or Female

Trust 28
20
Somewhat
trust
) 28 28 Feb'22 Jan'22
Neither
Somewhat
distrust
Distrust 9
* 10
Strongly 3 6
distrust NET _
0, 0,
distrust 17% 22%%
Man or male Woman or female

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.




Trust

Trust in Australian public services is consistent across age
groups this wave and has remained relatively stable with
last month’s results. Interestingly, 75+ years are no longer
significantly more trusting in public services in February,
after recording a non-significant decline in trust from
January (70% from 79%).

Age
Statistics

NET
Trust%

Feb 22 Jan 22

W 18-34 35-54 55-74 75+

from this report. Results are subject to quality assurance.

Satisfaction

Interestingly, the level of satisfaction with Australian public
services has shifted significantly among 18-34 year olds.
This youngest age group are significantly more satisfied in
February ‘22 than they were last month, increasing by 9pts
(67% to 76%).

Satisfaction among all other age groups have remained
consistent with previous waves.

NET
Satisfaction %

A
76

*>]

Feb'22 Jan 22

W 18-34 35-54 55-74 75+

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



State or
territory
Statistics

Trust

Trust in Australian public services across Australia has
remained consistent with January‘22 results. Consistent with
previous waves, the level of trust from ACT residents is
significantly higher compared to those from other states or
territories.

Distrust in Australian public services has also remained stable
across states and territories with no significant changes since
last month.

% Trust in Australian public
services
HFeb'22 MJan'22

ACT * NSW NT * QLb SA TAS vIC WA

% Distrust in Australian
public services
HFeb'22 MJan'22

Satisfaction

Like trust, satisfaction with Australian public services has
remained generally stable and consistent across the
country this month.

Although non-significant, there are some states that have
improved slightly in satisfaction since January’22,
including QLD (69% to 75%), SA (66% to 74%) and
Victorian residents (67% to 73%). Meanwhile, other states
did decline non-significantly in satisfaction including WA
(77% to 74%) and TAS (72% to 65%).

M Safisfied M Dissatisfied

71 76 67 75 74 73 74

1 13 e
11 H @ 15|
ACT NSW NT QLD SA TAS VIC WA

(n=14)  (n=230)  (n=3)' (n=179) (n=66)  (n=14)* (n=219)  (n=95)

ACT * NSW NT * QLb SA TAS VIC WA

*Caution low base size.
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.
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Citizen Experience Survey

March 2022

Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@ pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).
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Insights

Trust in public services has remained stable in March ‘22. Trust has increased slightly (non-significantly) from 59% last month to 61% this month.
Distrust has also remained stable, declining non-significantly by 2pts (20% to 18%).

Overall satisfaction in Australian public services has stayed stable in March 22 and currently sits at 73% satisfaction and 12% dissatisfaction.
Consistent with previous waves, the levels of satisfaction in Mar’22 (73%) are significantly lower than the ratings experienced in Feb 21 (77%)

Unlike previous waves, there was no clear gender gap in trust in March ‘22. The difference in trust between males and females decreased from
12pts to Spts in March. This is driven by a 3pt decrease in trust by males and a 4pt increase in trust by females (both non-significant).

Trust and satisfaction among different age groups remained in line with previous waves. Consistent with recent waves, the overall level of trust and
satisfaction continues to be slightly (non-significantly) higher for those aged 75+ compared to any other age group.

The levels of trust and satisfaction in Australian public services remains stable across Australia. No notable shifts have been noted this wave around
Australia’s states and territories.

(@) )

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.
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Trust in Australian public services

Trust in Australian public services has remained stable for another wave with a non-significant increase of 2pts (59% to 61%). Similarly, distrust among
Australians has decreased non-significantly by 2pts (20% to 18%). Consistent with recent waves, trust in Mar’22 is significantly lower compared to the levels in
Feb’21 (66% vs. 61%).

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
=@ Strongly trust/Trust/Somewhat trust % NET A v
- ' ' i 9 51% 66% 61%
Monthly Strongly distrust/Distrust/Somewhat distrust % trust
Strongly
62 60 61 60 61 59 61 trust
Trust
17 18 18 17 19 — 20 — 18 Somewhat
r T T T T T T 1 trust
Sep ‘21 Oct 21 Nov21 Dec'21 Jan'22 Feb'22 Mar'22
l Neither

~ IS
<

Somewhat [
distrust
Quarterly - . v
65 66 Distrust 8
61 62 60 60
5
[ A

11
Sroney -
distrust
19——-2'-—21\“ " o—19—— jg— 18— 1
Jun9  Nov'19 Feb'20 Jun'20 Oct'20 Feb'21 Jun'21 JulSep OctDec Jan-Mar Feb'20 Feb'21 Mar'22

21 21 ‘22
LA RN RRRRRRRRRERRERERRERRRERERDRRERENRRERERRRRRRERERRRAERERRRAERERRRERRERRRRRERERRRERERRRERRENRERRRRRERERRERERERRRAERERRRERERNDRNNDRN]ND]

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.
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Satisfaction with public service experience

Overall satisfaction with Australian public services is in line with recent waves of tracking. A non-significant decrease of 1pt was experienced in Mar’22 (74% to
73%) in addition to a 1pt decrease in dissatisfaction compared to last wave (13% to 12%). Similar to trust, the levels of satisfaction in Mar’22 is significantly
lower than the satisfaction ratings a year prior in Feb’21 (77% vs. 73% now).

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
A v
=@—Completely satisfied/Satisfied/Somewnhat satisfied % satisfac:ﬂ 69% 7% 73%
== ==Completely dissatisfied/Dissatisfied/Somewhat dissatisfied %
Monthly
76 74 72 70 g 74 73 Completely
satisfied
Satisfied
1 12 12 13 12 13 12
| — T T T T T T | Somewhat
Sep 21 Oct'21 Nov'21 Dec'21 Jan'22 Feb22 Mar'22 satisfied
Neither
Quarter A Somewhat
varterly a issatisfi
dissatisfied
Dissatisfied

Completely
18 dissatisfied
~15—15\“ ) —— 1] ——— 13— m— ] —— 12

Jun'!9 Nov'19 Feb'20 Jun'20 Oct'20 Feb21 Jun21 Jul-Sep Oct-Dec Jan-Mar
21 21 22 Feb'20 Feb'21 Mar'22

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

A shift in trust has occurred in March among men and Satisfaction with Australian public services among males
women. While there is a slight (non-significant) and females remained stable. However, males are slightly
difference between men and women this wave, the (non-significantly) more satisfied in public services

gap between genders has decreased from 12pts in compared to females (76% vs. 70%).

February to 5pts in March. This comes as a result of a

minor decline in trust among males (66% Feb’22 to Although minor and not statistically significantly,

63% Mar’22), and a slight jump in trust among females satisfaction in public services has decreased slightly for
(54% Feb’22 to 58% Mar’22) females in March (73% Feb’22 to 70% Mar’22).

Additionally, distrust among males and females is
consistent in March.
% Satisfaction in Australian

NET 63% 58% public services
trust

B Man or Male B Woman or Female
Strongly

trust

Trust

Somewhat
trust

Jan'22 Feb '22 Mar '22

Neither

Somewhat
distrust

Distrust

Strongly
distrust
NET

distrust

19% 18%

Man or male Woman or female

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3.’= Significantly lower.




Ag e Trust

Consistent with Feb’22, trust in public services is consistent

St t' t. across all groups this month. Overall, roughly three in five
q IS I C S Australians in each age group place trust in Australian

public services. Those aged 75+ are slightly (although non-

significantly) more trusting (67%) compared to their
counterparts, as was the case last month.

NET
Trust%

60 60

D

Mar '22

W 18-34 W 35-54 W 55-74 75+

from this report. Results are subject to quality assurance.

Satisfaction

Overall satisfaction among Australians across all age groups
has remained stable in Mar’22. Roughly three quarters are
satisfied with public services while individuals aged 75+ are
slightly (non-significantly) more satisfied compared to
others.

NET
Satisfaction %

76 71 75 73 75 70
Feb'22 Mar '22
W 18-34 W 35-54 W 55-74 75+

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



State or
territory
Statistics

Trust

Positively, trust and distrust has remained mostly stable
across Australian states and territories. Notably, while ACT
residents had held the significantly higher levels of trust in
the past, this was not the case in this month after a non-
significant decrease from 79% to 60%.

Distrust has also remained stable this wave with no
significant shifts since last month.

% Trust in Australian public
services
HFeb'22 WMar'22

ACT * NSW NT * QLb SA TAS vIC WA

% Distrust in Australian
public services
M Feb'22 Mar'22

Satisfaction

Similar with trust, the overall satisfaction with Australian
public services has stayed stable across the nation. No
significant shifts were noted wave-on-wave.

ACT and NT residents are slightly more satisfied with
public services compared to other Australians — however,
this should be taken with caution due to small sample
sizes.

M Satisfied M Dissatisfied
100
81 73 73 70 74 74
[11] E
ACT  NSW NT Qw SA TAS vIC WA

(n=12)* (n=185)  (n=1)" (n=143) (0=69) (n=9)  (n=157)  (n=89)

[ 8 H H
NT * QLD SA TAS VIC WA

ACT * NSW

*Caution low base size.*= Significantly higher*= Significantly lower.
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.
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Citizen Experience Survey

April 2022

Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@ pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).
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Insights

Trust in Australian public services has remained stable in April ‘22. Trust sits at 61% while distrust has dropped non-significantly by 1pt from 18% to
17%.

Satisfaction with public services in April 22 has stayed stable and currently sits at 72% (a 1pt decrease from last wave) while dissatisfaction has
remained stable at 12%.

Men are significantly more trusting in Australian public services in April 22 compared to women (66% vs. 57%). The gender difference in trust has
increased to 9% this month and is now significant.

Individuals aged 75+ are significantly more trusting in Australian public services in April ‘22 after a slight increase (non-significant) from 67% to 75%
trust. Interestingly, satisfaction with public services has decreased slightly (non-significant) among 75+ year olds from 85% to 78% satisfaction.

The levels of trust and satisfaction with Australian public services has stayed generally stable across Australia. Although non-significant, ACT, TAS
and WA residents are slightly more satisfied compared to last month, while NSW and SA residents are slightly less satisfied.

(@) )

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.
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Trust in Australian public services

Overall trust in Australian public services is stable at 61% while distrust has decreased non-significantly by 1pt (18% to 17%). Trust in April ‘22 is consistent with
the trust levels from June 2021 and significantly lower compared to Jun’20 (61% Apr'22 vs. 65% Jun’20).

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
=@~ Strongly trust/Trust/Somewhat trust % NET ¥ Jun 20
- ' ' i 0 65% 61% 61%
Monthly Strongly distrust/Distrust/Somewhat distrust % trust
Strongly
60 61 60 61 59 61 61 trust
Trust
18 18 17 19 — 20 — 18 — 17 Somewhat
. . : . . . . trust
Oct 21 Nov21 Dec'21 Jan'22 Feb22 Mar'22 Apr22 I '
Neither
Somewhat
distrust
Quarterly A v

65 67 66 Distrust 20V
61 62 (] ]
57 5 57
Strongly
distrust 9

7 8
4
—— ] — A— 4
19 ~~ " " — 19— g — 18 19 a4 6 -
Jun'!9  Nov'19 Feb20 Jun'20 Oct'20 Feb'21 Jun'21 Jul-Sep OctDec Jan-Mar Jun'20 Jun21 Apr'22
21 21 22

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.
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Satisfaction with public service experience

Like trust, overall satisfaction with Australian public services in April ‘22 is consistent with last wave. A non-significant decrease of 1pt was experienced this wave
(73% to 72%) while dissatisfaction remains stable at 12%. Satisfaction in Apr’22 is slightly (non-signifiacnt) lower compared to Jun’21 (75% vs. 72% now) and
significantly lower compared to Jun’20 (78%).

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
. ) B NET v ¥ Jun 20
=@—Completely satisfied/Satisfied/Somewnhat satisfied % aatisfaction 78% 75% 72%
== ==Completely dissatisfied/Dissatisfied/Somewhat dissatisfied %
Monthly
74 72 70 4! 74 73 12 Completely
satisfied
Satisfied
12 12 13 12 13 12 12
| — T T T T T T | Somewhat
Oct'21 Nov'21 Dec'21 Jan'22 Feb22 Mar'22 Apr22 satisfied
Neither
Quarter A Somewhat
varter A dissatisfied
Dissatisfied
4 6
Completely * 4 6
18 I dissatisfied L4 4-
~15——15\1._1._,,"——-—13*12——13_12
Jun'!9 Nov'19 Feb'20 Jun'20 Oct'20 Feb21 Jun21 Jul-Sep Oct-Dec Jan-Mar
21 21 22 Jun'20 Jun'21 Apr'22

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

Men are significantly more trusting in Australian public A similar proportion of men and women are satisfied with
services in April ‘22 compared to women (66% vs. 57%). Australian public services in April 22 (73% men vs. 72%
This increases the gender gap in trust to 9pts after it women). Notably, satisfaction has decreased (non-
decreased to a 5pt difference in March. significantly) from 76% to 73% for men, while satisfaction

has increased slightly for women (70% to 72%).
This shift was driven by a non-significant increase in trust
among men (64% to 66%). Meanwhile, trust by women The 6pt difference in satisfaction established in March
decreased non-significantly by 1pt (58% to 57%). among men and women was not carried across into April.

Positively, distrust in public services has also decreased
in April from 19% to 15%, although non-significant.
% Satisfaction in Australian

NET 66% % 57% public services
trust

B Man or Male B Woman or Female

Strongly
trust

72%

Trust

Somewhat
trust

i Feb '22 Mar '22 Apr'22
Neither

Somewhat
distrust

Distrust

Strongly
distrust
NET

distrust

15% 19%

Man or male Woman or female

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3.’= Significantly lower.




Trust Satisfaction
Age

Individuals aged 75+ are significantly more trusting in Satisfaction across age groups has shifted slightly but non-
St t. t. Australian public services compared to their counterparts. significantly in April. Interestingly, satisfaction is slightly
q IS I C S Notably, trust among this age group has increased (non- lower among 75+ year olds this month (85% to 78%), but
significantly) this month from 67% to 75%. slightly higher among 55-74 year olds (70% to 77%).
Meanwhile, trust among all other age groups has remained Younger Australians (18-54) are slightly less satisfied in April
stable. compared to March.
NET NET
Trust % Satisfaction %

64 ¢ : 73 715 70 g 72 7
Apr'22 Mar ‘22 Apr'22
W 18-34 W 35-54 W 55-74 75+ W 18-34 W 35-54 W 55-74 75+

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3.’= Significantly lower.




State or Trust
ferr"‘o ry Trust in Australian public services across Australia has also

stayed relatively stable. ACT residents are significantly more

. . trusting in public services this wave, increasing from 60% to
Stqtlstl C S 75% (non-significant change from Mar’22).

Distrust has also remained fairly stable across all states and

territories in April with no significant shifts.

% Trust in Australian public
M Trust services M Distrust

64 61 56 59

ACT* NSW NT* QLD SA TAS ViC WA

*Caution low base size.*= Significantly higher*= Significantly lower.

from this report. Results are subject to quality assurance.

Satisfaction

Although non-significant, satisfaction has increased
slightly among ACT, TAS and WA residents while NSW and
SA residents are less satisfied with Australian public
services in April compared to March.

Despite these small shifts, the satisfaction ratings across

Australia are fairly consistent between all the states and
territories.

% Satisfaction in Australian public services

H Mar'22 WApr'22

ACT NSW NT QLb SA TAS VIC WA
(n=10)* (n=196) (n=2)* (n=131) (n=43) (n=20)* (n=177) (n=64)

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
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Citizen Experience Survey

May 2022

Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).




OFFICIAL: SENSITIVE

Insights

Trust in Australian public services sits stable for another wave but has dipped (non-significantly) to 59% this month -
the second time in 2022 trust has dropped below 60%.

Almost three in four (74%) Australians feel satisfied with Australian public services. Despite being stable and in line
with satisfaction in 2021, it is significantly lower compared to Jun’20 (78%).

Men are still more trusting than women, and the gap between genders in trust has increased for two consecutive
waves since March 2021 and now sits at 11pts difference (9pts in Apr'22 and 5pts in Mar’22).

Satisfaction among 75+ year old Australians has decreased considerably this wave (although not statistically
significant). Importantly, this age group has shifted from being the most satisfied last month to the least satisfied.

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.
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Trust in Australian public services

Trust in Australian public services sits at roughly three in five (59%). Although not a significant shift, trust in public services has
dropped below 60% for the second time this year.
Overall trust has remained stable compared to a year ago, and significantly lower compared to 2020 (61% in Jun’21: 65% in Jun’20).

