
Client Satisfaction 

Feedback Report 
January – June 2026

Gender

83%

 

17%

RegionClient sample

Key Measurement Areas

Age Range

Culture

53% = Other services

20% = Family or friends

19% = Previous experience

Referral 
sources

50% = Within 1 day

29% = Immediately

8% = Waited over 4 days
First contact

95% = Adequate information received

5%   = Unsure

Adequate 
information

70% = Knew how to raise concerns

20% = Confident to find out

5%   = Did not know how

Raising 
concerns

0%

Indigenous Australians = 0 
CALD Background = 10

July-Dec 2025 = 119

Jan-June 2025 = 149

Duration of Service

105 Surveys

returned

Overall satisfaction

Service Quality

Support when needed

Made a difference

Needs met

Staff listened

9%

70%

11%

2%
3% 3%

Blank

16-25

26-35

36-45

46-55

56-65

66-75

76-85

Over 85

Under 16

24%

24%

37%

7%

3%

4%

Blank

One off

1 week to 1 month

1 - 6 months

6 - 12 months

1 - 2 years

Over 2 years

57%

5%

19%

1%
6%

12%
Greater Shepparton

Mitchell

Moira

Murrindindi

Strathbogie

Other

1%

1%

1%

16%

81%

0%

0%

3%

14%

83%

Very poor

Poor

Okay

Good

Excellent

Jan-Jun 2026

Jan-Jun 2025

3%

0%

4%

16%

77%

0%

1%

2%

10%

87%

Never

Rarely

Sometimes

Most of the time

Always

Jan-Jun 2026

Jan-Jun 2025

1%

2%

9%

17%

71%

0%

1%

2%

20%

77%

Made it worse

Not really

Slightly

Moderately

Greatly

Jan-Jun 2026

Jan-Jun 2025

1%

0%

0%

14%

83%

0%

1%

3%

10%

86%

Very dissatisfied

Dissatisfied

Indifferent

Satisfied

Very satisfied

Jan-Jun 2026

Jan-Jun 2025

2%

3%

3%

19%

73%

0%

2%

2%

18%

77%

Never

Rarely

Sometimes

Most of the time

Always

Jan-Jun 2026

Jan-Jun 2025

0%

0%

1%

7%

92%

0%

1%

0%

5%

94%

Never

Rarely

Sometimes

Most of the time

Always

Jan-Jun 2026

Jan-Jun 2025



Client feedback provides FamilyCare to hear 

from our community what we are doing well 

and areas that require improvement. We 

greatly appreciate the time taken to fill out 

surveys or however you reach out to us.

Unsolicited Feedback 

and Comments
July to December 2025

Comments

4 Complaints

37 Compliments

“This program has helped me understand my baby better and to care 

for her the best I can with the help of the skilled educators. Andie’s 

knowledge and calmness has helped me achieve this..”

“…But being validated in the 

appointments would be nice—it 

would be nice to have the facilitator 

just say, 'That must be really 

difficult in your life right now,' and 

just make you feel human instead 

of talking to a robot...”  ​

“FamilyCare has helped me with a 

lot over the last two years. I am 

grateful to everyone who has been 

involved in helping my family move 

forward. Thank you all so much..”

“I just wish there was more 

support for our family 

navigating the process of a 

young adult in this difficult 

time of his life. To have a 

young man crying 

Christmas day because he 

isn't where he thinks he 

needs to be, has upset the 

family unit as such!.”

Unsolicited Feedback Trends

“My worker is excellent and I am glad 

to have worked with her. My outlook 

on my situation has changed a great 

deal since our first appointment. I am 

very grateful for her support and 

encouragement through my journey. I 

feel confident that I can achieve my 

goals with the tools that I have 

learned and am very happy with the 

progress I have made. Thank you!!”

No Suggestions

41 Unsolicited 

feedback

“Thank you! You will 

never know how much I 

needed what I got and 

feeling supported was 

wonderful.”

Compliments

Agency – 12 
CAFS – 11 
CSS – 11
DSS – 2
Executive – 1

Complaints

CAFS – 2
CSS – 2

Topic
Workers – 38

Service quality – 7

Service outcome – 7

Working Collaboratively – 6 

Customer service – 4

Information/support – 2 

Service outcome - 4

Workers – 2

Came from

Clients – 22

Social Media – 8

Service Provider – 4 

Parent/Carer – 2

Clients – 4

Received via
Email – 17

LinkedIn/Facebook – 8 

Mail/Card – 5

Text – 4

Phone – 2

Google/Internet – 1 

In Person – 1

Google/Internet – 1 

Mail – 1 

Phone – 1 

6
3 5 5 6

1
4

27

45
51

47

24

33
37

1 0 0 0 0 1 0

JAN-JUN JUL-DEC JAN-JUN JUL-DEC JAN-JUN JUL-DEC JAN-JUN

2023 2024 2025 2026

Complaint Compliment Suggestion



Child and Youth 

Feedback
2025-26 Financial Year

Feedback received from our children and 

youth participants will now be included in 

the bi-annual feedback report.39 Surveys 

received

Children 9-11yo – 11

Youth 12-15yo - 7

Adult Social Group

Drumbeat

Afternoon Recreation

Family Worker

Art Therapy

Holiday Program

Programs Accessed
Gender

46% 

54%

Client sample

0%

Location

Greater Shepparton - 20

Mitchell - 16

Moira – 2

Murrindindi – 1

Key Measurement Areas

Liked the 
program

• Yes – 90%

• Sometimes – 10%

Felt safe
• Yes – 85%

• Sometimes – 15%

Worker 
Listened

• Yes – 87%

• Sometimes – 13%

Worker made 
things better

• Yes – 69%

• Sometimes – 28%

Worker was 
helpful

• Yes – 90%

• Sometimes – 10%

Learn anything 
new

• Yes – 64%

• Sometimes – 28%

• No – 8% 

Comments

“I learnt about 

communication, 

listening to others 

and love”

“It was great socializing 

and having fun.”

“I want to go shopping at Big W 

in a program and buy Aphmau.”

“I like the workers and 

they help me with tasks.”

“I really liked doing 

this program. It was 

fun and easy for me.”

“I enjoyed making friends 

and improving my 

cooking skills.”
“Staff helped me, and 

being allowed to be 

independent.”

Activities liked Talking

Games

Computer games

Drawing

Cooking

Reading

Camp

Movies

Doing nothing – chill out

Outings

Sport and swimming

Taekwondo

Raising Concerns

Of the 39 surveys received only 6 knew how 

to raise concerns and 2 felt they might be 

able to find out.

“Catching up with friends”

Children • Under 5-11yo – 18 

Youth • 12 to 18+yo – 21
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