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Methodology — phone and online surveys

Online telephone interview

93 296

The research company contacts customers who have interacted with SafeWork Inspectors or
received an Admin Response letter over the previous year to seek their views on the services
provided. This year, a total of 389 people were surveyed across six key interaction types.

Interaction type % N=

Complaint — Inspector Response 18% 69
Complaint — Admin Response 4% 16
Incident — Inspector Response 24% 93
Incident — Admin Response 23% 91
Advisory visit 18% 71
Project/Visit related to a project 13% 49

100% 389
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Net Advocacy Score
How likely are you to speak well of SafeWork to family, friends or colleagues?

Close to one in two

reported that they would be
Safework Score extremely likely to speak

well of SafeWork to family,

+47 _ 5 friends or colleagues.

Less than one in ten
iIndicated that they were
not likely to speak
positively about SafeWork
N

Some Australian NPS results

NPS 20-30 NPS around -5

(Bain & Co NPS consumer surve y, December, 2012)
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Size of business and Industry

Small (less than 20) - 37% Construction |GGG 41%

Manufacturing [l 12%

Medium (21-199) -26% Government [l 6%

Transport and Storage [} 5%

Large (more than 200) - 36% Health and Community... [} 5%

Retail and Wholesale [l 5%

Don’t know

1% Hospitality, Consumer... [} 6%

Other 21%
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NSW Regions

Greater Sydney
(Metro area)

Regional Service
o Delivery Area North

Regional Service
Delivery Area South

Metro Regional s

wial ) Ll T H

vl[\v 53% v 47% -

D4. What is your post code of your office?
N Base: All respondents (n=373) excluding n=16 Other states
*'li“_,‘" P ( ) g
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Type of Change as a result of interaction with SafeWork NSW

Policies and procedures introduced or updated
Safe work method statements introduced or revised

Risk analysis undertaken or revised

Training in procedures and policies introduced or
revised

Changes to physical environment

Procedures for staff to report issues, hazards or
accidents

Consultation arrangements introduced
Removal of identified hazards

Improved record keeping/paperwork
Maintenance or replacement of equipment

Purchase of new equipment including personal
protection equipment

Engineering controls introduced or revised
Employed additional health and safety resources
Changes to work organisation patterns

Obtained license where one was not held before
Ak Not sure/can’t remember

NSW | SafeWork NSW No change

57%

16% 2019
13% 2018
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Customers generally agreed that ‘improving safety’ makes their

businesses more productive or saves their businesses money

Agreement on Improving Workplace Safety

Improving safety
makes my business 87.3
more productive

87.1

Improving safety 3 4'5
saves my business '
money

2015

()3
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83.6

2016

90.3

e —

87.8

2017

0.6
871
89.6

. 864
2018 | 2019
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Satisfaction level of each performance area

NOT SATISFIED TO NEUTRAL SATISFIED Azgor?ege

8.4

Performance area

Overall level of satisfaction in
. 0,
Customer Service area 7% 15

et " SE L

Overall level of satisfaction in
Systems and processes area 7% % 75% 8.2
i
]
]
i
Overall level of satisfaction in ' 8.2
Efficiency and effectiveness area i )
8% %
i
|
i
Overall level of satisfaction in H 8.7
Honesty and integrity area i
5% 11% 85%
!
i
OVERALL SATISFACTION WITH . 8.3
SAFEWORK NSW i )
1
7% 6% 79%
1
1
1
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Summary

There were several attributes that SafeWork
performed well and should be leveraged further such
as:

* ‘the level of knowledge the SafeWork officer had to
address my issue’

* ‘the level of fairness provided by the SafeWork
officer’

‘responded to my matter in a timely manner’

‘| felt that | could trust them’

‘the SafeWork officer did what they said they would
do’

‘providing flexible arrangements to work with my
business'’.
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Recommendations Communication received from SafeWork to resolve
my matter/issue’ is highlighted in need of
Improvement.

Continuous improvement is critical to maintain and
grow the overall satisfaction score against the
performance areas - efficiency and effectiveness,
honesty and integrity, systems and processes and
customer service.

To improve customer service Initiatives and
satisfaction, it is recommended to conduct regular
research to monitor and track progress on an annual
basis.
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