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
=@=Strongly trust/Trust/Somewhat trust % v ¥ Jun'20
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



OFFICIAL: SENSITIVE

Satisfaction with public service experience

Positively, satisfaction with public services has remained high and stable for another month with roughly three quarters (74%) satisfied with their
experience.

The satisfaction levels are consistent when compared with last year (75%), but like trust are significantly lower compared to 2020 (78%).

Satisfaction with Australian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
. . ) v ¥ Jun 20
=@—Completely satisfied/Satisfied/Somewnhat satisfied % Overall Satisfaction 78% 75% 74%

== Completely dissatisfied/Dissatisfied/Somewhat dissatisfied %
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Neither
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Dissatisfied
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*15—15\“ 0 { 3 — ) — 3 — )
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

Consistent with April 22, men are significantly more Satisfaction with Australian public services has shifted
trusting of Australian public services compared to slightly this wave among genders. Slightly more men are
women (65% vs. 54%). The trust gap between genders satisfied in May (73% April to 76% May), while satisfaction
has increased for two consecutive waves, up from +9pts among women has decreased by 1pt (72% to 71%).

in April and +5pts in March. Neither are significant.

This shift is driven by a non-significant decrease in trust The gender difference in satisfaction has increased to Spts
among women (from 57% to 54%), while trust in men this month (from 1ptin Apr‘22).

has dipped by 1pt from 66% to 65%.

Notably, distrust is also significantly higher among
women compared to men (21% vs. 15%). % Satisfaction in Australian

public services

Overall trust 65% % 54% B Men HWomen

Strongly
trust

Trust

Mar '22 Apr'22 May '22

trust

I Neither

Somewhat

Somewhat

distrust

Distrust 7
I Strongly i

distrust

Overall Distrust 15% 19%
Men Women

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 Y= Significantly higher *= Significantly lower.




A g e Trust
Trust across age groups has shifted slightly since April 22.
stq ti Sii C S Specifically, 18-34 and 55-74 year olds are both less trusting
of Australian public services this month (not statistically
significant), while individuals aged 75+ are slightly more
trusting (up 2pts from last wave).

In line with last wave, Australians aged 75+ are significantly
more trusting of Australian public services compared to all
other age groups. Further, this age groups is significantly
less distrusting compared to their counterparts.

Overall Trust %

64 57 6 59 58
Apr'22 May 22
W 18-34 m35-54 m 55-74 75+

from this report. Results are subject to quality assurance:

Satisfaction

Satisfaction with Australian public services have shifted
notably over the past month across all age groups (although
no changes were significant).

Australians aged 18-54 are slightly more satisfied with
public services in May, while individuals aged 55+ are

slightly less satisfied.

Notably, Australians aged 75+ had the largest shift and are
now the least satisfied age group.

Overall Satisfaction %

68 72 77 72 77 73
Apr'22 May 22
m18-34 W 35-54 W 55-74 75+

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
= Significantly higher *= Significantly lower.



State or Trust Satisfaction

~ Trust in public services has shifted slightly across Australian SA and NSW residents are more satisfied with Australian
te rrltory states and territories. Of note, although not statistically public services in May ‘22 (although non-significant).
. . significant, trust among QLD and VIC residents has decreased
Si'qi'l Si‘lc S this wave (-5pts and -6pts respectively). In contrast, WA residents are slightly less satisfied with
public services this month (79% to 72%, also non-
NSW residents show the highest level of trust around the significant). Satisfaction across all other states and
nation (65%), significantly higher than QLD (54%) and VIC territories has remained stable.

residents (54%).

% Satisfaction in Australian public

services*®
o . . .
% Trustin Au§trallan public HApr22 MMay'22
services*

M Trust M Distrust

w Yo

64 NSW aLb SA vIC WA
54 54
NSW QLD SA VIC WA

*Caution low base size.*= Significantly higher* = Significantly lower. *Due to low base size, ACT, Tasmania and NT are not shown.
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.
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Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@ pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).




OFFICIAL: SENSITIVE

Insights

Trust in Australian public services increased slightly this wave (by 2pts) and now sits at 61%. Despite the increase in
trust, the level of distrust in public services also increased slightly this month, from 18% to 21%.

Satisfaction with public services has remained stable at 73%. Notably, the average satisfaction level for the quarter
(Apr-Jun 22) is consistent with the first quarter ratings (73%).

Like previous waves, we see some clear differences in trust and satisfaction across gender and age. Specifically, men
are more trusting and satisfied with Australian public services, as are older Australians — particularly those aged 75+.

Individuals that are full-time employed or retired are significantly more trusting and satisfied with Australian public
services compared to those that are unemployed.

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.



OFFICIAL: SENSITIVE

Trust in Australian public services

Overall, Trust has increased slightly (non-significantly) in June’22 from 59% up to 61%. Distrust in Australian public services also
increased slightly from 18% up to 21% this wave. Interestingly, the average level of trust in the Apr-Jun ‘22 quarter is in line with the
Jan-Mar 22 quarter (60%).

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
=@~ Strongly trust/Trust/Somewhat trust % ) v ¥ Jun 20
Monthly == == Strongly distrust/Distrust/Somewhat distrust % Overall trust 65% 61% 61%
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



OFFICIAL: SENSITIVE

Satisfaction with public service experience

Satisfaction with Australian public services has remained stable at 73%, a 1pt decrease from May’22 (74%). Similar to trust, satisfaction with

public services this quarter is in in line with the levels in Jan-Mar 22 (73%). Notably, satisfaction in the June’22 Quarter (73%) are significantly
lower compared to June’20 (78%).

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
. . . ¥ Jun 20
=@—Completely satisfied/Satisfied/Somewnhat satisfied % Overall Satisfaction 78% 75% 73%
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

Trust in both men and women have increased slightly by The satisfaction levels of men and women have remained
+2pts this wave (non-significant). Evidently, the trust gap stable in June, with 76% men and 70% women feeling
between genders is still apparent and sits at 11pts this satisfied with public services.

wave.

The gender gap for satisfaction has increased to 6pts (5pts
Interestingly, while trust increased across both genders; in May 22).
the increase in distrust this wave is particularly driven by
men (increasing from 15% to 19%), although non-
significant.

% Satisfaction in Australian
public services

W Men B Women
Overall trust 67% % 56%

72%

Strongly
trust

Trust

Somewhat Apr 22 May 22 Jun '22

trust

I Neither

Somewhat
distrust

Distrust i

Strongly
distrust

Overall Distrust 19% 23%

Men Women

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3.’= Significantly lower.




Age
Statistics

Trust

Trust across age groups have remained mostly stable with a
few slight non-significant shifts. 18-34 and 55-74 year olds
are both slightly more trusting of public services this month,
whereas 35-54 and 75+ year olds are slightly less trusting.

Consistent with previous waves, Australians aged 75+ feel

most trusting of Australian public services — significantly
higher than their counterparts.

Overall Trust %

58 62 57
May '22 Jun '22
m18-34 W3554  W5574 75+

Satisfaction

Satisfaction with public services differed slightly in June ‘22
compared to last month. Although non-significant, there is a
link between age and satisfaction, with satisfaction levels
slightly higher among those aged 55+ and more so for those
aged 75+.

The differences by age is driven by increased satisfaction
among 75+ year olds (from 69% to 85%), as well as for 55—
74-year-olds (73% to 77%). In contrast, satisfaction by those
aged 35-54 years dropped by 7pts (77% to 70%), although
non-significant.

Overall Satisfaction %

72 T 73 71 70 17
May '22 Jun '22
m18-34 W3554 W5574 75+

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3= Significantly lower. *Caution: Low base size for people aged 75+.




Emp|oymenf Trust Satisfaction

Employment status plays a role in people’s trust with Satisfaction with Australian public services is highest

stqtus Australian public services. The trust ratings suggest that among full-time employed and retired Australians and
individuals that are full-time employed (64%) or retired lowest among those unemployed or through other forms
(66%) are significantly more trusting compared to those of employment.

unemployed (51%).

Interestingly, the satisfaction levels among retired
Further, retired Australians are significantly less likely to feel Australians increased significantly from May’22 (from 71%
distrust towards public services. to 84%).

This is consistently seen across previous waves of research.
Although, distrust for the full-time employed increased in % Satisfaction in Australian public
June (from 14% to 23%).

services*
% Trust in Australian public
services HMay'22 HJun22
* A
W Trust M Distrust *
58
Employed Full-time Retired Other (casual, self-  Unemployed
employed)
1\: 5
+ %
Employed Full-time Refired Other (casual, self- Unemployed
employed)

*Caution low base size.*= Significantly higher*= Significantly lower.
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.
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Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@ pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).




OFFICIAL: SENSITIVE

Insights

Trust in Australian public services has increased notably (non-significant) by 4 percentage-points this month to 65%,
the highest level of trust since Feb’21. Distrust has also decreased slightly from 21% to 16% this month.

Satisfaction with Australian public services has also increased (non-significant) by 3 percentage-points to 76%, the
highest level of satisfaction since September 2021.

Men are still significantly more trusting of public services than women. Older Australians over 75 are the most
trusting, however they are not more satisfied with their service experience.

The increase in trust this month is being driven most notably by Australians from Queensland, South Australia and ]
Victoria.

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.



OFFICIAL: SENSITIVE

Trust in Australian public services

Trust in Australian public services has increased slightly in Jul22 (although non-significant) from 61% to 65%. Notably, this is the
highest level of trust since Feb’21 (66%). Additionally, distrust has decreased to 16% from 21% this month.

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



OFFICIAL: SENSITIVE

Satisfaction with public service experience

Satisfaction with Australian public services has also increased slightly this wave from 73% to 76% (although non-significant). Notably, this is the
highest level of satisfaction since Sep’21 (76%). Dissatisfaction has also decreased slightly (non-significant) from 14% to 11%.

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
v
=@ Completely satisfied/Satisfied/Somewhat satisfied % Overall Satisfaction 78% 71% 76%
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Monthly
T4 g2 72 N 5 W o, VR 74 oy 73 2 72 mm 74 gm 73 gm 76 Completely
satisfied
Satisfied
2 - 12 -13 - 12 - 13 - 12 - 12 - 12 — 14 - 44
— L B B -T B L L L B | Sortne_what
Oct'21 Nov21 Dec21 Jan22 Feb22 Mar22 Apr22 May'22 Jun22 Jul22 satisfied
Neither
Quarter A Somewhat
varierly dissatisfied
Dissatisfied

}b

Completely
® dissatisfied
‘15—15\“ “_“__—13—11_—13_12_12

Jun'l9 Nov'19 Feb20 Jun20 Oct'20 Feb'21 Jun'21 Jul-Sep Oct-Dec Jan-Mar Apr-Jun
21 21 22 22 Jun'20 Jul'21 Jul'22

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

The level of trust has increased by similar proportions for Despite the significant difference in trust between men and

both men and women this month (both increasing by women, there is still now significant difference between men

4pts, although non-significant). and women in terms of satisfaction with Australian public
services.

Interestingly, the jump in trust among Australians in

Jul’22 is not driven by one specific gender as the gender Notably, while trust is skewed heavily towards men, satisfaction

differences in trust continue to appear and remains at with public services is slightly higher among women compared

11pts. to men (77% vs. 75%).

% Satisfaction in Australian
public services

Overall trust 75% 77%

% Trust in Australian public

services Strongly
trust

15

M Men B Women

Trust

Somewhat
trust

I Neither

Somewhat
May '22 Jun 22 Jul '22 distrust

B
I Strongly *5 3

distrust

Overall Distrust 1% 12%

Men Women

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3.’= Significantly lower.




Trust Satisfaction

Age

The increase in trust has not been driven by one particular Satisfaction with Australian public services has remained
St t' t. age group with the overall trust sentiment towards fairly stable across age groups. Satisfaction increased
q IS I C S Australian public services increasing slightly (non- slightly for all ages (non-significantly) besides individuals
significantly) for all ages. 75+ (decreasing slightly from 85% to 73%).
Individuals aged 75+ continue to be the most trusting Importantly, the level of satisfaction among 75+ year olds is
compared to other ages, sitting significantly higher in now lowest (not significantly) compared to all other age
comparison. groups this wave.
% Trust in Australian public % Satisfaction in Australian
services public services
Overall Trust % Overall Satisfaction %
62 57 67 63 & o [
Jun '22 Jul 22 Jun 22 Jul 22
W 18-34 W 35-54 m55-74 75+ W 18-34 W 35-54 W 55-74 75+

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3= Significantly lower. *Caution: Low base size for people aged 75+.




State or
Territory

Trust

The overall increase in trust in Australian public services has
been driven by slight (non-significant) increases from people
from QLD, SA and VIC.

Notably, these three states had slightly lower levels of trust
compared to NSW and WA, who have remained stable in
their trust this wave.

% Trust in Australian public
services

MJun'22 WJul'22

NSW QLb SA

Satisfaction

Satisfaction with Australian public services is consistent
across all states this month.

Most notably, satisfaction in NSW is slightly lower
compared to other states in Australia, while SA residents

are significantly less likely to feel dissatisfied compared to
other states.

% Satisfaction in Australian public services

M Satisfaction Disatisfaction

: i : i l ” l : : 81 77 :

NSW QD SA VIC WA

*Caution low base size.*= Significantly higher*= Significantly lower.

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.
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Flagging and addressing whole-of-APS service-delivery issues to
support a step change in the delivery of Australian public services.

Please note this information is for internal government use only and is subject to change following quality assurance.

This report and the data is not for publication or sharing with the public. Please contact Citizen Engagement(citizenengagement@pmc.gov.au) prior to sharing or communication of this
report or data (including with State/Territory Governments).
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Insights

Trust in Australian public services has decreased significantly from 65% to 58% in August. Notably, this is the lowest
recorded level of trust since Feb’20. Distrust has also increased slightly from 16% to 19% (although non-significant).

Overall satisfaction with Australian public services has also decreased significantly this wave (from 76% to 70%). This is
the lowest satisfaction rating since Dec’21.

The significant decreases this wave are consistently seen among both men and women with fairly proportionate
decreases, but are notably being driven by younger Australians.

The drops in trust and satisfaction were driven most strongly by QLD and VIC. Levels of trust and satisfaction both
decreased significantly for QLD and VIC residents.

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.



OFFICIAL: SENSITIVE

Trust in Australian public services

The overall level of trust in Australian public services has decreased significantly from 65% to 58% in Aug‘22. Notably, this is the
lowest recorded level of trust since Feb ’20. Distrust has remained fairly stable however, increasing non-significantly from 16% to
19%.

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.
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Satisfaction with public service experience

In line with trust, satisfaction with Australian public services has also decreased significantly this wave (from 76% to 70%). This level of
satisfaction was last recorded in Dec’21. Interestingly, this comes after the Jul’22 wave which recorded the highest satisfaction in over a year.

Satisfaction with Australian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
v
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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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

Trust in Australian public services has fallen Similarly, satisfaction has decreased for both men and women
proportionally for both men and women in August. Trust in August.
has decreased significantly for men from 71% to 63%
and from 60% to 53% for women. Satisfaction with public services amongst men has fallen slightly
(non-significantly from 75% to 71%, while satisfaction among
Of note, despite the significant changes, the trust gap women has decreased significantly from 77% down to 70% this
between men and women remains (11pt difference). wave.
% Trust in Australian public % Satisfaction in Australian
services public services
Overall Trust % Overall Satisfaction %
M Men B Women Men W Women

A

Jun 22 Jul'22 Aug 22 Jun '22 Jul '22 Aug '22

@— pls confirm if

sig change for women from
Jun’22 to Jul’'22

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3= Significantly lower.




Trust Satisfaction

Age

The decline in trust experienced this wave was felt largely Younger Australians are also reporting lower levels of
st t. i. among younger Australians. In particular, trust among 18- satisfaction (while older Australians are slightly more
q IS I C S 34 year olds decreased from 67% to 55% and 35-54 year satisfied).

olds decreased from 63% to 55% (both significant).

18-34 year olds saw the largest decline in satisfaction
Consistent with previous waves, individuals aged 75+ are (consistent with trust), falling significantly from 74% to 64%.
significantly more trusting compared to their counter parts.

% Trust in Australian public % Satisfaction in Australian
services public services

Overall Trust % Overall Satisfaction %

. v v 70 75
63 55 55

Jul 22 Aug 22 Jul'22 Aug'22
W 18-34 W 35-54 W 55-74 75+ W 18-34 W 35-54 m55-74 75+*

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3= Significantly lower. *Caution: Low base size for people aged 75+.




Trust

Interestingly, QLD and Victoria are prominent drivers for the
declines in trust experienced this wave. The levels of trust
decreased from 61% to 52% for QLD residents, and from 65%
to 51% for VIC residents.

