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Client Satisfaction 
Feedback Report 
January – June 2022

Gender
80
(88%)
11

(12%)

LGA
Client sample

Key Measurement Areas

Age Range

Culture

•40% = Other services
•24% = Family or friends
•12% = Previous experience

Referral 
sources

•36% = Immediately
•45% = Within 1 day
•3% = Waited over 4 days

First contact

•89% = Adequate information received
•7%   = Unsure
•4% = No

Adequate 
information

•49% = Knew how to raise concerns
•34% = Confident to find out
•4%   = Did not know how

How to raise 
a concern

0
(0%)

Indigenous Australians = 5
CALD Background = 0 

2022 Jan-Jun 2021 Jul-Dec

91 Surveys 
returned

July-Dec 
2021 
= 125

Jan-June 
2021
= 65

Duration of Service

55%

19%

19%

5% 2%

Greater Shepparton

Mitchell

Moira

Other

Strathbogie

2%

26%

14%

30%

11%

4%

13%

-

One off

1wk-1mth

1-6mths

6-12mths

1-2yrs

>2yrs

2%

5%

38%

16%

10%

4%

8%

12%

5%

- 16-25 26-35 36-45 46-55

56-65 66-75 76-85 86-100

Overall Satisfaction

88%

9% 2% 1% 0%

73%

20%

3% 0% 4%
0%

20%

40%
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Very Good Good Fair Poor Very poor

Service Quality

Support when needed

72%

20%

7%
1%

68%

16% 12%
4%
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20%

40%
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Yes, a great deal Yes, moderately Yes, slightly No

Made a Difference

Needs Met

Staff Listened



All those who made a complaint 
received a direct reponse, including 

options if unhappy with the outcome.

Unsolicited Feedback 
and Comments
January – June 2022

Comments

5
Complaints

27 
Compliments

Came from Received viaTopic

Phone – 2
Email – 2
In Person – 1 

Workers – 12
Service quality – 8
Information/support – 3
Working Collaboratively - 2
Service outcome – 1
Customer Service – 1 

Email – 15
In person – 4
Text - 1
Phone – 5
Letter - 2

Parent/Carer – 11 
Clients – 9
Community member – 1
Staff – 4
Service Provider - 2

Working Collaboratively - 2
Customer Service – 1
Workers – 1
Information/Support – 1

Clients – 2
Professional – 1
Organisation – 1 
Staff – 1

July-Dec 
2021
= 19

Jan-June 
2021 
= 22

32 Unsolicited 
feedback

9 10 11
6 6 5 5

30
24

39

22
16 14

27

1 1 2 0 0 0 0
JAN-JUN JUL-DEC JAN-JUN JUL-DEC JAN-JUN JUL-DEC JAN-JUN

2019 2020 2021 2022

Unsolicited Feedback Trends

Complaint Compliment Suggestion
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