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The Citizen Experience Survey Baseline Report 2019  c

Announced.
July, 2018

Citizen  
Experience Survey

Australia’s 1st
national survey asking
5,103
trust, satisfaction and experience with 
Australian public services.

Australians about their
Results fill a gap in 
a whole-of-APS 
understanding of 
service interaction.

83% of people had 
at least one reason 
to access services in a 
12 month period.

Almost  
1 in 3 people 
accessed 2+ 
services per 
reason.

Only one third 

of multi-service 

users know how to 

access services.

Young people are more 

likely to be multi-service 

users and report greater 

effort accessing services.

31%

 The inclination to  
trust is positive.

10% 
distrust

Trust in regional 
areas is lower than 
in major cities.

There’s a desire 
for increased APS 
responsiveness.

32% Only 

are satisfied with how their 
feedback is handled.

36% would like 
greater choice in  
the channels they  
use to access services.
(e.g. phone, face-to-face)  

Service satisfaction
is higher than trust at

but... there’s  
room for improvement.

52% 

Over one third of 
Australians agree Australian 
public services need to change.

March, 2019

trust
59% somewhat trust or trust services  
and only 10% distrust services. 
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Baseline
Summary

Reasons

These results reflect 5,103 respondents' 

trust, satisfaction and experience with 

Australian public services.

Services

Financial

Trust

Satisfaction

FeedbackChannels

Choice The Future

IncomeCoordination Change

Age

Place

Journey
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EXECUTIVE SUMMARY

Across the Australian Public 
Service (APS), many surveys 
are conducted by agencies 
to measure service delivery 
success.

In 2017, approximately one third 
of APS agencies administered 
surveys about citizen satisfaction 
and engagement with services1.

These surveys deliver important 
insights into how the public 
engages with individual services. 

Insights are used by these 
agencies to improve service 
delivery.
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somewhat

31%

28 %

21%

10%

10 %

trust

somewhat  
trust

neither trust 
or distrust

somewhat 
distrust

distrust

People are  
inclined to 
trust.
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There is also desire to change the channels 
 

Users of three or more 
services report less  
‘know-how’ of when and 
what services to access, 
and more effort to access 
and use services.  
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The delivery of services to 

young people (18-24 years) 

who are experiencing 

services for the first time.

The management and 

handling of feedback 

across the APS.

02

01 03
Further exploration of the 

regional trust gap and 

tailoring of services to 

suit regional needs.

04
New exploration to 

understand the right mix 

of channels for different 

services.

Opportunities for service delivery reform.

Understanding the journeys people take across multiple services. 

Insights from the Survey will be combined with APS agency 

research to build this understanding. This research can inform 

greater coordination and consistency in service delivery.

05

An Opportunity for future research.
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• 

•  

  Participation rate:   88%  
 *respondents who  

  completed the Survey

 Average completion time:  20 min 
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Headline  
Measures

These results reflect 5,103 respondents' 

trust, satisfaction and experience with 

Australian public services.

Reasons

Services

Financial

Trust

Satisfaction

FeedbackChannels

Choice The Future

IncomeCoordination Change

Age

Place

Journey
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Most people have a reason to access 
Australian public services each year.
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“They are always 
there to help you.”

Person who trusts 

Australian public 

services.

31% of respondents trust Australian 
public services.
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Over half of respondents 
were satisfied with 
services. 

need to change in future to meet the needs of all 

“I had questions 
concerning my job. These 
questions were specific, 
and it wasn’t possible to 
find the information online, 
however, the government 
agencies were not able to 
help me or re-delegate me 
to someone who can.”

Person who was 

dissatisfied with how 

their complaint was 

handled.
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ACCESSING AUSTRALIAN 
PUBLIC SERVICES FOR 
SOMEONE ELSE

Almost half of 
respondents 
access two or more 
services for the 
same reason (44%).
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Centrelink

Australian Taxation Office

Medicare

Department of Foreign Affairs and Trade

Pharmaceutical Benefits Scheme

Child Support

Department of Jobs and Small Business**

My Aged Care

Department of Home Affairs

Australian Competition and Consumer Commission

National Disability Insurance Scheme

Department of Veteran's Affairs

Fair Work Ombudsman

Parks Australia

Customs and Biosecurity

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

Most commonly 
used services.