State or
Territory

SA residents also feel slightly less trusting this wave
compared to last, although non-significant.

% Trust in Australian public
services

0,
Overall Trust % = ul22 BAug'22

- v I
7; 7: ” )
QLb SA

VIC WA

T

NSW

*Caution low base size.*= Significantly higher*= Significantly lower.

from this report. Results are subject to quality assurance.

Satisfaction

Similar to trust, the decline in satisfaction was primarily
driven by QLD, VIC and SA residents (not significant for
SA). Satisfaction levels decreased significantly from 79% to
68% for QLD residents and a similar decline was seen by
VIC residents (77% to 66%).

On the other hand, satisfaction in public services actually

increased slightly among NSW and WA residents (non-
significantly).

% Satisfaction in Australian public services

Overall Satisfaction %

Jul'22 W Aug'22

75

NSW QLb SA VIC WA

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
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Insights

Overall levels of trust in Australian public services sits at three in five (60%), increasing slightly this wave from 58% in
Aug '22. The average quarterly trust for Q3 22 is 61%, consistent with past quarters.

Satisfaction with Australian public services also increased slightly after last wave’s decline (from 70% to 73%). The
average level of satisfaction over the last quarter is stable and sits at 73%.

After last month’s shifts in trust, only the level of trust among males recovered as trust from females has remained
stable at 53%. Notably, this has led to the trust gap between and women to increase to +14pts (11pts last wave).

Australians located in metro cities are significantly more trusting in Australian public services compared to those from
regional cities this wave (63% vs. 54%). Interestingly, while trust in metro residents increased slightly after last wave’s
decline, trust from regional residents has remained unchanged this wave.

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.



OFFICIAL: SENSITIVE

Trust in Australian public services

Three in five (60%) trust in Australian public services, a slight (non-significant) increase from Aug’22 (58% to 60%). The quarterly
level of trust for Jul-Sep’22 sits at 61% which is on par with previous quarters.

Trust in Australian Public Services (time series) Trust in Australian Public Services (broken down - annual)
«=@== Strongly trust/Trust/Somewhat trust % v Oct 20
Monthly = = Strongly distrustDistrust/Somewhat distrust % Overall trust 62% 60%

Strongly 10

trust

25

Trust

18 - 18 - 17 - 19 - 20 - 18 - 17 - 18 - 21 - 45 - 19 - ¢q7 Somewhat

trust

T T T T T T T T T T T T 1

Oct'21 Nov'21 Dec21 Jan22 Feb22 Mar22 Apr22 May22 Jun'22 Jul22 Aug22 Sep'22 I Neith
either

10
24
Somewhat
distrust
Quarterly A v
9
5
4

67 i
- . - 65 66 61 62 ~ - — 61 Distrust 6
Strongly
distrust

Jun'19 Nov'19 Feb'20 Jun'20 Oct'20 Feb'21 Jun'21 Jul-Sep Oct-Dec Jan-Mar Apr-Jun Jul-Sep Oct"20 Sep'21 Sep'22
21 21 ‘2 ‘22 '22

N

19 = 21 — A 19 — 1) — 10—
\“_12__“/ — g — 18 18

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.
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Satisfaction with public service experience

After the significant decrease recorded in Aug’22, satisfaction with Australian public services has recovered with a slight, non-significant increase
(from 70% to 73%). Like trust, the quarterly level of satisfaction is stable and sits at 73%.

Satisfaction with Ausiralian Public Services (time series) Satisfaction with Australian Public Services (broken down - annual)
¥ Oct 20
=@ Completely satisfied/Satisfied/Somewhat satisfied % Overall Satisfaction 7% 76% 73%

e == Completely dissatisfied/Dissatisfied/Somewhat dissafisfied %
Monthly

74 & 72 70 Ik 74 73 g 72 74 g 73 76 70 73 Completely

satisfied

Satisfied

r L T -T - -T - - - -1 T -1 = Somewhat

Oct'21 Nov21 Dec21 Jan'22 Feb22 Mar22 Apr22 May?22 Jun22 Jul22 Aug22 Sep22 satisfied

Neither

|

21
35
20
Quarter A Somewhat
varierly dissatisfied
14
6

Dissatisfied
S5
Completely *
18— dissatisfied
55— 15— g — 13— — 13— — 12— 13
Jun'19 Nov'19 Feb'20 Jun'20 Oct'20 Feb'21 Jun'21 Jul-Sep Oct-Dec Jan-Mar Apr-Jun Jul-Sep
21 21 '22 ‘22 ‘2 Oct'20 Sep'21 Sep'22

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Gender Trust Satisfaction

Interestingly, after last month’s significant decline, only Satisfaction with Australian public services has increased

the level of trust in Australian public services from males slightly (non-significantly) for both men and women this month.

has recovered (63% to 67%). Trust from females has

remained stable at 53%. Satisfaction for men increased by +4pts (71% to 75%) since
August, while among women has increased by 2pts (70% to

Notably, the shifts from this wave has increased the trust 72%).

gap between men and women to +14 pts (from 11pts

last wave).

% Trust in Australian public % Satisfaction in Australian
services public services
Overall Trust % Overall Satisfaction %
M Men B Women Men B Women

v

Jul '22 Aug 22 Sep '22 Jul '22 Aug '22 Sep 22

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 Y= Significantly higher 3.’= Significantly lower.




Trust Satisfaction

Age

The slight increase in overall trust this wave was driven by The level of satisfaction among age groups is fairly
St t. t. non-significant increases for those aged 35-54 years (55% consistent in Sep’22 with no significant differences.
q IS I C S to 59%) and 55-74 years (59% to 62%). Satisfaction still trends upwards with age.
Consistent with Aug’22, Australians aged 75+ are However, unlike last wave, Australians aged 18-34 years
significantly more trusting in public services compared to were not significantly less satisfied with public services. This
their counterparts. is driven by a slight (non-significant) increase in satisfaction

among this youngest group from 64% to 71%.

% Trust in Australian public % Satisfaction in Australian
services public services
Overall Trust % Overall Satisfaction %
* y 75 3 75
55 55 55 59 O 64 It A
Aug ‘22 Sep 22 Aug'22 Sep22
W 18-34 W 35-54 m55-74 75+ W 18-34 W 35-54 W 55-74 75+

This report is not for publication or open release to the puplic. Contact the Citizen Engagement team (citizenengagement@pmc.gov.au) before sharing any findings or data
from this report. Results are subject to quality assurance Y= Significantly higher 3= Significantly lower. *Caution: Low base size for people aged 75+.




Meitro vs Trust Satisfaction

~ Consistent with previous waves, people located in Metro Despite the slightly lower levels of trust among regional
Reg I o n q I cities are more trusting (significantly) in Australian public Australians, the satisfaction in Australian public services is
. services compared to those from regional cities. consistent between those based in metro or regional

s p I It cities.

Notably, after last waves decrease, the level of trust from

metro residents increased slightly (non-significantly) from Satisfaction for both metro and regional residents

60% to 63%. However, trust among regional residents increased slightly this wave by 3 pts (although non-

remains at 54%. significant).

% Trust in Australian public % Satisfaction in Australian public services
services
Overall Trust % - Metro B Regional Overall Satisfaction % Metro B Regional

68 At

Jul 22 Aug '22 Sep '22 Jul 22 Aug '22 Sep '22

*Caution low base size.*= Significantly higher*= Significantly lower.
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.
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Trust & satisfaction

Trends over time
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Trust in Australian public services

—e— Strongly trust/Trust/Somewhat trust %

—ae— Strongly distrust/Distrust/Somewhat distrust %

Feb '20 Jun 20 Oct 20 Feb'21 Jun 21 Sep'21*  Dec'21*

Mar '22*

» Three in five people trust public services, stable since last quarter.
» Australians are significantly more likely to trust Australian public

services if they have used them.

» The drivers of trust are stable, but some are still trending down.

Satisfaction with public service experience

—e— Completely satisfied/Satisfied/Somewhat satisfied %

—e— Completely dissatisfied/Dissatisfied/Somewhat dissatisfied %

1 13 12 13 12

Feb'20 Jun'20 Oct'20 Feb21 Jun'21 Sep'21* Dec'21® Mar'2"

» Almost three quarters of service users are satisfied with public

services, remaining high and stable since last quarter.

» Satisfaction with most service elements is yet to recover but has

stayed stable after dropping significantly last quarter.

N N N N

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. *Note: Dec’21 includes all data collected between October — December 2021. *Sep’21 includes all data collected between July — September 2021. *Mar’22 includes all data collected between
January — March 2022. Throughout this report ‘March quarter’ reflects data collected between January — March 2022, and so on for other quarters (September and December). A ¥ = Significantly higher / lower.
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Insights

COVID-19 has affected younger Australians the most — they’re the most likely to have contracted the disease and are being
disproportionately affected in their employment.

Over two in five young Australians report having a mental health condition, but of those only a quarter access help for it through
Australian public services. A lack of trust in public services may contribute to this.

People who experienced a natural disaster recently are relying on Australian public services less than those who experienced a natural
disaster in 2020 and are less trusting and satisfied.

I N N N N

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.



Citizen Experience Survey—
At a glance

Overall quarterly performance of two key measures: trust and satisfaction.
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Three in five Australians are frusting of Australian public

services

Overall trust has stayed consistent in the March 2022 quarter with 60% saying
they trust Australian public services.

Distrust in Australian public services has also remained stable, with a non-
significant increase from 18% in December to 19% in March.

There was a significant increase in Australians who somewhat distrust public
services, up from 9% in December to 10% in March.

21%
neither trust nor
distrust
Quarterly
A
6 67 66 & 27%
57 5 57 s o 60% somewhat frust
frust
services
Junt9  Nov'19 Feb'20 ' Jun'20 Oct'20 Feb'21 ' Jun'21 Sep'21 Dec'21 Mar'22‘ 24%
frust
9%
strongly frust
I T - - .

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. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.
Note: ¥ Denotes a significant decrease from the previous wave. 4 Denotes a significant increase from the previous wave.
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Almost three quarters of Australians are satisfied with

Ausiralian public services

Satisfaction with Australian public services sits at 73% in the March 2022 \ ‘completely IR
quarter, stable at just 1pt higher than in the December 2021 quarter (72%). . 4% dissatisfied
*

Dissatisfaction with Australian public services in March 2022 also remains ' ]2% . \'\ 5%
stable at 12%, stable at 1pt below December 2021 (13%). dissafisfied 2

with services SemeEn gl
There are no significant shifts in the overall satisfaction breakdown compared dissatisfied
to previous waves.

15%
neither satisfied

nor dissafisfied

Quarterly
A
A = = = 21%
o 70 59 5 o n 7 somewhat
73%* satisfied

satisfied with
services
18‘15'__'5\1._1.——11——"13_12—"—13'—12
Jui19 Nov9 Feb20 Jun'20 Oct'20 Feb'2! Jun'21 Sep'21 Dec'21 Mar'2 36%
safisfied
15%
completely
safisfied
. e b G G -

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. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.
Note: ¥ Denotes a significant decrease from the previous wave. 4 Denotes a significant increase from the previous wave.



Life Event Deep Dive

COVID-19
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o Experienced COVID-19

The proportion of Australians
reporting having had COVID-19 in
the past 12 months has increased
significantly compared to the
previous two quarters.

% of Australians who have had

CoviD-19
A

Sep 21 Dec'21 Mar 22

o COVID-19 by Age
Young Australians are the most
likely to report having COVID-19

and are driving the increase over
previous waves.

% of Australians who have had
COVID-19 by age group

24%
1%
E ) 3%

18-34 35-64 65+

o COVID-19 Impact by Age

Younger people are being hit hardest
due to COVID-19 on several life
events, including being more likely to
look for work (see more on slide 8).

% of 18-34 year old Australians who

had looked for work
*
57%
’ Q
18-34 18-34
Had COVID Not have COVID

o COVID-19 on Mental Health

COVID-19 is not significantly
impacting mental health. Having a
mental health condition is higher
among younger Australians
generally, but this isn’t significantly
impacted by COVID.

e COVID-19 on Trust &

Satisfaction
A COVID-19 diagnosis has had no
impact on the overall trust and

satisfaction residents have with
Australian public services.

59% 60%

73% 73%

Satisfaction -
iz "

O COVID-19 by Life Events

Australians who have had COVID-
19 are experiencing more other life
events than those without COVID-
19.

Average # of life events experienced
by Australians

10
6

25

Had COVID Not have COVID

o COVID-19 Impact on
Employment

A COVID-19 diagnosis is leading
some younger Australians to
change jobs. 18-34 year olds and
35-64 year olds are significantly
more likely to have started a new
job if they had COVID.

% of Australians started a new job,
* by age group
49%

*
7% 33%
% cor
3% 6%
——
A o

Employment Life Events
Sought Help For

Seeking help for looking for work
or starting a new job are not
significantly impacted by a COVID-
19 diagnosis.

36%

Looked for work W 5 who

accessed
services
25% for that

Started a new job reason

21%

M Had COVID-19 M Not have

CovID-19

o Public Services Accessed
Those who had COVID-19 are
accessing more public services
compared to those without COVID.

Average # of public services

accessed by Australians
1.5
ﬁ 1
Had COVID Not have COVID

@ Financial life events by
COVID-19

Those with COVID-19 are
significantly more likely to

experience financial hardship and
access government payments.

Experienced financial *
hardship A%
Accessed government *
payments 46%
Accessed the COVID-19 F *
Disaster Relief Payment 6%

M Had COVID-19 M Not have

CoviID-19

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. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.

Note: 4 ¥ Denotes a significant increase / decrease from the previous wave. * ¥ Denotes significantly higher / lower than other cohort(s).




Life Event
Deep Dive

COVID-19

This quarter, over 1 in 10 Australian residents (13%) reported
having COVID-19 in the past 12 months, a significantly higher
proportion than the previous two quarters (3% in September and
4% in December 2021). Similarly, the proportion of Australians
who went into mandatory isolation (22%) and whose immediate
family had COVID (33%) have both increased significantly since
December (13% and 7%, respectively).

Younger people are the most likely to report having COVID-19 and
they are driving the increase since the Dec 21 quarter — a quarter
(24%) of 18-34 year-olds and 11% of 35-64 year-olds reported
getting COVID in the March quarter, while the proportion of over
65s having COVID remains relatively stable (3% from 1%).

% had COVID-19

8%

3% @ 1% 3
—_—

18-34 35-64 65+
M Oct-Dec '21 M Jan-Mar '22

Residents from NSW (18%), VIC (17%) and QLD (14%) are the
most likely to report having had COVID-19 this quarter, and these
states are driving the increased proportion significantly (Dec 21
quarter: 5%, 4%, 3%, respectively).

Ausiralians who had COVID-19 are experiencing more
life events than those without COVID, and younger
people are hit hardest

Those who had COVID-19 are significantly more likely to have
experienced four or more life events than those without COVID-
19 (95% vs 67%) — their average number of life events was 10
compared to 6 for those without COVID.

Compared to those without COVID-19, they are notably more
likely to have become or currently be unemployed (15% vs 9%);
experience financial hardship (30% vs 21%); looked for work (46%
vs 29%); and had a mental health condition (38% vs 28%).

However, some life events are disproportionately occurring for
younger Australians compared to those older. For instance as shown
in the chart below, 18-34 year-olds with COVID are significantly
more likely to have looked for work than same-age counterparts
without COVID* — moreover, among those with COVID, 18-34 year-
olds are also significantly more likely than 35-64 year-olds to look
for work (57% vs 34%), while there was no difference in looking for
work among 35-64 year-olds regardless of having COVID or not.

COVID is not significantly impacting mental health. Having a mental
health condition is higher among younger Australians generally but
no age group is significantly more likely to experience mental health
event because of having COVID-19 (see below).

/ 18-34 m 35-
Had . 17 ’
COVID 6 L 6 - 0

Looked for work Had amental  Started a new job Became
health condition unemployed

7]
23]
>
¢
| |
=
&
+

Not ) '
have I ’ - 4 ?

- 1
COVID 2 | J

A COVID-19 diagnosis isn't causing mass job loss but is
leading some younger Ausiralians to change jobs

Across all age groups, those with COVID are not significantly more
likely to have become or be unemployed. However, among both 18-
34 (49%) and 35-64 (33%) year-old age groups (working age), those
who had COVID are significantly more likely to have started a new
job — with 18-34s the most likely.

N N N N

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. *Significance stars above indicate a significant difference between those with and without COVID-19, within each age group.
A Denotes a significant increase from the previous wave. Y = Significantly higher} = Significantly lower.



