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BACKGROUND

Interwork Limited schedules annual client surveys. This survey was conducted as per the schedule.

SCOPE AND OBJECTIVES

The survey results will be published in the Client newsletter in October 2010. Online and paper based survey was
completed by clients over the months of June & July 2010. The format and content of the survey was identical to that of
2009 except for some minor structure changes and some additional questions, enabling some direct comparative
analysis of data.
The objectives of the survey were as follows:

e Determine client satisfaction & level of support within programs;

e Provide an opportunity for client contribution of suggestions for continuous improvements to programs;

e Provide a basis for analysis of any trends in the level of client satisfaction since 2009.

e Provide staff with direct client feedback on the programs.

SURVEY SUMMARY
SURVEY DATE: 1/6/2010
PROGRAMS COVERED: DES - Disability Management Service
Employment Support Service
DATE COMMENCED: 1/6/09
TIME ALLOWED FOR COMPLETION TO COLLATION: 2 months
DATE RESULTS COLLATED: 2/8/09
NUMBER OF RETURNS: 190 (similar to 09)
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SURVEY RESULTS 2010

The June 2010 Client Survey utilised the identical format to the June Client survey 2009, facilitating direct comparison.
Overall the results are very similar, with a high approval rating on Interwork performance across the various
programmes and areas, as indicated in the tables below.

HOW ARE WE DOING August 2010?

OUR SERVICES TO YOU e %, Comments
o L) i
1 2 4
Strongly Disagree Strongly
Disagree Agree
Pos Neg
My right as a jobseeker was
clearly explained and k.nov.v 0% 59 59% 69% 98% 2%
how to make a complaint if |
needed to.
| would recommend Interwork 1% 1% 33% 65% 98% 2%
to other job seekers
I am fully involved in my 98% 2%
employment planning and 1% 1% 34% 64%
decision making
| have sufficient contact with
Interwork 1% 1% 27% 71% 98% 2%
Interwork helped me to learn
some \{aluable skills in 0% 10% 40% 50% 90% 10%
preparing for and/or
Employment
Employment conditions were
clearly explained to me and |
49 259 289 439
am satisfied with my current 7 7 & & 71% 29%
employment
| value Interwork support in
preparing for and/or 1% 1% 32% 66% 98% 2%
Employment
Overall Rating 2% 5% 32% 61%

In response to the questions under the heading:
HOW ARE WE DOING?

7% of Clients rated Interwork negatively (column 1 & 2 combined).
93% of Clients rated Interwork highly (column 3 & 4 combined).
39% of clients were employed

61% of clients were unemployed

Form: Client Survey Report template A 01.5.4 v 4 August 2010 Page 3 of 5
Interwork Limited ©




Client Survey Results August 2010

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0% 1 T T T T
My rights as a I'would I am fully involved 1have sufficient  Interwork helped  Employment  Ivalue Interwork
jobseeker was recommend  inmy employment contactwith  metolearnsome conditions were supportin
clearly explained Interwork to other planning and Interwork valuable skillsin  clearly explained preparing for
and know how to job seekers decision making preparing for tomeandl am and/or
make a complaint and/or satisfied withmy  Employment
if I needed to. Employment current

employment

B Strongly Disagree M Disagree ™ Agree M Strongly Agree

How were we doing? August 2010 (comparative data to 09)
(Please note that this is just a general comparison. Questions were restructuredi n 2010 questi onnai
based around the same theme as 09 except for additions)

H H - Satisfied 2009
% of Satisfied Clients 2009 vs 2010
m Satisfied 2010
120%
o 98% 98% 98% 98%
100% azo o1 509
s80% | 77%
69%
60% |—
40% |
20% |
0%
My rights as a Iam fully involved in I hawve sufficient Interwork helped me | value Interwork
jobseeker was my employment contact with to learn some support in preparing
clearly explained and planning and Interworlk valuable skills in for and/or
know how to make a decision making preparing for and/or Employment
complaintif | Employment
needed to.
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LY NBALR2YaS Suggestediprolienizsts, feddbtiok &r codiments, the following applies:

The vast majority of comments were very positive, acknowledging that Interwork staff are personable, professional,
effective, encouraging and dedicated in their roles.

Suggestion for service improvement was mainly related to the following factors:

U That there should be more funding available for upskilling.
U Would like staff to give more time to go through information specially ones with learning disability.

SURVEY FINDINGS

Overview of client comments from 2010 Survey

Majority of clients surveyed were satisfied and happy with:
U Standard of service& support Interwork provided overall.
U Obtaining sustainable employment outcomes.
U Time taken to resolve issues between client and EC.
U Level of information provide by Interwork to clients compared to other agencies
U Client access made available at outreach centres

U Relatively lower level of satisfaction of clients when it came to employment conditions and employment. This is

because some clients were in jobs and some were not but for those who were employed the employment
conditions were explained to them clearly.

ISSUES RAISED:

Maijority of clients are satisfied with the service. Small number of clients who were dissatisfied with:
1. Interwork contact with local businesses specially around the outreach site.
2. Speeding up process from intake to placements .

RECOMMENDATIONS:

1. Business Development Officers to maintained contact with local businesses in remote areas in order to secure
job placements and conduct reverse marketing.

2. Dependingonthec | i ability & kmrriers, there is room for improvement in the timeframe from intake stage
to job placements.

WHAT AREAS HAVE WE IMPROVED SINCE 2009 SURVEY?

Some of the improvements based on 2009 survey outcomes are as follows:

U Client satisfaction with the frequency of Interwork contact and client service improved across the surveys, with
98% approval rating in 2010, compared with 91% in 2009.

U Job search training and work experience with 90% for 2010, compared with 77% in 2009

U Client privacy & respect with 98% for 2010, compared with 92% in 2009
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