
Client Satisfaction 
Feedback Report 
July - December 2024

Gender
85 
(77%)
24

(22%)

LGA
Client sample

Key Measurement Areas

Age Range

Culture

•54% = Another service or agency
•18% = Family or friends
•10% = Previous experience

Referral 
sources

•43% = Immediately
•40% = Within 1 day
•8% = Within 2 days

First contact

•95% = Adequate information received
•4%   = Unsure
•1%   = No

Adequate 
information

•67% = Knew how to raise concerns
•23% = Confident to find out
•6%   = Did not know how

How to raise 
a concern

1
(1%)

CALD Background = 14.3%

2024 Jan-Jun2024 Jul-Dec
 

110 Surveys 
returned

July-Dec 
2023 
= 243

Jan-June 
2024
= 82

Duration of Service

Overall Satisfaction

Service Quality

Support when needed

Made a Difference

Needs Met

Staff Listened

88%

11% 1%

70%

25%
3% 1% 1%
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Satisfied Indifferent Dissatisfied Very
Dissatisfied

81%

17%
1% 1% 0%

70%

16% 9% 4% 1%
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Excellent Good Very Good Okay Poor

77%

17%
3% 2% 1% 0%

69%

18% 11%
0% 1% 1%
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Greatly Moderately Slightly Greatly Not Really Made it
Worse

75%

22%

2% 1% 0%

59%

27%
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time

Sometimes Rarely Never

82%

13%
4% 1%

73%

19%
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93%

6% 1%
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Always Most of the time Sometimes

2%

28%

19%
11%

8%

14%

14%
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16-25 26-35 36-45 46-55

56-65 66-75 76-85 85+

51%

15%

15%

8%
2%

9%

Greater Shepparton
Moira
Mitchell
Strathbogie
Murrundini
Other

16%

8%

31%

15%

11%

19%

One off

1 week to 1 month

1 - 6 months

6 - 12 months

1 - 2 years

Over 2 years

*no responses for ATSI clients
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Unsolicited Feedback Trends

Complaint Compliment Suggestion

All those who made a complaint 
received a direct response, including 
options if unhappy with the outcome.

Unsolicited Feedback 
and Comments

July – December 2024

Comments

4
Complaints

45 
Compliments

Came from Received viaTopic

Phone – 3
Email – 1

Service quality – 19
Workers – 15
Working Collaboratively - 6
Information/support – 3
Service outcome – 1
Customer Service – 1 

Email – 25
Text – 7 
Phone – 5
Have your say – 4 
In person – 3
Letter – 1 

Clients – 22
Parent/Carer – 13
Professional – 7 
Staff – 3

Customer Service – 3
Workers – 1

Clients – 2
Relative – 2 

July-Dec 
2023
= 48

Jan-June 
2024 
= 56

49 Unsolicited 
feedback
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