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Question:

Ms Cooke—We do it on a number of levels. On one of the levels, we ask the customers,
immediately after the call, “How satisfied were you with the service that was provided to you
during that call?” In April this year, about 83 per cent of people were satisfied with the service
that was provided by the customer service officer. That is the direct feedback on the service
they were provided.

HS3a: Senator SCULLION—You will be able to table this later, but what percentage of
people were actually asked the questions?

HS3b: Senator SCULLION—Would you be able to provide the results just for the last year?

Answer:

HS3a: Child Support’s “‘Customers Having a Say’ is an automated point of service survey
conducted through the phone system. The survey is randomly offered to customers calling
the Agency prior to them being directed to a Customer Service Officer.

Once the call is completed those customers who wish to participate in the survey are
transferred directly into the automated questionnaire. Over the period from May 2008 to
May 2009 there were over 20,000 completed surveys.

HS3b: Monthly results for the question relating to satisfaction with *CSA’s services overall’
for the period May 2008 to May 2009, and question relating to the customer’s satisfaction
with the service during the call from Jan 2009 (new measure from this date).

May May
2008 | June | July | Aug | Sep Oct | Nov | Dec | Jan Feb | Mar | April | 2009
Overall Satisfaction CSA | 79% | 79% | 74% | 73% | 76% | 74% | 72% | 74% | 73% | 73% | 70% | 71% | 72%
Satisfaction with service 36% | 84% | 82% | 83% | 84%

during the call
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