Life Event

. Aligned with more life events, those who had COVID Trust and satisfaction with Ausiralian public
D e e D |V e are accessing more public services and seeking help services are no different between those who had
p for more life events COVID and those who did not

Those who had COVID-19 accessed on average 1.5 public services Overall, 60% of Australians trust the public services, no different
compared to an average of 1 service for those without COVID. for those who have had (59%) and not had (60%) COVID-19.
They are also significantly more likely to access 3 or more

COVI D = ] 9 different services compared to those without COVID. In Similarly, service users who had COVID-19 are just as satisfied
particular, those with COVID are more likely to access Centrelink (73%) as service users who did not (73%). Those who accessed a
(43% vs 29%) and Medicare (38% vs 24%). service because of having COVID-19 are also no more or less

satisfied than those who had COVID but didn’t access services for

Similarly, those with COVID are significantly more likely to access that reason (76% vs 71%, non-significant).
services and seek help for 3 or more life events compared to
those without COVID (47% vs. 27%). There are no significant differences in the drivers of trust or

satisfaction among those who had and did not have COVID-19.

Having COVID-19 did not have a major impact on
the likelihood of seeking help when looking for work or
starting a new job.

Of those with COVID-19 who looked for work (46%), 36% sought ‘ ‘

help for that reason, compared to 33% for those that did not have

COVID. Similarly, of those with COVID-19 that started a new job

(41%), 25% accessed services for that reason compared to 21% of | was able to communicate my issues and questions with
those without COVID-19. Australian public services workers and they were
Interestingly, those with COVID are significantly more likely to extremely helpful.

experience financial hardship (30% vs 21% for those without — Person who accessed services for COVID-19 and ‘somewhat trusts’
COVID) but are significantly less likely to access services for this Australian Public Services

event (24% with COVID-19 vs. 34% without COVID-19).

However, those with COVID are more likely to access government
payments (54% vs 46% for those without COVID), particularly the
COVID-19 Disaster Relief Payment (21% vs 6%).

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.



Mental health conditions are common - almost a third
of Australians report having a mental health condition 2 o
% experienced a mental health condition

including depression or anxiety

ife E t
LI e ve n 30% of Australian residents report experiencing a mental health

o ey Most: Women 18-34 Least: Men 65+
condition in the last 12 months from March 2022, similar across

o
D ee p D Ive all Australian states (non-significantly highest among Victorians at &\
33%) and no difference between metro and regional. a ‘
Unemployed Australians* are the most likely to have had a
mental health condition (46% vs 30% employed). - -
Me ni'ql H e q Iih Younger Australians are suffering the most. Over 2 in 5 of those
aged 18-34 experienced a mental health condition (42%), 48 ,o 9 ;o
significantly more than 35-64 (29%) and 65+ (13%) year-olds.

Women are also more likely than men to report a mental health Young women are significantly more likely than any
condition (36% vs 22%), with young women most affected (48%). other age / gender cohort to experience a mental
health condition /

Those with a mental health condition experience more
life events

On average, those who reported a mental health condition
experienced 9 life events in the past year compared to 5 life
events for those without a mental health condition — and they are
significantly more likely to experience four or more life events
(95% vs 60%).

®
)
A

35-64 W65+
Job loss and financial hardship confribute to poor
mental health, but COVID-19 does not

Overall, those with a mental health condition are significantly * *
more likely to have become unemployed (18% vs 7%); looked for ‘

work (46% vs 25%); and experienced financial hardship (40% vs *
i o) e p (40% Mental ! *
1

N
N %

15%) than those without a mental health condition. They are also
more likely to report having COVID-19 overall (17% vs 12%), but health 4
this appears to be due to the younger age skew of those with L
both COVID and a mental health condition rather than COVID
itself being directly related to poor mental health (see chart right)
— within age groups, there is not a significant difference in COVID

rates by mental health status. Not - 4 i 3 i-g

3
Became Looked for work Experienced Had COVID-19
unemployed financial hardship

Across all age groups, looking for work and experiencing financial mental

3
hardship is significantly higher among those who had a mental health
health experience. j

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. *An unemployed Australian was defined as either being unemployed (looking for work), not actively looking for employment, or permanently unable to work.
Significance stars above indicate a significant difference between those with and without a mental health condition, within each age group.



Life Event
Deep Dive

Mental Health

Ausiralians with a mental health condition access more
services and seek help for more life events

Those who experienced a mental health condition access on
average 1.4 public services compared to 1.0 for those without a
mental health condition. They are significantly more likely to
access any services (73% vs 57%) and more likely to access 3 or
more (18% vs 10%) than those without a mental health condition.

Across all age groups, Australians with a mental health condition
are also more likely to access services for more life events — almost
half (47%) seek help for three or more life events compared to
22% of those without a mental health condition.

They're more likely than those without a mental health condition
to access some services. Of those with a mental health condition
looking for work (46%), 40% accessed services — significantly
higher than those without a mental health condition (29%).
Similarly, of those with a mental health condition with a disability
(25%), 41% accessed services for the disability — significantly higher
than those without a mental health condition (30%).

Young Ausiralians are affected the most, but they're
less likely to seek help from public services

While 42% of 18-34 year-olds report a mental health condition,
only 27% of them sought help from an Australian public service
(significantly lower than other age groups). This may be because
younger people access other services (e.g., online mental health
support) or could indicate distrust in Australian public services.

Women aged 18-34 year years are more likely to have a mental
health condition (48%) than young men, but they access help via
public services at the same rate (both 27%). This suggest young
women are less likely to access services because of their
condition.

Experienced amental Sought public service
health condition help for mental health

o
o [ I

35-64

Young Ausiralians with a mental health condition are less
likely to seek help for it, but they seek more support in
general and are accessing more help for other life events

Compared to 18-34 year-olds without a mental health condition, those in
this age cohort with a mental health experience are more likely to seek
support when they start university (10% vs 4%); change a place of
residence (9% vs 6%); apply for or renew a licence (28% vs 17%). These life
events aren’t necessarily indicative of poor mental health, suggesting
young people with mental health conditions have greater support
requirements for more life events in general.

Young Australians with mental health conditions frust
Ausiralian public services less than those without

Overall, 56% of Australians with a mental health condition trust public
services, significantly lower than those without (62%). This difference was
clear among young people as those with mental health conditions are
significantly less trusting (56% trust among 18-34 year-olds with a mental
health condition vs 63% for those this age without a mental health
condition). This lower trust may be a reason young people aren’t seeking
support from public services for their mental health. Trust among 35+ year
old Australians is consistent between those with and without mental
health conditions.

Overall there’s no difference in drivers of trust between those with and
without a mental health condition — but amongst 18-34 year-olds, those
with a mental health condition are less likely to agree Australian public
services are responsive (48% vs 57%) and Australian public services are fair
(50% vs 56%), contributing to their lower trust.

Satisfaction is lower for those with a mental health condition,
but it doesn’'t seem to be driven by their experience related to
their mental health

Those who experienced a mental health life event and accessed any public
services are less satisfied overall with their experience (68%) than service
users without a mental health condition (76%). However, those with a
mental health condition who accessed services for their mental health are
no less satisfied than those who did not seek help (both 68%) — suggesting
it may be other services people with mental health conditions are
accessing that is driving down their satisfaction.

Overall there is no difference in drivers of satisfaction between those who
experienced a mental health event and not, nor between those who
accessed services for mental health and not.

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. Note: The hollow significance star on the chart above indicates that those aged 18-34 with a mental health condition were significantly less likely to seek support from public services than older age groups
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Life Event Deep Dive

Natural Disasters — A comparison of service usage and experience
in 2020 vs 2022

o Number of life events & services accessed

Those experiencing a natural disaster in 2022 are
experiencing roughly the same amount of other life
events as those who experienced one in 2020. Similarly,
they are accessing a similar number of public services.

11.3 1.8
2022 & ¢
# Life Events ‘ # Services Accessed

11.8 2.1

2020 ‘ | ]

# Life Events # Services Accessed

Less Ausiralians are accessing three or more
services

Significantly less Australians who experienced a natural
disaster are accessing three or more services compared to
2020. This is not reflected among those who didn’t
experience natural disasters.

% of Australians who accessed three or more services

v
Experienced Natural 33%  26%
Disaster
2020 m2022
Not Experienced

Less Australians are accessing services for three
or more life events

Australians are significantly less likely to access services for
three or more life events, despite experiencing a similar
amount of events.

% of Australians that have accessed services for three or
more life events.

Accessed services for 48% L4
three or more life
events 55%
2022 w2020

o But more are accessing help for natural disasters

More Australians are accessing help specifically for the
hardship and damage they experienced from the natural
disaster in 2022 compared to 2020.

% of Australians that have experienced a natural disaster
event that sought help for the event
23%

9% ﬂ
L 4
3? a»®
- (]
2020 2022
Natural Disaster Natural Disaster

o Natural Disaster on Trust & Satisfaction

Australians who suffered from a natural disaster in 2022 are
significantly less trusting and satisfied with Australian public
services compared to those who experienced a natural
disaster in 2020.

=@ Trust
=@ Satisfaction

2020 2022

Natural Disaster Natural Disaster

o Drivers of Trust by Natural Disaster

Agreement with all drivers of trust is significantly lower
among those who experienced a natural disaster in 2022
compared to 2020. Although significant, this trend is also
reflective of a general decrease in the drivers of trust seen
among all Australians.

% of Australians that agree with the drivers of trust

Australian public services are reliable L 53% AJ
Australian public services are integrity
Australian public services are fair | 52% A
Australian public services are open and... L 52% A
Australian public services are responsive | 50% A

W 2022 2020

= 4 D D b b -

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. Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.
Note: ¥Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave



Those who experienced a natural disaster in 2020 are \

experiencing roughly the same amount of other life Trust and satisfaction with Australian public
events as those experiencing natural disasters in 2022

Life Event
> services among those who experienced a
D ee p D Ive Those reporting experiencing hardship from a natural disaster natural disaster

across 2020 experienced on average 11.7 life events, similar to
11.3 life events among those who experienced a natural disaster 2020 2022
more recently to 2022. In both time periods, those experiencing a
natural disaster accessed notably more services on average than

N q*u ral those who did not experience a natural disaster (2.1 in 2020 and 6 7% Trust 54% v

1.8 in 2022, compared to an average of 1 service for those who did
Disq si-e s not experience a natural disaster).
)
Trust and satisfaction are both lower in 2022 among those

Those experiencing a natural disaster in 2022 are also not 73 P 5 i 6 3
experiencing any particular other life events more or less than in (o] Satlsfactlon (o]
who experienced a natural disaster compared to 2020

2020 2022 2020. While the proportion experiencing some other life events \
Vs among those who experienced a natural disaster has changed, it is
com parison* reflective of a general change in the proportion experiencing these
life events since 2022, not just among those who experienced
natural disasters.

Significantly less are accessing help specifically for the

hardship endured by the natural disaster, and there is Trust has fallen significantly for all residents since 2020 (64% vs 60%

less usage of Australian public services overall among in 2022); however, the decline has been steeper for those who

those who experienced a natural disaster experienced a natural disaster: 67% in 2020 falling significantly to 54%
in 2022.

The proportion who accessed services specifically for the hardship

and damage they experienced from natural disasters has Satisfaction among service users who experienced a natural disaster

decreased significantly from 28% in 2020 to 23% in 2022. has also dropped significantly in 2022 (73%) compared to 2020 (63%).
While there has been a significant drop in satisfaction overall from

Further, in general they are using less public services now. In 2022, 2020 to 2022, it is not as marked (75% to 73%), suggesting those who

just over a quarter (25%) of those who experienced a natural experienced a natural disaster are notably less satisfied with public

disaster accessed three or more services, a significant decrease services.

from 42% in 2020. This drop is not reflected among those who

didn’t experience natural disasters (44% accessed 3+ services in Agreement with all drivers of trust is significantly lower in 2022

2020 compared to a stable 38% in 2022), suggesting those among those who experienced a natural disaster compared to those

experiencing a natural disaster are less likely to access more who did so in 2020 — however, this is reflective of a general significant

services now compared to 2020. decrease in all drivers seen across the board since 2020 and not

unique to those who experienced a natural disaster.
They are also accessing services for less life events, despite
experiencing a similar amount of events. In 2022, 48% of natural Drivers of satisfaction have not changed significantly between 2020
disaster victims accessed services for three or more life events, a and 2022 among those who experienced a natural disaster.
significant decline since 2020 (55%).

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. ¥ Denotes a significant decrease from the previous wave. *2020 time range includes those who completed the survey from Feb’20 to Feb’21; 2020 includes those from Jan-Mar’22.
ADue to small sample size, analysis is based on any service users who experienced a natural disaster (whether or not they accessed APS services for that event).



Residents from NSW, Queensland and Victoria are most They are more likely to access services for a range of life events, many

°
Llfe Eve ni‘ likely to report experiencing hardship from a natural not seemingly related to a natural disaster. This suggests they have
disaster this quarter greater needs for support from public services in navigating life events in
e general, compared to those who didn’t experience a natural disaster.
D ee p D |ve 15% of NSW residents, 11% from Queensland and 10% from Notably, those experiencing a disaster are more likely to access services
Victoria reported experiencing a natural disaster in the past 12 for looking for work (26% vs 9%); starting a new job (15% vs 4%); being /
months this quarter — significantly higher than last quarter for NSW becoming unemployed (8% vs 3%); experiencing death in the family (10%
(11% Dec’21 qtr) and Queensland (6% Dec21 qtr), likely due to vs 3%); and experiencing a chronic iliness (15% vs 6%).
flooding in that region.
N qiurql More specifically, this quarter residents from metro NSW (Sydney, Trust in APS is lower among those who experienced a natural
D‘ i. Newcastle, Wollongong or the Central Coast) are the most likely to disaster, but satisfaction is similar
|$q S ers experience a natural disaster (18%), followed by QLD metro
(Brisbane, Gold Coast, sunshine Coast). The same proportion of 54% of those who experienced a natural disaster trust Australian public
residents from major and non-major VIC cities reported services, significantly lower than those who did not (61%). However,
2022 March quarfer experiencing a natural disaster (11%). among service users, those who accessed services because of a natural
disaster are not significantly less satisfied (57%) with services than users
breakdown who did not access these services (65%).
% experienced natural disaster®
Despite lower trust, there’s no difference in the drivers of trust between
Metro / major Regional / non-major those who experienced a natural disaster vs did not. Similarly, there is no
city city difference in the drivers of satisfaction.

Those who experienced natural disasters use a wider mix of

Qb n channels to access services, both digital and non-digital

53% of service users who experienced a natural disaster life event used a
vIC “ n mix of digital and non-digital channels when accessing public services
(significantly higher than 36% who did not experience a disaster) — they
are less likely to use purely digital or non-digital channels. On average,
they used 3 channels compared to 2 for those who didn’t experience a
Those experiencing a natural disaster accessed more natural disaster and are significantly more likely to use all channels
public services than those who didn’t and have greater (except for MyGov).
service needs

% used

On average, those who experienced hardship from a natural : - : >
ge, P P Top channels by service users who experienced natural disasters vs did not

disaster used almost twice as many services (1.8) than those who

didn’t experience a disaster (1), and are significantly more likely to 47% 33% 3" % 28%

access three or more (26% vs 11%).

N
Similarly, those experiencing hardship from disaster accessed on \\ 3

average services for twice as many life events (4) than those not

(2) and are more likely to access services for three or more events Telephone AP? App Face
(48% vs 28%). websites toface
vs. 31% vs. 19% vs. 17% vs. 18%

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. *Significance stars on chart above indicate, for instance, that residents from NSW major cities were more likely to experience a natural disaster than
residents from NSW non-major cities



Trust and Satisfaction — Detalls

Drivers of trust and satisfaction, and breaking down the data by different groups of
EEN

Citizen Experience Survey | Quarterly Update January — March 2022.
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Citizen frust in Australian public services

Australians who access public services have
greater frust than those who have not accessed
them

Individuals who used public services in the March quarter are
significantly more likely to trust Australian public services
(62%), compared to those who haven’t accessed any services
(57%). This is a recurring theme that has been seen over the
past few waves.

Interestingly, the number of services they've accessed doesn’t
affect their overall trust.

58% 57% 57% 65% 629% 62% 67% 65% goog 64% 65% 64%
0 Services 1 service 2 services 3 or more services
W Jul-Sep 21 10ct-Dec 21 W Jan-Mar 22

The drivers of frust have remained stable in the
March quarter but have been declining over time

Interestingly, although the drivers are mostly stable in the
March quarter, a few drivers are sitting significantly lower
than their September quarter levels (see right).

In particular, significantly less see APS as being reliable (32%
Sep’21; 30% Mar’22), responsive (31% Sep’21; 28% Mar’'22)
and having integrity (35% Sep’21; 31% Mar'22).

