Attachment E

DPS Customer Surveys

2007 and 2009

Summary of Results

2007 2009
Total sample size (approx) 4,000 3,200
Total respondents 863 765

Composition of respondents—Refer Page 1.
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2007 and 2009 DPS Customer Survey

Attachment £

DPS Customer Surveys 2007 and 2009

: Composition of respondents

Type of Respondent 2007 2009

Responses Responses

Count Percent % Count Percent %
Minister 8 0.9 2 0.3
Senator or Member 12 1.4 13 1.7
Staff member of a Minister 52 6 42 5.5
Staff member of a Senator or 161 18.7 238 31.1
Member
Staff member of the 79 9.2 64 8.4
Department of the Senate
Staff member of the 105 12.2 75 9.8
Department of the House of
Representatives
Staff member of the 315 36.5 331 43.2
Department of Parliamentary
Services
Press Gallery Member 28 3.2 - -
Other 103 11.9 - -
Answered question 863 765
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2009 Results {excluding DPS staff)

2020 Clent Support Help Desk

Artsenices

Building Mairenance Help Desk & Sendces

Catering

Childcare {Capim} HIll Eary Childhood Centra)

Cleaning (8.9. Inside or outside the bullding)

Communications (&.3. phones and faxes)

Disabled facilities (8.g. car parks, bathrooms, lifts, whea! chairs)
Emdronmental advics (£ g. how 1o minimise PH's emvironmental Impact)
Hansard

Broadeasting finc. House Monmioring Servce}

Healh and Recreation Centre

Information iechnology (e.9 computers, primers, email access)
Library

Loading Dock (e g. delivery and dispatch of goads)
Ner-catered Functions

Nurses Cenfre

Pass Office

Project delvery (e.g. building, security, M)

The Parliarment Shop

Visitor services {Parhament House Guides)

Very
satisfiod

128
50

o

37
74
12

az

58
153
21
0
63
124
21

67

Satisfled Total non-DPS  Somewhat

140
48

13
a3
136
20
35
103
85
48
113
a1
44
17
25
111
29
87
46

staff satisfied
or very
satisfled 2009

268
98
1186
106
19
120
210
32
45
187
167
82
171
234
61
27
88
236
50
165
113
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DPS Customer Surveys 2007 and 2008

Response

{N.As not
counted}

ki
105
140
186
27
179
242
39
72
226
152
102
241
281
76

108
260
72
173
128

% satisfied or
vory satisfiad
2008

6%
93?0
B3%
57%
T0%
67%
B7%
8X%
63%
83%
8%
BO%
1%
983%
81%
68%
2%
8a%
8%
0%
88%

Changes [n
satisfaction lavals
from 2007

2%
4%
0%
168%
Not asked in 2007
1%
0%

Not askad in 2007
Not asked in 2007
-6%

-5%

1%

-5%

1%

9%

7%

8%

%

22%

2%

0%



2007 Resuits {excluding DPS staff)

2020 Client Suppor Help Desk

Art services

Buiking Maintenance Help Desk & Services

Catering

Childcare (Capital Hill Earty Childhood Centre)

Cleaming {e.g. Inside or outside the building)

Communicatrons (e g. phones and faxes)

Disabled taciktes (e g. car parks. bathrooms, {ifts. wheel chairs}
E mviroprmental adwce (e.g. how to minimise PH's environmenlal impact)
Hansard

Broadeasling (inc. House Manitoring Senvice)

Health and Recreation Centre

Infermation lechnology (e.g. computers, printers, emall access)
Library

Loading Dock (e.g. delivery and dispatch of goods)
Non-calered Functions

Murses Cenlre

Pass Office

Project delivery {e.g. buliding, security, T}

The Parfiament Shop

Visitor senaces [Parkament House Guides)
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1
34
76
82

108
203

73
156
67

128

67
62
73
202

138
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24
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30
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DPS Customer Surveys 2007 and 2009

Very

digsatisfiod ODlssatisiied in  count 2007

L = n
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Total Response

2007 {N.As not

counted}
22 257
1 38
11 104
51 197
17 155
7 234
3 184
1 170
6 84
R 170
2 263
7 92
g 88
4 86
7 232
9 42
2 157
3 75

% satistied os
very satisfied
2007

TaA%
89%
T3%
42%
Mot asked in 2007
68%

B7%
Nol asked in 2007

Nol asked in 2007
39%
82%
BO%
6%
94%
3%
60%
85%
ar%
4a%
88%
a8%



2009 Survey Results (DPS staff only)

2020 Cliem Supporl Help Desk

AMt sendces

Building Ma nterance Heip Desk & Servces

Calering

Chridcare (Capital Hill Earty Chulghood Cai)

Cleaning (e.g. inside or outside the fuiding|

Communicabons {(e.g. phores and faxes)

Disabled facikties (e.qg. car parks, bathrooms . ifts, whess! cradrs]
Emdronmental advice (0.9 how to minimise PH's envronsssal impact)
Hansard

Broadcasiing {inc House Monioring Service)

Heakh and Recreaton Centre

Information technology (2 g. computers. printers, email access)
Library

Loadng Dock (& g. delvery and dispaich of goods)
Non-catered Funclions

Murses Centie

Pass Office

Project delivery (2.g. building, security, IT)

Tre Pariamen Shop

Visitor services (Pariament House Guides)

Very satisfied

Satlsfied

13

72
70

121

E A

"z

Total DPS staff
satisfied or very
satisfled 2009

184
a7
LF3
8

2
169
38
57

Tz
153
154
122

87
28
116
163

138
75
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DPS Customer Surveys 2007 and 2009

Very
dissatisfied
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Total
Dissatisfied in
2009

E RIS ]

Response

count 2009
[N.AS not
countad}

249
i)
152
176
3
194
203
50
112
13
92
170
240
148
114

133
186
103
164
91

% satisfiad or
vory satisflod

80%
82%



2007 Results {DPS staff only)

2020 Client Support Halp Desk

Ar services

Hizding Maintenance Help Dask & Sendces

Cailering

Chuideare {Capital Hill Early Childhood Centra)

Cleaning (e 9. inside or outside the building)

Communicatiions {2 g phones and faxes)

Disabied facilives (e g car parks, batwooms Ifie whisel chairs)
Emvironmental advice (e g. how 1o minimise PH's anvronmental impact)
Hansamd

froadcastng (ing Howme Moritoring Senice)

Heafth and Recisalion Cembe

Information technoiogy {&.9. computers, printers, email access)
Library

Loading Dock {= g dukvery and dispaich of goods)
Non-calered Fusciang

Nurses Canre

Pass Gffice

Project delivery (@ g bulding secunty, IT)

Tre Pariament Shop

Visilor sendcas (Pariament House Guides)

Vory satisfiod

74

32

23

Satisfled

78

5
49

35
42
84

(=]

a¢
82

47
15

Total DPS staff
satlsfied or very
satisfed 2007

162

283

146

g%

106
o8
1t

90

111

81
41
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DPS Customer Surveys 2007 and 2009

Vory
dissatisfied
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Response
count 2007
[N.As not
countad)

183
22

110
120

126
155

117
124
177

127

L8]
48

% satisfled or
vory satisfled

8%
T3%
5%
45%
Nat asked in 2007
67T%
%
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