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Customer Perception Survey 2014
CUSTOMER PERCEPTION SURVEY 2014
The State Revenue Customer Perception Survey was conducted in mid November 2014 and sought feedback on the level of service provided by State Revenue to its customers.  A similar survey was conducted in previous years, and where possible, results from this survey have been compared with results from the 2012 survey.

The survey was designed to obtain feedback from those people who interact with State Revenue in respect of general customer service and information provided.  In addition, a number of core questions to measure the key drivers of customer satisfaction were included.
The core questions related to the satisfaction of overall quality, accessibility and timeliness of service, along with how people were treated, information provided and the knowledge and competence of staff.

A total of 1,438 responses to our survey were received. This is an increase on the 2013 responses of 1,012 and comparable to the 2012 survey responses of 1,419.

Summary
The survey asked participants to rate their level of satisfaction in relation to different aspects of service delivery provided by State Revenue.  Overall satisfaction is very positive with 89 per cent of respondents being either satisfied or very satisfied with the service provided to them in the last 12 months, which is 5% higher than the 2013 result.
Survey results show that: 
· 87 per cent of responses received from those customers who had used a particular channel to contact State Revenue indicated they were satisfied or very satisfied with the quality of service through that particular means of contact, an increase on the 84 per cent in 2013.
· 89 per cent of responses received from those customers who had used a particular channel to contact State Revenue indicated they were satisfied or very satisfied with the accessibility of service through that particular means of contact, which is slightly higher than the 86 per cent in 2013.

· 87 per cent of responses received from those customers who had used a particular channel to contact State Revenue indicated they were satisfied or very satisfied with the amount of time it took to get the service through that particular means of contact, an increase on the 83 per cent in 2013.

· 89 per cent of responses received from those customers who had used a particular channel to contact State Revenue indicated they were satisfied or very satisfied with accountability and transparency of decision making through that particular means of contact, up from 85 per cent in 2013. 
The questions also asked respondents to rate their dealings with State Revenue in relation to their treatment, the information provided and their perception of staff, knowledge and service.
Responses indicated that: 
· 78 per cent of respondents agreed or strongly agreed they were treated fairly, down from 79 per cent in 2013.
· 77 per cent of respondents agreed or strongly agreed they were informed of everything that was required in order to comply with the legislation administered, up from 76 per cent in 2013.
· 75 per cent of respondents agreed or strongly agreed the staff were knowledgeable and competent, up from 72 per cent in 2013.
· 47 per cent of respondents agreed or strongly agreed that staff went the ‘extra mile’ to make sure they got what they needed, up from 45 per cent 
in 2013.
· In response to the question ‘Did you get what you required?  90 per cent responded yes, up from 88 per cent in 2013.
Survey participants offered some valuable commentary on State Revenue services on four key areas:
1. Quality of Service.

Comment: The major theme for this category of response centred on the time taken to return telephone calls, messages and e-mails with additional comments made in respect to improving the consistency of responses and the knowledge base of employees.
2. Improve general assessing turnaround times

Comment: There were far less comments this year regarding the duties assessing turnaround times however those that were made centred on the length of time taken to issue assessments related to non standard or related party transactions.
Recent initiatives taken to reduce turnaround times including changes to the range of approved transactions on Revenue Online have seen a marked reduction in customer commentary in this area.

3. Pay-roll Tax 
Comment: There was a significant volume of comments regarding pay-roll tax and the online system used to self-assess.  The overall theme was that the online system platform was not satisfactory, along with requests to simplify the reconciliation processes and bring the Department’s pay-roll tax processes in-line with the other jurisdictions.
4. Website/Online facilities
Comment: Comments regarding the website stated it needed to be more user-friendly, information was difficult to find or did not exist and navigation was difficult.

Further to this, there was significant comment around the speed and reliability of the online registration and assessing systems and its clunky outdated nature.
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In addition to the 1438 responders 664 Invitees chose to opt out of this and all future surveys whilst 338 email invitations were returned unanswered. The table is a breakdown by major tax line.
2014 Survey Responses:

	
	PRT
	INS
	Duties
	L/Tax
	Total

	Invites
	16830
	339
	759
	27
	17955

	Responses
	1359
	25
	50
	4
	1438

	Opt Out
	638
	8
	16
	2
	664

	Bounced
	323
	4
	10
	1
	338

	
	2320
	37
	76
	7
	2440

	% responses
	8%
	7%
	7%
	15%
	8%
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