Overall frust by life event is stable with roughly two
thirds who’ve experienced life events frusting
Australian public services.

Consistent with the December quarter, individuals that have
experienced Travel and Registrations life events remain the
most trusting in public services (63%). Meanwhile, those who've
experienced a health event continue to report the lowest levels
of trust (58%).

Drivers of Trust Overtime

M Mar'22 Quarter Dec'21 Quarter M Sep'21 Quarter

¥ Sep’21 Quarter

APS are reliable

L v Sep21 Quarter

APS are responsive 29%
IETZ v Sep21 Quarter

APS are fair

APS are open and honest

APS have integrity

Trust by life event experienced in the past 12 months
(broad groupings)

December 21
Quarter

Travel and Movement m 63%

Registrations, licenses and
certification

COVID-19 (Coronavirus)

TBC — waiting for
PMC guidance o
whether to use Q

Civic participation

Births, Deaths and Marriages

or Qlc

Financial & Revenue

Changes in Family Care
Arrangements

Education

Employment

Health and Institutional Care 58% 58%

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 higher3.{ = Significantly lower



85%

75%

65%

55%
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Satisfaction with Australian public services

Drivers of satisfaction are stable

Agreement with all drivers of satisfaction remains stable this
quarter. Agreement was still highest that staff treated me with
respect (62% agree to strongly agree) and lowest that the service
explained how my personal information would be used and stored
(51%). As in previous periods, agreement with all drivers is slightly,
but not significantly, highest among older Australian service users.

Satisfaction for those with more complex service needs
is showing signs of improving

Last quarter, a downwards trend was clearly showing worsening
satisfaction over time among those who accessed services for a
greater number of life events. This quarter, the trend has been
stemmed with a slight (non-significant) increase in satisfaction
among those with 4 or more life events (from 66% Dec’21 to 70%
Mar’22); moreover, the difference in satisfaction between those
experiencing 3 or less vs 4 or more life events is no longer
significantly different.

Satisfaction with public services by number of life events

—e—3 or less —e— 4 or more

77%

77%

74% 74%

74%

76%

i 70% 70%

*
66%

T T T T 1

Feb'21 Jun21 Jul-Sep'21  Oct-Dec'21 Jan-Mar'22

quality assurance. Note: 4 ¥ Denotes a significant increase / decrease from the previous wave.

Using less channels fo access services is
associated with greater satisfaction

There is a small yet significant correlation between the
number of channels used to access services and overall
satisfaction (-.07), suggesting the more channels someone
has to use to interact with public services (e.g., by phone,
face-to-face, APS websites, etc.), the less positive their
experience.

Indeed, satisfaction among users who accessed services via
just one channel was significantly higher (79%) than those
who used more than one channel (68%).

Satisfaction among those accessing services for
Travel & Migration related life events has
decreased this quarter.

In December’21, satisfaction was highest among the Travel &
Migrations service group (85%) but has fallen (non-
significantly) in March’22 (76%). Positively, satisfaction has
increased slightly for those accessing Health services (from
64% to 69% satisfied) and among those seeking support for
Employment (from 61% to 67% satisfied).

Satisfaction by life event sought help for
(broad groupings)

Travel & Migration

Family Formation

Health

Employment

Family Dissolution

71%

69%

67%

57%

December21
Quarter

85%

72%

64%

61%

59%

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

Denotes that satisfaction is significantly lower than the comparison group.
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Satisfaction with service elements

After falling last quarter, satisfaction with service elements has stabilised - but I got what | needed
is yet to improve again for most elements

Since last quarter, there has been no change in agreement with most service elements after 2 65 5

: Sy : L : The websites or applications | used
falling significantly the previous quarter. Positively, the proportion who agreed they got what Py
they needed from their service has increased significantly to levels seen in the Sep 21 qgtr.

& By S S = It was easy to access the service(s)
Those using purely digital channels are more satisfied with most service

elements, while those who use a mix of digital and non-digital typically rate

elements lower The amount of effort | had to putin

was reasonable
Digital-only users agreed most they got what they needed and that it was easy to access the

service. Digital users also agree they are kept updated on progress more so than other users.
It was easy to find out about the

service(s)

Easy to Kept Amount of
| got what access the informed of effort was The amount of time it took to reach

I needed — progress reasenable an outcome was acceptable

10 sjuawa|e ad1Mes Jo sbuney

(aa4bp A)buoujs 0} 2216p) suoroelsyul

Digital b 9% 62% 51 % 59% Processes were clear and easy to

only follow

It was clear | could give feedback

Non-digital 8 58% 57% 43% 59% about my experience

only

| was kept informed of progress and
wait times throughout

\wx H  55% 44% 40% 44% /

M Mar'22 Quarter M Dec'21 Quarter2 M Sep'21 Quarter

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. Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave




Cohort Differences

Breaking down the data by different groups of interest.

Citizen Experience Survey | Quarterly Update January — March 2022.
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Cohort Differences
Young Australians (18-34 years)

Unemployed Young

Women Employed Young Women

Unemployed Young Men Employed Young Men

Employed young women are also satisfied
with public services despite being less
trusting than their male counterparts. Like

Unemployed young men are the least
satisfied with Australian public services, and
have a slightly lower level of trust. However

Employed young men are satisfied with
public services and have the highest trust.

Unemployed young women experience a
similar number of life events to their male

A brief overview... 2 : 5 counterparts, but are more satisfied with They think public services processes are ’
they experience slightly less life events. The 3 : L 4 unemployed young men and women, their
- = . public services. Their highest driver of trust clear and easy to follow but want to be kept £ . :
time it takes to achieve an outcomeis a key 2 5 : ¢ 5 1 4 lowest driver of trust is that APS is
3 - : : is that Australian public services is reliable. more informed of progress. 5
area to improve to boost their satisfaction. responsive.
Satisfaction 57% ¥ 72% 74% 74%
* Highest: “| got what | needed” (54%) H/ghes.t: e of”c-: dais Sl Proc”esses WEe e acnd Highest: “Processes were clear and
g T to put in was reasonable” (58%) easy to follow” (56%) e
. . . * lowest: “The amount of time it took " ) ,, : easy to follow” (62%)
Drivers of satisfaction - Lowest: “I was kept informed of » Lowest: “I was kept informed of = )
to reach an outcome was acceptable Fin i R 5 Lowest: “It was easy to find out about
(35%) progress and wait times throughout progress and wait times throughout the service(s)” (49%)
(41%) (47%)
Trust 53% 57% 66% * 58%
*  Highest: “APS are open and honest” : : * Highest: “APS are fair” (61%) : 2 :
hest: “AP liable” . N : “AP 2
Drivers of Trust (61%) Lgncst A= Elishe O2) » Lowest: “APS are responsive” (59%) / Hiiiests S el ey RO

Average Number of life events

Average number of services

accessed

* Lowest: “APS are responsive” (49%)

7

1.8

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. Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.

Lowest: “APS are responsive” (48%)

7

1.7

Note: * =Significantly higher ¥¥=Significantly lower (compared to the other cohorts).

APS are open and honest (59%)

8

[ ¢

Lowest: “APS are responsive” (52%)

9

17



Cohort
Differences

Young
Ausiralians
(18-34 years)

Employment status among young men is a strong
determinant of satisfaction with Australian public services

Unemployed young men are significantly less satisfied with Australian
public services (57%) compared to those employed (74%).
Interestingly, this isn’t mirrored among women as they’re equally as
satisfied with public services regardless of if they’re employed or
unemployed.

Although non-significant, employed men and women are slightly
more likely to agree with many of the drivers of satisfaction
compared to their unemployed counterparts. Of note, employed
men are (non-significantly) more likely to agree that staff did what
they said they would do compared to unemployed men (56%
employed vs. 35% unemployed).

Number of life events experienced
(By young age group)

mUnemployed young man ®Unemployed young woman B Employed young man ® Employed young woman
* x

20%
‘830 87%

73%

1% 1% 2% 1% 9% 49% 2% 3% 6% 6% 3% 3% 10% gop 595 4%
i, . — [T
0 Life Events 1 Life Event 2 Life Events 3 Life Events 4+ Life Events

Employed men and women are more likely fo experience
four or more life events compared fo those unemployed

However, they access a similar number of services on average, between
1.7 and 1.9 services. The life events they’ve accessed services for did
differ among the cohorts however. Unemployed men and women are
significantly more likely to access services related to looking for work,
becoming or being unemployed and having a disability.

Employed young men are more frusting of Ausiralian public
services compared to other groups

Employed young men have a significantly higher level of trust (66%)
compared to employed young women (58%), as well as unemployed
young men (53%) and women (57%). Like satisfaction, employment
status doesn’t play a major factor in the evaluation of trust by women.

The employed men are also significantly more likely to agree that public
services are responsive, fair, and open and honest compared to others.

Usage of different access channels differs slightly among
young Australians

Interestingly, women are significantly more likely to have used MyGov
(83%), compared to men (72%). Potentially as a result, men are
significantly more likely to access a wider range of channels including
APS websites, face-to-face, email, letters, SMS and social media (see
below).

72%
36%
32%
Used smartphone app
Used APS websites m*
28% b
Used face-to-face
2 25% b
Used email
Used letter Eﬁ*
Used SMS Em*

11% R ¢
=)

Used online chat g

Used agent / advocate

Used social media

M 18-34yearold men M 18-34 year old women

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 f{: Significantly lower
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Cohort Differences
Middle-aged Austiralians (35-64 years)

A brief overview...

Satisfaction

Drivers of satisfaction

Trust

Drivers of Trust

Average Number of life events

Average number of services

accessed

Unemployed Middle-
aged Men

Unemployed middle-aged men are slightly
more satisfied with Australian public
services than unemployed women, but have
slightly lower levels of trust. Knowing about
how their personal information is used and
stored is a key area to improve to boost
their satisfaction.

69%

* Highest: “Staff were knowledgeable”
(59%)

* Lowest: “The service explained how
my personal information would be
used and stored” (41%)

51%

*  Highest: “APS are responsive” (56%)
* Lowest: “APS are open and honest
(49%) / APS have integrity (49%)

6

1.8

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. Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.

Unemployed Middle-
aged Women

Unemployed middle-aged women have the
lowest level of satisfaction among their
peers. However, they have slightly higher
levels of trust compared to unemployed
middle-aged men. Similar with unemployed
men, understanding how their personal
information is stored is their lowest driver
of satisfaction.

65%

*  Highest: “Staff treated me with
respect” (56%)

* Lowest: “The service explained how
my personal information would be
used and stored” (36%)

53%

*  Highest: “APS have integrity” (52%)
* Lowest: “APS are fair” (47%)

6

1.7

Note: * =Significantly higher ¥¥=Significantly lower (compared to the other cohorts).

Employed Middlie-aged
Men

Employed middle-aged men are the most
satisfied with public services and have
significantly higher trust compared to their
counterparts. APS being open and honest is
a clear driver of trust for this group.

76%

*  Highest: “Information from the
service was accurate” (66%)

* Lowest: “l was kept informed of
progress and wait times throughout”
(52%)

67% *

*  Highest: “APS are open and honest”
(63%)
* Lowest: “APS are responsive” (57%)

6

1.8

N N N N

Employed Middle-aged
Women

Employed middle-aged women feel a higher
level of satisfaction compared to their
unemployed counterparts. However, trust
among this group is identical to the levels of
trust of unemployed middle-aged women.
The APS being seen as fair is a clear area of
improvement for trust, along with the other
drivers of trust.

73%

*  Highest: “Information from the
service was accurate” (59%)

* Lowest: “I was kept informed of
progress and wait times throughout”
(41%)

53%

* Highest: “APS are open and honest”
(51%)
* Lowest: “APS are fair” (46%)

6

17



Cohort
Differences

Middle-aged
Ausiralians
(35-64 years)

Employment status also impacted satisfaction with
Ausiralian public services among middle-aged
Australians

Unemployed middle-aged Australians (men and women) are
significantly less satisfied with Australian public services
compared to those employed (75% vs. 67%).

Interestingly, although non-significant, it’s evident that men
(employed and unemployed) are more likely to agree with
the drivers compared to women (see right).

Employed middle-aged men are most frusting of
Australian public service compared to all other
groups in their cohort

Satisfaction by employed middle-aged men (67%) is
significantly higher than unemployed middle-aged men
(51%), women (53%) and employed women (53%).

Once again, it's evident that employed middle-aged women
have a similar level of trust to both unemployed middle-aged
men and women.

The employed men are also significantly more likely to agree
that public services are reliable, responsive, trusting, and
open and honest compared to others.

Number of life events and services used is relatively
consistent across all groups in this age cohort

On average, all middle-aged Australians have experienced six
life events, regardless of their gender or employment. Further,
these Australians all access 1.7 — 1.8 different public services.

Unemployed middle-aged men and women are significantly
more likely to access public services for employment and
health related services, while those employed are significantly
more likely to use education, financial & revenue, travel and
registration services (see right).

The service provided clear information about the
process and how decisions are made

47%

Health

Information from the service was accurate

Information from the service was easy to
understand

Staff did what they said they would do
Staff treated me with respect
Staff were knowledgeable

The service understood my individual needs

Drivers of Satisfaction
(By middle-age group)

2246y %

46%

The service explained how my personal 49%
information would be used and stored 39%

M 35 - 64 year old men

M 35 - 64 year old women

Broad Life Event Groupings Accessed Services For (By

middle-age

mUnemployed middle-aged Australians

*
67%
*
4 *
L L”“

Financial & Employment
Revenue

*
30% 32%
-32 ﬁ
Civic Registrations,

Participation Licences &
Certification

group)

m Employed middle-aged Australians

20%18% 1:* X

N e e oE e

COVID-18  Changesin Births, Deaths Travel & Education
Family Care & Marriages Movement
Arrangement

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
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Cohort Differences
Mature-aged Australians (65+ years)

Retired
Mature-aged Men

Retired mature-aged men have similar trust
in and satisfaction with Australian public
services to unemployed men. On average,

Retired
Mature-aged Women

Retired mature-aged women have slightly
lower trust and satisfaction than retired

Mature-aged men have higher trust and
satisfaction than mature-aged women,
whether retired or employed. However on

Employed
Mature-aged Women

Employed mature-aged women had
significantly lower satisfaction than other
mature-aged Australians. They averaged the

A brief overview... 4 < men. Similar to retired men they largely feel ; ; : most reasons to interact with Australian
they have less reasons to interact with . K each satisfaction driver, employed mature- A X D
R . respected, but being informed of progress is 3 public services; and when they did interact,
public services than employed mature-aged i aged men rated them the highest compared 5 L
: a clear area for improvement. S they where more likely to access multiple
Australians. to other mature-aged Australians. :
services.
Satisfaction 70% 66% 69% 57% ¥«
. H/ghest':, Staff treated me with . ngheSt,:, Staff treated me with . nghest:' Staff treated me with = Highest "Stafftreated me with
respect” (79%) respect” (67%) respect” (85%) 2
. e o - 5 . = ) respect” (63%)
Drivers of satisfaction * Lowest: “l was kept informed of * Lowest: “| was kept informed of * Lowest: “It was clear | could give & ’
e ¥ S 5 3 s * Lowest: “The service understood my
progress and wait times throughout progress and wait times throughout feedback about my experience individual needs” (41%)
(44%) (41%) (71%)
Trust 81% 77% 82% 76%
*  Highest: “APS are open and h t”
) «  Highest: “APS are fair” (67%) «  Highest: “APS are reliable” (64%) «  Highest: “APS are fair” (72%) ‘9 SOPERARENGNES
Drivers of Trust * Lowest: “APS are responsive (61%) * Lowest: “APS are fair” (59%) * Lowest: “APS are responsive” (66%) F38%)
* Lowest: “APS are responsive” (49%)
Average Number of life events 3% 3 4 5%
Average number of services 1.7 1.9 1 2.2 %
accessed : * : *

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. Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.
Note: * = Significantly higher ¥¥=Significantly lower (compared to the other cohorts).



Employment status has little impact on the satisfaction on Overall frust is slightly (non-significantly) higher among

‘ o h or'l' Australian public services for individuals aged 65+ mature Ausiralian men compared to women
° Women aged 65+ rate their satisfaction with Australian public services Seven in ten (70%) of older men trust Australian public services, slightly
D Iffe re n C e s consistently, regardless of their employment status (77% unemployed, higher than trust among women in the age group (64%). Again, there was
76% employed, 77% retired). Similarly, employed and retired men rated little deviation in trust across the three core employment statuses.

their satisfaction evenly (82% and 81% respectively). There were not

enough unemployed mature men to report their results. Ratings of drivers of trust also positively skewed slightly towards men.

