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Context – the NSW Department of Industry
“…leads the state government's contribution to making NSW a
prosperous state recognised as a place of opportunity - a place where
people want to live, have good jobs and businesses choose to invest
and grow.”

We:
• invest in skills and education
• promote and encourage innovation, research and development
• work with employers to ensure we know what they need in terms
of skills and support
• manage the sustainable use of and access to our natural resources.
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Note: Plan is currently being reviewed.

Measuring satisfaction at the department - timeline

2014

- Inconsistent
measurement
across
department

2015

- Framework/
methodology
for CSAT
established &
endorsed
- Piloted across
5 business
areas

2016

- 2015 work
reviewed &
RFQ issued
- Decision made
to conduct
work in-house
- Surveys
completed for 5
areas
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Drivers for bringing the work in-house

Cost

• RFQ
responses
• Analysis of
team
resourcing

Capability

Corporate
Knowledge

• Existing detailed
• 2015 postknowledge of
implementation
business areas
review
and dept.
• Built throughout
• Retention of
pilot process
this knowledge

Confidentiality

• Commercial in
confidence
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So how did we do it?

Initial request or approach
Discovery & Planning
Build
Execution
Analysis & insights

Forward planning
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So how did we do it?
Build
Survey:
• Built in consultation with working group
• Configured and tested in SurveyMonkey
Customer contact lists:
• Obtained from business area and reviewed for accuracy/
suitability; cleansed by business area

Survey campaign
• Preamble email(s) produced by business areas; signed off
and loaded into MailChimp
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So how did we do it?
Execution
Survey
• Survey distributed to customers via
email
• Business areas kept informed re:
response rates and any associated
issues/ contacts
Survey campaign
• Reminder emails sent after 1 week,
and 24 hours before closing
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So how did we do it?
Analysis & insights
• High-level analysis of metrics – two weeks postsurvey
• Detailed analysis of responses, including verbatim,
key themes and recommendations – 6 weeks postsurvey

Forward planning
• Sharing of detailed reports and analysis
• Facilitation of workshops to translate insights
into action plans, to ensure continuous
improvement
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Pros and Cons of in-house work

•
•
•
•
•
•

Truly understanding business areas
Ability to dictate own timelines
Flexibility re: arising priorities
Ability to slice & dice data any way
you want
Improved after-care process for
business areas
Significant cost savings

•
•
•
•
•

Access to expertise when
unforeseen issues arise
Less external rigour re: milestones
Resourcing of team limited to
project only
Potential for scope creep
Potential to be seen as not
objective
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When considering in-house delivery….
Discovery Phase
• Who is measuring what across your department/ cluster/ agency?
• Are there any existing agreements/ contracts/ methods used?
• What customer data is available, and how easy is it to obtain an accurate list?
• What types of services do areas provide, and how and when is it most
appropriate to survey? (e.g. post-interaction)
Framework/ Methodology
• Does the mandate exist to carry out this work?
• Is the business area familiar with your methodology/ approach?
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When considering in-house delivery….
Capability: in-house team
• Project Management skills
• Influencing and negotiating - fulfilling
a consulting role to your own
department
• Data analysis and dissemination
• Facilitation skills
Resourcing
• In our case, 4 months work @ up to
80% capacity for two officers, to
survey 5 business areas
• Delivery model: Do-it-yourself, versus
getting business areas to do it with
your support?
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2016 Survey – Facts and Figures

• Online survey
designed in
conjunction with a
working group in late
2016
• Distributed by email
in late November to
over 2500 recipients
• 484 responses = 19%
response rate

Dear Jessica,
We would like to invite you to participate in a short 10 minute client satisfaction survey for the <Business
Area> team within the NSW Department of Industry.
There are no right or wrong answers to this survey. We are simply seeking to understand your
experiences interacting with our team and how the services we provide help you with your business and/or
measure up to your expectations.
The survey will remain open until midnight Wednesday 7 December 2016. Your participation in this study
is completely voluntary.
The information you provide will be anonymous, and used purely by us to improve the services offered by
our team.
For more details about how we protect your privacy, please see our privacy policy.
To begin the survey, please click here.
If you do not wish to participate in future research, please click the ‘unsubscribe’ button below.
We thank you for your time and participation.

<Business Area> Team
NSW Department of Industry
www.industry.nsw.gov.au
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What we delivered….
Summary
SURVEY DESIGN
This survey was designed by the Corporate Strategy branch in conjunction with a working group across the
XXXX Division. This group consisted of Directors and subject matter experts.
RESPONSE RATE
The response rate for Example Business Area was
X% amounting to a total of X responses.
A 10-15% response rate is considered the general
benchmark for external online surveys.

PARTICIPANTS
This survey was sent to 1000 recipients.
KEY LEARNINGS AND RECOMMENDATIONS

Survey opened

1st reminder sent

2nd reminder sent

• A second reminder email should be sent within 24 hours of survey closure to ensure the highest possible
response rate.
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What we delivered….
65% of respondents are satisfied with Example Business Area
Customer Satisfaction (CSAT)

Overall customer satisfaction is at X out of 5, with X% of respondents satisfied or very
satisfied with Example Business Area.
This is an decrease of X out of 5 on the 2015 results. X% of respondents were satisfied or
very satisfied with Example Business Area in 2015.
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What we delivered….
65% of respondents are satisfied with Example Business Area
Customer Effort (CES)
X% of respondents feel that a low or very low level of effort is required from them when interacting with Example
Business Area.
This is an increase of X% on the 2015 results, where X% of customers felt that a low or very low effort was
required.
The CES is X out of 5, an increase of X out of 5 on the 2015 results.
(A lower score is better for Customer Effort)
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What we delivered….
50% of customers will recommend the department’s services

The NPS® for Example Business Area is 30.
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What we delivered….

Three key themes were identified
Based on the verbatim feedback and resulting discussions, three key themes can be identified. In the
following pages we have grouped and presented each set of actions.

Improve process and
offerings

Increase awareness:
communication

Increase awareness:
online services

CONTINUAL BUSINESS IMPROVEMENT
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Consolidated action plan
The below template can be used to track the improvement activities through to completion.
Improvement
activity

Assigned to

Actions to be taken

Support required

Due for completion
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What has been done as a result
•

Workshops held with business areas to turn insights into
improvement actions

•

Resulting plans outline proposed improvements
- build awareness of programs and services
- increase collaboration and engagement
- provide assistance in navigating process

•

Resources developed to share knowledge
- Survey Dos and Don’ts
- Question bank
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Q&A
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