Specifically, mature men are significantly more likely to agree that
Overall, satisfaction by men aged 65+ sits slightly (non-significantly) Australian public services are fair (68% vs. 57% women).

Mqiu re higher compared to women in this age group (80% vs. 76%). Similarly,
although non-significant, men aged over 65 are slightly more likely to

A U Sira I I q ns agree with our drivers of satisfaction (see below). . . .
Drivers of Satisfaction
(6 5+ yeq r ) (By mature age group)

Drivers of Satisfaction —
(By mature age group) Australian public services are fair o

; - 68% 66%
Information from the service was accurate Australian public services are reliable -
62%
Staff treated me with respect 55‘;;5’%
A < 66% ®
Information from the service was easy to 62% Australian public services have integrity &
understand 54% 60% a
Provided clear information about the process pem B
s o
and how decisions are made el g Australian public services are open and honest -
57% 62%
Staff did what they said they would do 5@
56% . . 2 n 61%
Staff were knowledgeable Australian public services are responsive
49%
: R %
The service understood my individual needs 55(;,"
° M 65+ year old men M 65+ year old women

Explained how my personal information would

be used and stored 41%

65+ year old men M 65+ year old women

Men and women in the mature age cohort are similar in the
number of life events experienced and accessed services for

Usage of digital channels is generally consistent among - ) S — 17 )
n rience three life : es on ;i
FERETTEn Gt TR en experienc ee life events and access services on average.
Meanwhile, women experienced four life events and access 1.9 services on

Men access 1.6 digital channels on average, while women access 1.9 average in March 2022.

channels. Mature women are significantly more likely to use a mix of
digital and non-digital platforms (42% vs. 28% men) and are
significantly more likely to use their phone to access service compared
to men (35% women vs. 22% men).

Women are significantly more likely to access services for life events
related to births, deaths and marriages (10% vs. 3% men), changes in
family care arrangement (14% vs. 5%) and civic participation (40% vs. 24%).

4 alb ab -
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




The Survey Detalls

Background to the survey and information that’s collected

Citizen Experience Survey | Quarterly Update January — March 2022.



Analysis conducted and survey sample

Questions Included Gender
. A A A _ Man or male
The core survey qgestlons |nc|udeq in the analysis conducteq this quarter are: Woman or fernale
¢ Q1 (including Life Events Experienced and Accessed Services For) Non-binary
e Q2 (Drivers of Trust) A . . A Prefer not to say
¢ Q3 (Measure of Trust in Australian public services) Age
¢ Q5 (Ratings of Serwlce ElelmeAnt Intera;tlons) . A 1824
*« Q8 (M§asure of Sgtlsfaf:tlon in Australian public services) 2534
e Q9 (Drivers of Satisfaction) 3544
. - 17%
¢ Q12 (Channels Used to Access Services) 45-54
Each of the questions has been analysed by key demographic variables and applicable results have been 55-64
included in this report. 65-74
75-84 B 5%
Sample Specifics 85+
) Location
A total of n=3,509 Australians aged 18+ completed the survey between January — March 2022. Metro
This results in a margin of error of +/- 1.65% at a 95% confidence interval. Regional
The data has been left unweighted at the request of the Department. Not provided | 1%
. . . State
Thﬁtsample breakdown by key demographics (such as gender, age and location) has been provided NSW
ren atp
; vic
Report Interpretation A B
Values shown in the charts are percentages (%), unless otherwise indicated. WA
Some figures may add up to 101 or 99 due to rounding (if they are not multi-response questions). TAS | 2%
- ACT | 2%
Significance is tested at the 95% confidence interval. Differences between sub-groups are indicated by NT I
stars: 0%
Other 0%
* = Significantly higher Not provided 0%

*: Significantly lower

Significant increases or decreases between waves are indicated by up/down arrows: AV

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.
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Key insights

Those accessing services on digital channels are the most satisfied, while those accessing a mix of digital and non-digital channels are
least satisfied.

Misalignment of channel preference and usage leads to lower satisfaction, particularly for people who prefer non-digital channels and
are required to utilise digital.

Unemployed Australians are the least trusting and satisfied with public services and using mixed channels to engage with services
lower satisfaction more.

Those accessing services for complex life events have lower trust and satisfaction with public services. Experience varies across
different complex life events but may indicate where there is room to improve the channel experience.

& ©) & )
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Overall experience with
Australian public services




Three In five Australians are trusting of Australian public services.

Overall trust remains stable this quarter with 60% saying they trust Australian public
services. Distrust also remains stable and low this quarter with 19% saying they
distrust public services.

There have been no significant changes in any key drivers of trust this quarter. The
top rated driver of trust is that Australian public services have integrity (58% agree)
while lowest rated is that Australian public services are fair (55%).

@DPC — we don't have the Feb'19

data on our end to add in.
21%

neither trust
nor distrust

% Trust over time - Quarterly

w=l==Trust % == == Distrust % 60%* 28%
somewhat trust
trust
services

24%
trust

—2—2
» T, 14

19— 45 - 18 — 19 — 19

T T T T T T T 1

Jun'19 Nov '19 Feb'20 Jun'20 Oct'20 Feb'21 Jun'21 Sep'21 Dec'21 Mar '22 Jun'22 9%

strongly trust

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.

Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts



Satisfaction remains high, with almost three quarter of service users satisfied
with Australian public services.

4%
Satisfaction with public services remain stable this quarter, with 73% of service users ‘ completely dissatisfied
indicating they are satisfied with their experience. Dissatisfaction also remains stable
at just 12%. 12% . 4% dissatisfied
Key drivers of satisfaction remain stable this quarter. The top rated driver of dissatisfied 5%
satisfaction is that staff treated me with respect (64% agree) while the lowest remains with services somewhat
the service explained how my personal information would be used and stored (52%). dissatisfied

15%
neither satisfied
nor dissatisfied

@DPC - we don't have the Feb’19
data on our end to add in.

21%
% Satisfaction over time - Quarterly 73%*
- . somewhat
satisfied with satisfied
=@==Satisfied % === Dissatisfied % SERVICES
A
78 77 77
e W70oW . 75 g 74 o 72 % 73 mm 73 36%
satisfied

v A -

10 10 11 13 12 13 12 12

r T T T T T T T T T T 1

Jun'19 Nov '19 Feb'20 Jun'20 Oct'20 Feb'21 Jun'21 Sep '21 Dec'21 Mar 22 Jun '22

15%
completely
satisfied

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.
Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts 5



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

Almost two thirds (65%) of employed Australians trust public services compared to Younger Australians who access services are the least satisfied. Younger people aged
just over half (51%) of unemployed Australians. Satisfaction among those who access 18-54 years-old are slightly but not significantly less satisfied (72%) with public services than
services is also significantly lower among those who are unemployed (64% satisfied vs 77% those aged 55 or over (76%). However this slightly lower satisfaction is being driven by the
for employed Australians). youngest cohort of service users aged 18-24 — satisfaction among this cohort is significantly

0, 1 1 0,
As in previous quarters, trust and satisfaction both remain significantly higher among men lower at 66% compared to the average overall satisfaction of all older age groups (74%).

(66% and 75% respectively) compared to women (56% and 71% respectively) . 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.

% Trust 65% * 51% 66% * 56% 59% 62%

Younger Older

Men Women 18-54 55+

Employed Unemployed

% Satisfied 7% * 64% 13% * 1% 12% 6%

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



Service across channels




Digital channels are the most commonly used, with over half of service users
accessing services via digital only channels in the past 12 months.

Since July 2021, 53% of service users have accessed services using digital only channels, Most use three or more channels when accessing services, but the proportion using

compared to 13% non-digital only and 35% mixed / hybrid. only one has increased this quarter. Over half (56%) of service users accessed services
via three or more channels in the past year (compared to 42% two channels and only 2%

Digital only usage is trending down. Since peaking at 57% of service users in Dec’21, one channel). However this quarter, the proportion using just one channel has increased

the proportion of service users accessing purely digital channels has decreased, now at significantly from 2% to 3%.

less than half (48%). Hybrid usage has trended up in the time, with non-digital only usage

increasing significantly this quarter to 16%. MyGov is the most commonly used channel overall, but its reported usage dropped

significantly this quarter. Over two thirds reported accessing Australian public services
via MyGov this year, followed by 29% who accessed services via the phone. In line with
previous quarters, usage was lowest for online chat (6%) and social media (5%).

% used channel types, over time After increasing in the March quarter to 72% (up from 69% previous quarter), usage of
MyGov has decreased significantly this quarter to 55% - the most notable driver of the

lower proportion of digital only channel usage this quarter.
Jul-Sep'21 M Oct-Dec'21 M Jan-Mar'22 W Apr-Jun'22

Top two specific channels used, Jul’21 to Jun’22

I
1
I
I
|
|
|
|
|
|
|
|
|
I
I
I
I
|
|
|
] @ \\
|
|
|
i \
I
1
I
I
|
|
|
|
| 67%
|
|
|
|
I

A
16
" " .
Digital only Non-digital only Hybrid / mixed
29%

& Eib
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Note: ¥ Denotes a significant decrease from the previous wave. A Denotes a significant increase from the previous wave.



Overall satisfaction is highest for service users who access digital only channels, and
lowest for those using a mix of digital and non-digital.

Over three quarters (77%) of service users who accessed digital only channels were satisfied overall with their public services experience in the past 12 months, significantly higher than 72% of
non-digital only and 67% of mixed channel users. This could explain in part the lower overall satisfaction experienced by cohorts more likely to use a mix of channels (i.e., younger people and
those who are unemployed). Despite garnering the lowest satisfaction across the year, satisfaction among those accessing a mix of channels has increased significantly this quarter (up to 70%
satisfied vs 66% in Jan-Mar'22).

Across the year, overall public service satisfaction was highest for those who used MyGov, SMS and an agent / advocate (all 74% satisfied) to access services, and lowest for those who used
mail / post (69%), face-to-face (68%) and telephone (67%).

Satisfaction
12 months - Jul’21 to Jun’22

Digital only

Non-digital only

Mixed

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 assuranoe.*: Significantly higher* = Significantly lower. Base: Jul'21 — Jun'22.



People who used digital channels rate
a range of service elements better
than other users.

Those who used non-digital and a mix of digital and non-digital reported the lowest
agreement with a range of service elements. Notably, those using mixed channels
reported lower agreement that the amount of effort they had to put in was reasonable,
and that processes were clear and easy to follow. This further indicates that the service
experience of those who use a mix of channels is less positive than those who use purely
digital or non-digital channels.

People using mixed channels are accessing more services than others. Over 1in 5
who used mixed channels accessed three or more services, significantly higher than
those who used digital only (16% accessed three or more services) and non-digital only
channels (17%). This indicates those using mixed channels may be doing so because the
different services they access require them to use different channels and could explain
why they report lower agreement that the level of effort required was reasonable.

It was clear | could give feedback about

Ratings of service elements by channel type used

(somewhat agree to strongly agree)

I got what | needed 74%
72%

s *
It was easy to access the service(s) 69%
66%
It was easy to find out about the 75% [l
service(s) 67%
66%
The websites or applications | used 7% *
worked well 58%  haf
66%
The amount of effort | had to put in 76% Rt
was reasonable 70%

64% Ra¢

Processes were clear and easy to 73% Rt
follow 68%
63% R
73% R
64%
61%

63%

56%

59%

The amount of time it took to reach
an outcome was acceptable

| was kept informed of progress and
wait times throughout

59%
55% R
59%

my experience

m Digital only ~ ® Non-digital only = Mixed / hybrid

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 assuranoe*= Significantly higher* = Significantly lower. Base: Jul'21 — Jun'22.

*

7%

72%

1%

1%

69%

69%

67%

60%

57%
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The experience of accessing multiple services tends to be worse for those using non-

digital channels only.

Agreement with ratings about how multiple services interact is a strong driver of
overall service satisfaction among multi-service users. Overall, agreement is highest
that multi-service users understood what each service does (79% agree) but lowest that
information provided to one service doesn’t need to be repeated to others (58%),
suggesting the requirement to repeat information to multiple services could lead to poorer
experience for multi-service users.

All attributes are strongly correlated with multi-service users’ overall satisfaction with public
services (correlations at the overall level shown below), however agreement that all
services provided consistent information is the strongest driver of overall satisfaction (.672),
which garners strongest agreement from multi-service users who accessed digital only
channels.

Agreement with multi-service performance statements
(somewhat agree to strongly agree)

81%

I understood what each service does
Correlation with overall satisfaction: .565 7% 79%

78%

70% Rod

63% 66%
63%

Services provided consistent information
Correlation with overall satisfaction: .672

. . . 62%
It felt like services were working together

Correlation with overall satisfaction: .604 52% Ras 60%

60%

Information | provided to one service 61%
didn’t need to be repeated to others 52% Qg 58%

Correlation with overall satisfaction: .528 58%

mDigital only =~ ®mNon-digital only ~ ®Mixed / hybrid

The experience of accessing multiple services is not worse for those who used mixed
channels. Agreement with multi-service interaction statements are not meaningfully lower
for those who used mixed channels compared to those who used digital or non-digital
channels only. This suggests it may not be poor interactivity between a mix of digital and
non-digital channels used to access different services that leads to poorer experience
among mixed channel users.

Notably, agreement that services provided consistent information (the strongest driver of
overall satisfaction) is significantly higher among digital only users, contributing to higher
overall satisfaction among multi-service digital only users (76%) compared to non-digital
(71%) and mixed channel (69%) multi-service users.

Different non-digital channels interact with each other worst. Those accessing multiple
services across purely non-digital channels were least likely to agree that is felt like the
services were working together (52%) and that information they provided to one service
didn’t need to be repeated to others (52%) This suggests the experience of accessing
multiple services on different non-digital channels offers a worse experience that digital
channels. Higher ratings for mixed channels on these measures are likely driven up by the
digital channel accessed by these multi-service users.

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 assuranoe*= Significantly higher* = Significantly lower. Base: Jul'21 — Jun'22.
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Preference for using mixed channels is lower than its usage.

Aligned with usage, the majority (56%) prefer to use digital only channels, with MyGov
the top preferred channel (50% prefer) followed by phone (24%) and email (20%).

However, at the overall level, there is an indication that some service users are using
types of channels to access services that are not their preferred channels. This
discrepancy is biggest for those using mixed channels — only 25% of service users would
prefer a mixed channel approach to accessing services, which is notably lower than the
proportion who reported using mixed channels (35%).

While preference for a mixed approach is still higher than digital only, this large
discrepancy indicates there is a sizable segment of service users who are being forced to
use mixed channels.

% used % prefer
3% 6%
13% B 19% +5
0 b4 0
35% ¥ 25% 10

Mixed

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 assuranoe*= Significantly higher* = Significantly lower. Base: Jul'21 — Jun'22.

Using channels they don’t want to use worsens the experience with public services.

At the overall level (regardless of which channels they use or prefer), satisfaction with
Australian public services is significantly lower among those who had to use channels that
they prefer not to use (70% satisfied) compared to those whose usage aligns with their
preference (76%).

This is true of all key cohorts, but younger people are the most dissatisfied with
using channels they don’t want to. Overall satisfaction is 68% among younger people
aged 18-54 who use channels incongruent with their preference, significantly lower than
75% among those who use their preferred channels as well as 73% among older people
(aged 55+) who use non-preferred channels.

16%*

satisfied

15

Used channels
they prefer

70%

satisfied

.

Used channels they
do not prefer

@DPC - note that the
congruent vs non-
congruent variable uses
classification based on
overall raw Q12
responses (i.e., not the
weighted mean Q12
classification used in
other instances so far).
That s, it is based on a
variable created that
classifies people (at the
respondent level) into
groups based on whether
they used digital only
channels across all
services

We think this works as
preference is not related
to service but at the
respondent level, but
obviously want to flag
this. We haven't been
able to figure out a way
to incorporate the
weighted mean Q12
usage groupings into this
analysis with preference,
but of course can explore
further if needed.
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Satisfaction is lowest for those who prefer non-digital channels but are
forced to use digital channels.

Overall, more than half (56%) of service users use channels that align with their preference (in terms of digital, non-digital or mixed). However, people forced to use digital channels when they
prefer non-digital channels have a poorer experience (59% satisfied). Satisfaction is also significantly lower among those who used mixed channels but preferred non-digital (62%). This suggest
forcing users to access digital channels could drive down satisfaction. However, it is worth noting that the segment who use digital but prefer non-digital represents a small proportion of service

users at 4%.
Size Satisfaction

Used channel type that aligns to preference ~ 96%  76%
Used channel type not aligned to preference ~ 44% 70%

@DPC — as previous, this

slide uses classification into
digital / non-digital / mixed

channel usage based on raw e — e
Q12, not weighted mean Q12 . . .
usage. Used digital Used non-digital Used mixed
Size 35% 4% 7% 2% 5% 2% 19% 9% 16%
Prefer Prefer Prefer Prefer Prefer Prefer Prefer Prefer Prefer
digital non-digital mixed digital non-digital mixed digital non-digital mixed
Satisfaction 79% 59% ¥ 79% 1% 70% 80% * 70% 62% < 72%

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 assuranoe*= Significantly higher* = Significantly lower. Base: Jul'21 — Jun'22.
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Using mixed channels to access services
is driving down satisfaction among
unemployed service users and women.

Less than three in five (57%) unemployed service users who used mixed channels were
satisfied with public services this year, compared to 75% among employed service users
accessing mixed channels. While unemployed users’ satisfaction is lower across all channels,
an 18 percentage-point differential compared to employed mixed channel users suggests
using mixed channels could be driving down satisfaction among this unemployed cohort.

@
dh

Men

minlm minim
% satisfied - -

Employed Unemployed

80% * 70% 77%

Digital only -10%

B 75% * 66% 71%

Non-digital only -9%

] )

75% * 57% 1%

Mixed -18%

Using a mix of digital and non-digital channels appears to be driving the lower
satisfaction among women compared to men. Satisfaction between men and women is
similar among those who use digital only and non-digital only channels. However, women
who use mixed channels report significantly lower overall satisfaction than men who used
mixed (64% vs 71%), suggesting i's this channel usage that impacts their satisfaction.

)

2 w1

Women : Y‘;gf’gff Oé(;ir

7% | 76% 81% *
0% +5%

2% | 69% 5% *
% +6%

64% * 68% 66%
7% | -

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: Jun21 — Jul'22.
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Cohort experience snapshot — Young people (18-34)

Employed young men and women have indicatively higher overall satisfaction than their unemployed counterparts, with unemployed young men the least satisfied. Agreeing that they got what they needed is a top
driver for all young cohorts, however is rated significantly higher among employed young men and women. While the difference isn’t significant, unemployed young men and women use channels they don’t prefer
slightly more than those employed.

Unemployed Young Men Unemployed Young Women Employed Young Men Employed Young Women
. A satisfied cohort, employed young men are notably Just as satisfied as their employed male
The ﬁﬁ:ﬁz s:vhmlunemwwz ﬁg;‘m Unemployed young women are more satisfied than more satisfied with their mixed channel usage than counterparts, they have indicatively higher usage
A brief A aﬁ ; yf h elo?)ki for work_ Th r'la" their male counterparts overall; however they report other cohorts. They are more likely than and preference for digital only channels. They are
LN p"f"e'c Se"""s‘;sﬁsz dfo?l : “%A".I:al - chey a;e a significantly worse experience using non-digital unemployed people o agree they reached an also the only young cohort for which agreeing the
m"’i"‘“me‘ . “;'“9 9 = z:y "’“":h channels than all other cohorts. outcome in an acceptable time, which is their websites / aps worked well was a top driver of
R ENT LRI T strongest driver of satisfaction. satisfaction.
Looked for work Applied for / renewed licence Submitted a personal tax return Submitted a personal tax return
Top event accessed A 2 A
services for Q . :;O ;;o
Overall satisfaction 56% ¢ 64% 75% 73%
Channel type used 43% 9% 48% 46% 8% 46% 50% 8% 42% 56% 7% 37%
B 4§ =b & = & = & =i
Channel type preferred 62% 13% 25% 62% 12% 26% 63% 15% 22% 66% 11% 23%
e T 5_9% 69_% 5{1% _7_3% 6_0_% 5?% ‘7_3% 6_8_% 7_7% _7_6% 7_3_% 69%
digital only non-digital only mixed digital only non-digital only mixed digital only non-digital only mixed digital only non-digital only mixed
Used channel type not o o o o
preferred 48% 48% 47% 45%
T e T e “I got what | needed” (68%**) “| got what | needed” (71%) ;ruttl:oz:nn;o:gts of ﬁmet;t btl‘;d; ;g ‘;e)ach an ‘| got what | needed” (77%)
e “The websit ications lused worked ~“It to find out about the service(s)" : “The websit lications | used worked
rall satisfaction gw sites or applications | used wo was easy to al service(s) ) gwe es or applications | used worke:
ove well” (64%) (66%) 1 got what | needed” (79%) well” (73%)

*Linear regression analysis (backward entry method) used — Q5 satisfaction with service elements x Q8 overall satisfaction (average safisfaction score across services). **Percentage score shown is % agree (somewhat to strongly) with the statement at Q5 16



Cohort experience snapshot — Middle-aged people (35-64)

Unemployed middle-aged men and women are both significantly less satisfied than their employed counterparts. Notably, employed people have a significantly higher preference for digital only channels than
those unemployed. While not significant, unemployed middle-aged people were more likely to use channels they don’t prefer, and are more likely than those employed to used mixed channels.

A brief overview...

Top event accessed
services for

Overall satisfaction

Channel type used

Channel type preferred

Channel satisfaction

Used channel type not
preferred

Satisfaction with service

elements*: Top two drivers of

overall satisfaction

Unemployed Middle-aged

Men

Unemployed middle-aged men are more satisfied
with non-digital channels than same-age
unemployed women. Agreeing they got what they
needed from their service interaction is the
strongest driver of satisfaction for this cohort, but is
rated lower than their employed counterparts.

Looked for work
Q
67% >«
50% 12% 39%
= § =i
50% 22% 28%
70% 76% 63%
digital only non-digital only mixed
46%

“l got what | needed” (66%**)

“The amount of time it took fo reach an
outcome was acceptable” (60%)

Unemployed Middle-aged

Women

The least satisfied middle-aged cohort, unemployed
women report the poorest non-digital and mixed
channels experience. Agreeing they gof what they
neededis the strongest driver of satisfaction but
again rated lower than their employed counterparts.

Submitted a personal tax return

63% ¢
47% 15% 38%
& =
47% 25% 28%
72% 62% 56%
digital only non-digital only mixed
45%

“I got what | needed” (66%)

“The amount of effort | had to put in was
reasonable” (60%)

Employed Middle-aged

Men

A more satisfied cohort, over 8 in 10 agree they got
what they needed from their service interaction,

driving up their satisfaction. This cohorthas a
significantly lower preference for non-digital

channels than all other cohorts.

Submitted a personal tax return

7%

59% 1%

a

61% 15%

80% 70%
digialonly  non-digialonly

40%

‘I got what | needed” (82%)

30%

24%

73%

mixed

“The amount of effort | had to put in was

reasonable” (76%)

Employed Middle-aged
Women

Like employed middle-aged men, this cohort has
strong agreement in their top drivers of satisfaction
and compared fo their unemployed female
counterparts are more likely to agree the amount of
effort they put in was reasonable.

Submitted a personal tax return

75%
61% 11% 28%
8 =b
62% 18% 21%
79% 73% 67%
digital only non-digital only mired
42%

‘I got what | needed” (79%)

“The amount of effort | had to put in was
reasonable” (72%)

*Linear regression analysis (backward entry method) used — Q5 satisfaction with service elements x Q8 overall satisfaction (average safisfaction score across services). **Percentage score shown is % agree (somewhat to strongly) with the statement at Q5 17



Cohort experience snapshot — Mature-aged people (65+)

Unlike younger age groups, there are no significant differences in the experience of different mature-aged cohorts and satisfaction is high. The top event accessed services for was to submit a personal tax return,
expectedly higher among those still employed. There is notably a higher preference than younger cohorts for using non-digital channels, although there is still an overall preference for digital. Satisfaction with
mixed channels is indicatively lower across all cohorts in this age group, despite being equally preferred to non-digital channels.

Employed Mature-aged Employed Mature-aged Retired Mature-aged Retired Mature-aged

Men Women Men Women

Compared to retired mature-aged women, this

Unique to this cohort in this age group, the cohort have similar satisfaction however indicate a

This cohort has a relatively even spread across

Overall satisfaction of this cohort is high, however strongest driver of satisfaction among service : il channel preference, but is more likely (not
A brief overview... employed mature-aged men are the least safisfed _elements for employed mature-aged women is that "'9";’ usage and preference for using digital only | i ni ) 6 be using a channel different fo their
g : z annels. Their satisfaction with non-digital ; -
on mixed channels. the website / app worked well. However, there is channels is significantly | e preferred, with preference for digital only channels
room fo improve agreement with this element. 9 counterparts indicatively lower than other cohorts.
Submitted a personal tax return Submitted a personal tax return Submitted a personal tax return Submitted a personal tax return

Top event accessed o CO CO OO
services for = = = o

-9 =9 -9 =

Overall satisfaction 76% 73% 80% 79%

Channel type used 56% 18% 26% 54% 22% 24% 52% 22% 27% 44% 28% 28%
B § =i & = & = & =b

Channel type preferred 43% 27% 29% 43% 27% 29% 42% 29% 29% 35% 33% 30%

o P | s 81% 78% 59% 72% 80% 66% 86% 76% 73% 84% 84% 67%
digital only non-digital only mixed digital only non-digital only mixed digital only non-digital only mixed digital only non-digital only mixed

;’f;:rﬁzj““e' type ot 41% 40% 1% 47%

T e T e “The amount of time it took to reach an “The websites or applications | used worked “l got what | needed” (82%) “l got what | needed” (80%)

lements*: Top two dii f outcome was acceptable” (72%**) well” (67%)
€ '::I" ; f(Z:io fIvers o “The amount of effort | had to put in was “The amount of time it took to reach an
overall satisfaction | got what | needed” (84%) | got what | needed” (77%) reasonable” (73%) outcome was acceptable” (68%)

*Linear regression analysis (backward entry method) used — Q5 satisfaction with service elements x Q8 overall satisfaction (average satisfaction score across services). **Percentage score shown is % agree (somewhat to strongly) with the statement at Q5. Note: There is
a low sample size <n=100 (n=93) for the employed mature-aged women cohort

18



Service across life events




Trust and Satisfaction with Australian public services varies across the life
events people are experiencing, as does the service channels they use.

Australians who have accessed services for Travel and Migration life events are more Usage of a mix between digital and non-digital channels is most common among these
trusting and satisfied with Australian public services. People that have accessed public five broad life event groupings. Interestingly, usage of a mixed approach to accessing
services for Family Dissolution life events are the least trusting and satisfied with public services Is highest for Family and Dissolution related life events. This does provide some
services. further support that using a mixed channels may result in lower levels of trust and satisfaction.
Trust & Satisfaction by Life Event Groupings Channel usage by Life Event Groupings
(past 12 months) (past 12 months)

79 Rt
Travel and Migration Travel and Migration
79 b
B :

64
72
58
Health Health
67
58
65
4
61

Family Formation

36
46
44
Employment Employment |5
48
5 - - -
Family Dissolution Family Dissolution
k

mTrust m Satisfaction mDigitalonly ~ = Non-digital only = Mixed/ hybrid

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‘A’ = Significantly lower. Base: Jul'21 — Jun'22.
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The number of life events accessed services for has an inverse effect on trust
and satisfaction with Public services.

Australians that are required to access services for four or more life events are Overall satisfaction is lowest among those who used mixed methods to access public
significantly less trusting with Australian public services. As is typical, trust in Australian services. Moreover, in the past 12 months — among those who used mixed channels,

public services is higher among those who accessed at least one service, comparedtothose  satisfaction is is significantly lower for those who accessed services for four or more life
who do not. However, compared to those who access Australian public services for one to events (65%) than those who accessed services for one to three (69%). This does suggest
three life events, Australians who are accessing services for four or more life events are that more life events generally lead to a worse experience for those using mixed channels.

significantly less trusting (61% vs. 64%). Similarly for trust, Australians that access four or more life events are less trusting of

Australian public services compared to those accessing services for less than three services.
Satisfaction in public services is significantly lower among those accessing services

for four or more life events. Similar to trust, Australians that need to access services for
four or more life events are less satisfied (70%), compared to those accessing services for
one to three life events (74%).
% Trust & Satisfaction (past 12 months)
x Life Events Accessed Services for — by channels used

% Trust & Satisfaction (past 12 months)

by Life Events Accessed Services for Digital ONLY 6‘::‘
0 Life Events m 1-3 Life Events W 4+ Life Events =
Trust Non-Digital ONLY o
Hybrid -
61%

%
75%

Digital ONLY

2%

Satisfaction Non-Digital ONLY 70%

. 69%
Trust Satisfaction Hybrid 65% [ing

m1-3 Life Events m 4+ Life Events

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 assuranoe*= Significantly higher* = Significantly lower. Base: Jul'21 — Jun’22. Note* Life events accessed services for is based off Q1c. 2



Experiencing and accessing services for complex life events has an influence with
people’s overall trust and satisfaction with public services.

Around one in five Australians (or less) have experienced a complex life event. Experiencing
financial hardship is the most common identified complex life event (22%), followed by having
or had a disability (15%).

15% of Australians have experienced amental health condition, while 10% have become or
are currently unemployed. 9% of Australians have experienced hardship as a result of a
natural disaster.

% Who experienced complex life events
(past 12 months)

10%

2%
15% 15%
. .
» 1l ] ] ]

Became or are Haveorhada  Experienced hardship Experienced financial Had a mental health
currently unemployed disability as aresultof a hardship condition
natural disaster

Those that have accessed services for a complex life event are significantly less likely
to trust or feel satisfied towards Australian public services, compared to the general
population. Of the complex life events, individuals that accessed services for a mental
health condition are significantly more satisfied compared to other life events. In contrast,
individuals that have accessed services because they became or are currently unemployed
are slightly less satisfied.

Trust & Satisfaction by complex life events
(past 12 months)

Trust Satisfaction

Have or had a mental health condition

Experienced hardship as a result of a natural
disaster

Experienced financial hardship

Have or has a disability

Became or are currently unemployed

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: Jul'21 — Jun22. Note* Trust is based off Q1c and satisfaction is based off dAllocation.
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Compared to the overall population,
individuals that have accessed services
for complex life events are more likely to
use a mix of digital and non-digital
channels to access services.

Despite most Australians using digital only channels (53%) compared to non-digital (13%)
and mixed (35%), this is not reflected among those who've accessed Australian public
services for complex life events such as unemployment, disability, natural disasters and
financial hardship.

Interestingly, individuals that have accessed services for a mental health condition are likely
to use a range of methods. While a quarter use non-digital channels only (26%), over a third
either use digital only (39%) or a hybrid approach (35%).

% Complex life events by channels used
(past 12 months)

40%

Overall

Became or are currently
unemployed

Have or had a disability

Digital only m Non-digital only m Hybrid / mixed
* * *
490/0 450/0 46%

Experienced hardship as a
result of a natural disaster

Experienced financial hardship Had a mental health condition
(e.g. identified as a low income
earner, declared bankruptcy)

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 assuranoe*= Significantly higher* = Significantly lower. Base: Jul'21 — Jun’22. Note* Based off dAllocation.
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In line with the overall population,
individuals that have accessed services
using a hybrid approach are generally
less satisfied compared to those using
only digital or non-digital channels

Satisfaction x Complex life events by channel used
(past 12 months)

Overall (n=7,581)

Became or are currently
unemployed (n=207)

Have or had a disability (n=252)

Experienced hardship as a
result of a natural disaster
(n=135)

Experienced financial hardship
(n=237)

Had a mental health condition
(n=116) 7%

mOverall mDigital only ® Non-digital only ® Mixed / hybrid

As shown previously, individuals that have accessed services for these complex life events
are more likely to use a hybrid approach (digital and non-digital) compared to the rest of the
population.

This posits that people that have experienced these complex life events are more likely to
use hybrid approaches AND using this hybrid approach is impacting their satisfaction with
the services they access.

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‘A’ = Significantly lower. Base: Jul'21 — Jun’22. Note* Based off dAllocation.






OFFICIAL: SENSITIVE

Life Event Deep Dive

Became or currenily unemployed

Unemployment over time Who is accessing unemployment services? Trust of those accessing services
The proportion of Australians having accessed services because they have
become or are currently unemployed in the past 12 months has remained
stable and decreased slightly to 3% this quarter.

Younger Australians are more likely to have accessed services. Those livingin ~ Those who've accessed unemployment services are slightly less trusting,
metro areas are higher than those in regional (11% vs 9%). There is no with 51% agreeing they can trust Australian public services; and 27%
difference by gender. disagreeing.

HMTrust W Distrust

58%
51%
5%
’ 4% ¥ 27%
[ ® 1%
dh ) 3
© O 0——o &
Sep'21 Dec '21 Mar 22 Jun'2 18-34 3564 65+ Accessed unemployment services Didin't access

Channels used for accessing services Rating of service elements

Almost half are using hybrid / mixed channels, with more than four in five using MyGov; one third using telephone and one in four using face-to-face. When considering overall service elements, access and digital experience are rated highest.

Greatest room to improve notifications and resolution wait times.

82%
m Digital Only It was easy to find out about the service(s) 67%
Top 2
The websites or applications | used worked well 66%
mHybrid / 35% PP
Mixed 27%
20% 20%
® Non-Digital 11% &% 2% The amount of time it took to reach an outcome was acceptable 54%
vy H w2 % 7 wowm
r T T T T T T T . — ) L
& & @ & & S © N RS & & I was kept informed of progress and wait times throughout 49%
Sy & < & e’ <« S & ¢ S &
A < nd & & (S N « &
& & & el& g 0&\ o
« 4_,6@(& \F Y \&\.b'b

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. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.

Note: 4 ¥ Denotes a significant increase / decrease from the previous wave. * ¥ Denotes significantly higher / lower than other cohort(s).



Life Event Deep Dive

Became or currently uvnemployed

Satisfaction and Performance by Channel Type Trust Drivers Satisfaction Drivers
Highest satisfaction with service is seen among those who Non-digital only performs best on reliability, fairness, openness / honesty and integrity, while For those accessing hybrid channels, there is greatest room to improve the personalisation of service
use non-digital only channels. Mixed / hybrid is lowest with digital channels better on trustworthiness and responsiveness. Those interacting on hybrid and process information or notification.
just over half (53%) satisfied. channels are rating lower on reliability, trust, fairness, honesty and integrity.
Digital Onl
M Digital only M Non digital only W Mixed
Satisfied with service... Top Information from the service was easy to understand 46%
2
Staff treated me with respect 46%
~ Reliable
i The service understood my individual needs 33%
o Bottom
— 0
S 62% Staff were knowledgeable 37%
a Fair
Non Digital Only
T Information from the service was easy to understand 50%
Open and honest
Information from the service was accurate 50%
0 The service understood my individual needs 42%
75% Bottom ¥
2
Trustworthy staff were knowledgeable 42%
Hybrid / Mixed
Has integrity rop  Staffreated me with respect 56%
Information from the service was accurate 49%
60%
Responsive 42% The service understood my individual needs 35%
Bottom
60% 2
Service provided clear information about process and how decisions are made 36%

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. *Rounding may cause some aggregate numbers to not equal 100%, or the sum of their parts.
Note: A ¥ Denotes a significant increase / decrease from the previous wave. * ¥ Denotes significantly higher / lower than other cohort(s).
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Differences among key cohorts on channel

usage

Unemployed people are more likely to access services via a mix of digital and non-
digital channels. Compared to those who are employed, unemployed Australians are more
likely to be accessing services using both digital and non-digital channels (42% vs 32%) and
less likely to use digital only (46% vs 58%). While there is no difference in broad channel
type usage between men and women, younger Australians under 55 are also more likely to

use a mix of channels than their older counterparts.

% used channels Employment status

Non-digital only 110% s

B

MyGov

26%
prone | «
*

- 2%
APS websites 18%

14%
21% B
18%
Smartphone app
. 17%

Face-toface

Via an agent or advocate W Employed
8%
Letter (post) * B Unemployed

SMS

Online chat 5:

. . e
Social Media %

7% B g

Unemployed people are also using more channels to access public services. Service
users who are unemployed are significantly more likely to access services via three or more
channels (61%) than those who are employed (55%). As this is more likely to be via a hybrid
approach, diverse channel usage could be an early indication of their lower overall
satisfaction. Similarly, younger service users aged under 55 (who have indicatively lower

satisfaction than older Australians and also more likely to use mixed channels) are
significantly more likely to use three or more channels (59%) than those aged over 55 (49%).

54% b ¢

9%

21% B ¢

. p

*

30% B¢
27%
21% B ¢
5%
16%
16%

20% B¢

-‘ I

)

-
12%
% I Younger 18-54
P
5% M Older 55+
*
2%

E*
m*

Gender
53%

12%
13%

!

35%

65%
69% b.¢

|
| ®

[}
=

*

17% b.g
13%

9%
8% W Men
E

B Women

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‘A’ = Significantly lower. Base: Jul'21 — Jun'22.
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DESE Case Study




The key take-outs...

68% of Australians who accessed DESE were satisfied with the
service, lower than the national average across services of
73%. On a whole, service elements that see greatest room for
improvement relate to personalisation, transparency and level
of detail provided on the service process.

Those unemployed and females have higher levels of
ambivalence or dissatisfaction with the service DESE has
provided and lower expectations of future improvements in
the service. For females, satisfaction drivers of respect,

integnty and individual understanding are lower than males.
Those unemployed rated lower on all drivers of satisfaction,

/ with less than one in three agreeing that the service
understood their individual needs.

~

MyGov is the top individual channel used and digital only
channel usage 1s most common, although this has dropped
over the past year, with hybrid access picking up; likely due to

use of increase in telephone access — an area to watch out
given lower ratings of satisfaction with hybrid service users,
including lower ratings of faimess and integnity and of
comprehension of information.

/




CO m pa red tO th € Oovera | | pO p u | atl on, Middle aged 35-54 year-old Australians make up the biggest group

those accessin g DESE skewed femal e, accessing DESE (48%), with 43% being young Australians adults (18-34)
d 9% older.

younger and metro located. B

Gender Location

Age

71

52
47

Male Female 18-24 25-34 35-44 45-54 55+

Metro Regional

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).



Trust in Australian public services and the drivers of trust are rated higher (although
non-significant) among those who have accessed DESE services, compared to those
who haven't accessed DESE services.

* 67% of those who've accessed DESE trust the public services, with key trust elements being integrity and honesty with both seeing agreement from 63% of
Australians who've accessed DESE.

Agreement with trust and trust related statements
(Somewhat agree to Strongly agree)

m Accessed DESE Didn't access

| can trust Australian public services

Australian public services have integrity

Ausiraan public senioes are open and honest IR Y
——— &

Men who accessed DESE more likely to have
higher trust than females who accessed DESE
(76% vs 59%)

usiralan publicsenvioos ro rosponsive. RN Y

Australian public services are fair

Q3: To the best of your knowledge, how much do you agree or disagree with the following statement. 'l can trust Australian public services’. Q2. When thinking about Australian public services please indicate how much you agree or
disagree with the following statements. Base: Jul-21-Jun22 Those who accessed DESE for allocated life event n=460; Those who didn’t access DESE n=8366.



68% of Australians who have accessed DESE are satisfied with DESE. Notably, this is
lower than the national average (73%)

+ There is room to improve satisfaction with almost one in three (32%) not satisfied and almost one in four (24%) only somewhat satisfied.
+ Satisfaction assessment involving personalisation and transparency see biggest room to improve.

Satisfaction with specific service (DESE) Drivers of satisfaction of specific service (DESE)
(Somewhat agree to Strongly agree) (Somewhat agree to Strongly agree)
Completely ) )
satisfied Information from the service was accurate
Satisfied Information from the service was easy to
understand

Somewhat
Neither

24 Staff did what they said they would do
Somewhat
dissatisfied The service provided clear information about the

process and how decisions are made
Dissatisfied 18
R The service understood my individual needs
Completely I —
dissatisfied The service explained how my personal n
information would be used and stored

Q8. We now want to hear about your experience with specific services. You accessed public services because [dActor] [dAllocation]. Thinking about your interactions with these service/s, how satisfied or dissatisfied are you with each service? Q9. Thinking
about your interactions with the below service/s, how much do you agree or disagree with the following statements. Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service Experience ratings
(n=427).



Males and those employed have higher satisfaction with DESE. Younger Australians
who have used the service were more ambivalent about their level of satisfaction
than those middle aged.

* 74% of males indicated they were satisfied with DESE, compared to only 63% of women.
* Only 55% of those unemployed were satisfied with DESE, with 24% being neither satisfied or dissatisfied.

Satisfaction levels with DESE by cohorts

M Dissatisfied (Somwhat to completely) Neither dissatisfied nor satisfied m Satisfied (Somwhat to completely)

| | |
| | | =
63 | | |
| 65 65 : :
| | |
| | |
o : : : 24
| 14 | |
| 22 ! 17 18 |
I | |
16 | 14 i | 12
i | |

1 N K 1 §H §F |

Male Female Younger Middle Aged Older Metro Regional Employed Unemployed
(n=193) (n=230) 18-34 35-54 b5+ (n=300) (n=120) (n=193) (n=144)
(n=183) (n=201) (n=43)

Q8. We now want to hear about your experience with specific services. You accessed public services because [dActor] [dAllocation]. Thinking about your interactions with these service/s, how satisfied or dissatisfied are you with each
service? Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service Experience ratings (Bases shown.)



Females see greater room to improve on satisfaction drivers; with ratings of
respect, integrity and individual understanding needs significantly lower than

males.

+ Those unemployed rated lower on all drivers of satisfaction, with less than one in three (31%) agreeing that the service understood their individual needs.

Staff treated me with respect

Information from the service was accurate

Information from the service was easy to
understand

Staff were knowledgeable

Staff did what they said they would do

The service provided clear information about the
process and how decisions are made

The service understood my individual needs

The service explained how my personal
information would be used and stored

Male
(n=195)

64 by

6

5

5

58 Rog

54

55 B¢

52

There are no differences in drivers of satisfaction by age

Female
(n=230)

5

]

Drivers of satisfaction of DESE - by key cohort groups
(Somewhat agree to Strongly agree)

Full / Part time Employed

(n=193)
| 69 g
[ 66 |

[ 68 By

Unemployed
(n=144)

w

-

I
w w
@ © © ~ ;
(o>] ~

w
(&)

Q9. Thinking about your interactions with the below service/s, how much do you agree or disagree with the following statements. Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual

Service Experience ratings (Bases shown.)



Males rate higher on all service

performance measures. Older

Australians rate indicatively higher,

significantly so on ratings of integrity.

Overall

The service is trustworthy 73

The service is reliable 70

The service is responsible 70

The service is fair 70

The service is open and honest 70
The service has integrity 69

Male
(n=195)

78 %

75 %

77 %

74 %

72 %

74 %

Service ratings of DESE by key cohorts
Somewhat agree to completely agree

Female
(n=230)

66

66

70

Across service rating elements, males rate highly with between 72%-78%

agreeing to the statements shown.

Younger Australian adults (18-34) rate slightly lower than older (between
64%-72% vs 77%-79%; with ratings of integrity significantly lower (64%).

1834
(n=183)

72

67

67

69

67

64 ¥¢

35-54
(n=201)

73

"

4

72

70

55+
(n=43)

77

7

79

79

79

79 %

Full time / Part
time employed
(n=193)

1%

67

67

67

"

Unemployed
(n=144)

7

75

75

75

"

"

Q6. Thinking about your interactions with the below service(s), how much do you agree or disagree with the following statements. Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual

Service Experience ratings (Bases shown.)



Half of those who've used DESE
service expect it to improve in the
future, with males, those living metro
and those employed having
indicatively higher expectations

Expectations for future interactions

54% expect the future interactions to get better (somewhat to much)

% who expect future intentions to be better (somewhat to much)

\ ¢ [ [
« Much worse Male (n=45) Female (n=64)

v Gender 69% 44%
= Somewhat worse
L . Metro (n=58) Regional (n=50)
Neither better nor worse ocation 62% A44%
36
Somewhat better
Employed (n=55) Unemployed (n=35)
Better
28 Employment 77% 319%

= Much better

Q7_NEW: What are your expectations for future interactions with these service(s)? Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service Experience ratings, from April 2022*
(n=109). *Question added in April 2022



.o . . . *  46% used a digital only approach, 40% use a hybrid approach and only
Digital-only top interaction type, with 12% use non-digital oly.

MvGov be| Nna a Ccessed b h a |f +  Currently, 50% of DESE users are accessing services through MyGov.
y g y 38% access it through Phone and 32% through the APS website.

% Channel usage for DESE specific interactions
(past 12 months)

52%

3%
34%
21% 250

13% 12%
% %

MyGov Phone Australian Email Face-to-face Smartphone SMS Letter (post)  Online chat  Social Media Via an agent or

public services app e

m Digital Only mHybrid / Mixed mNon-Digital Only

Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service Experience ratings (n=409). 1



There has been a movement away

frO m d | 9 |ta | on ly inte ra Ct' on over the + Usage of Mygov decreased to 43% in Apr-Jun'22, lower than previous
pa St yea r W|th hybrld commun | Catio N quarters. Meanwhile phone usage increased to 47%.

picking up.

% used channel types, over time
B Jul-Sep'21 B Oct-Dec'21 M Jan-Mar'22 W Apr-Jun'22
3 1 12 13
Digital only Non-digital only Hybrid / mixed

& &y

Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service Experience ratings: Jul-Sep'21 (n=98), Oct-Dec21 (n=94), Jan-Mar22 (n=112), Apr-Jun22 (n=105). 12



Likely due to increased customer effort, dissatisfaction is higher among those using
hybrid / mixed channels.

*  62% of those who use hybrid channels are satisfied, compared to 70% for non-digital only and 72% for digital-only.
+ Of the channels used, SMS (75%), email (72%) and APS website (71%) are highest, while Mygov is lowest at 62%.

Satisfaction levels by channel type and top used channels

M Dissatisfied (Somwhat to completely) Neither dissatisfied nor satisfied M Satisfied (Somwhat to completely)
64 62 65 64

12 I I I 71 72 75
16 18 16 17

15 12 23
18 24 - - - - - 13
Digital ONLY Non-digital ~ Hybrid (n=172) MyGOV (n=214) Phone (n=162) APS Website = Email (n=109)  Face-to-face Smartphone app SMS (n=53)
(n=188) ONLY (n=50) (n=138) (n=103) (n=79)
Q8. We now want to hear about your experience with specific services. You accessed public services because [dActor] [dAllocation]. Thinking about your interactions with these service/s, how satisfied or dissatisfied are you with each 3

service? Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service Experience ratings (Bases shown.)



Hybrid / mixed channel sees highest level of complaints and greatest
expectation of future service improvements.

» 28% of those who accessed DESE through hybrid channels made a
suggestion or complaint, significantly higher than those who used digital
only channels at 14%.

* Three in five (60%) who used hybrid channels expect their future
interactions with DESE to improve.

Digital Only £ NonDigitalonly @b Hybrid / Mixed

Made suggestion or complaint
(n=50-188) 14 % 16 28%
Expect interaction to get better 49 57+ 60

(n=14-50)

* Caution — small base size: less than n=50

Q7_NEW: What are your expectations for future interactions with these service(s)? Q7_NEW: What are your expectations for future interactions with these service(s)? Base: Jul-21-Jun22 Those who accessed DESE for allocated life event
+ DESE piped through for Individual Service Experience ratings, Made Sugestion or Complaint — Digital Only (n=188), Non-Digital Only (n=50), Hybrid / Mixed (n=172), Expect interaction to get better - Digital Only (n=41), Non-Digital Only

(n=14), Hybrid / Mixed (n=50) B
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Greatest room to improve digital-only experience across privacy information,
personalised service, perceptions of staff knowledge and clear information

on processes.

+ Although not significant, those using hybrid channels rate lower ease of understanding information and greatest room to improve personalised service.

Drivers of satisfaction by channel used

(Somewhat agree to Strongly agree)

—e—Digital Only (n=188)

==o==Non-digital Only (n=50)

—e—Hybrid (1=172)

T T T T

Staff freated me with Information from the Information from the  Staff were knowledgeable Staff did what they said ~ The service provided ~ The service understood ~ The service explained

respect service was accurate service was easy fo they would do clear information about my individual needs how my personal
understand the process and how information would be
decisions are made used and stored

1

Q6. Thinking about your interactions with the below service(s), how much do you agree or disagree with the following statements. Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual Service

Experience ratings (Bases shown)

15



Compared to non-digital servicing, digital-only sees room to improve ratings
of trustworthiness and reliability. Those who access hybrid score lower on
ratings of fairness, transparency and integrity.

Service ratings by channel used

Somewhat agree to completely agree

80
78
.- 76 74
& —~— - 72 74
70 o1 . -
—_— / : I = — 71
69 69 67 68 66 —e— Digital Only (n=188)

==o==Non-digital Only (n=50)

—e—Hybrid (1=172)

The service is trustworthy

The service is reliable The service is responsible The service is fair

The service is open and honest

The service has integrity

Q6. Thinking about your interactions with the below service(s), how much do you agree or disagree with the following statements. Base: Jul-21-Jun22 Those who accessed DESE for allocated life event + DESE piped through for Individual
Service Experience ratings (Bases shown)
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