Here are the fifteen most 

accessed services. Centrelink, 

ATO and Medicare are the top 

three most used services*.
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Satisfaction  
by reason.
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52%
average service  
satisfaction

Applied for, renewed or gained  
a visa to stay in Australia

71% satisfaction

Travelled overseas

71% satisfaction

Got divorced

36% satisfaction Made a submission, 
provided feedback 
or a complaint

34% satisfaction

Experienced 
financial hardship

32% satisfaction

People experience many life events such as having a baby or entering the workforce. When people 
experience these life events, they may have a reason to access Australian public services. The diagram 
below shows the three reasons with the highest service satisfaction, and three reasons with lowest service 
satisfaction. For example, for people who used services while travelling overseas, 71 per cent were satisfied. 

Experienced damage to  
property from natural disaster

65% satisfaction



EMPLOYMENT

This section explores how 
people with different types 
of employment experience 
Australian public services. 
People who participate in 
the labour force, retirees, 
the unemployed and those 
permanently unable to work 
feature in results. 

The Citizen Experience Survey Baseline Report 2019  OFFICIAL

Reasons

Complaints Trust and satisfaction

Change

Full-time

Casual/Temporary

Part-time

Unemployed

Not Actively Looking for Work

Retirees

Permanently Unable to Work

34%

15%

8%

11%

7%

20%

4%

Who did 
we survey?
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People in precarious 
employment and the 
unemployed are likely 
to have three or more 
reasons to access 
services in a year.
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

“... always given 
different information 
from different people 
about the same thing.”

Person in casual 

or temporary 

employment.
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Those permanently 
unable to work are the 
least trusting and least 
satisfied and they want 
change. 

 
 

 

 

 
 

HEADLINE MEASURES OFFICIAL

OFFICIAL 10
Baseline Report 2019  



Those permanently 
unable to work and the 
unemployed are least 
satisfied with handling of 
feedback. 

 
 
 

“One department does 
not know what another is 
doing and for that matter 
people in the same 
department give you 
conflicting information.”

Person permanently 

unable to work.
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AGE
This section explores how 
people of different ages 
experience Australian public 
services. A focus is placed 
on younger (18-34 years) and 

older people (65 years +). 
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Multiple services

Greater effort

Satisfaction and expectations

18-24

35-44

25-34

45-54

55-64

65 +

12%

18%

19%

18%

16%

18%

Who did 
we survey?
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Over a third of young 
people reported accessing 
two or more services for 
the same reason.
 

Young people 
are more likely to 
interact in-person 
and over the phone 
than older people.
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Young people report  
more effort to access 
services.
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Young people reported 
higher satisfaction and 
expectations.

“I don’t actually 
know enough about 
possible Australian 
services to know how 
to use them.”

18-24 year old.
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EDUCATION
This section explores how 
people with different types 
of education experience 
Australian public services.  
This includes people who 
finished school in year 12 or 
below, those with certificates, 
diplomas and advanced 
diplomas and people with a 
tertiary education. 

The Citizen Experience Survey Baseline Report 2019  OFFICIAL

Service use

Trust and satisfaction

Channels
Year 10 or below

Certificate I-IV Level

Completed Year 12

Diploma Level

Tertiary 
36%

13%

20%

17%

14%

Who did 
we survey?
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People who finished 
school in year 10 or 
below are less likely  
to use services.
 

 

“Through media you 
hear some difficult 
situations others have 
found themselves in 
but I haven’t personally 
experienced this.”

Person who finished 

year 10 or below.

HEADLINE MEASURES OFFICIAL

OFFICIAL 17
Baseline Report 2019  



The tertiary-educated 
have the highest  
trust and satisfaction 
with Australian  
public services. 
 
 

 

 
 

 

 

“I have had many good 
and bad experiences 
with Centrelink and other 
service providers and 
inconsistency is difficult 
to deal with.” 

Person who has 

completed tertiary 

education.
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People who finished 
school in year 10 or below 
tend to use phone and  
in-person channels  
more than digital.
 

“I prefer to talk 
to a real person.”

Person who finished 

school in year 10 or 

below.
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INCOME
This section explores how 
people earning different 
incomes experience Australian 
public services. 

A focus is placed on people 
earning a low household 
income of $20,799 or less per 
year. 

Frequent and complex

Low expectations

Feedback

$156,000 +

$65,000 - $90,999

$91,000 - $155,999

$41,600 - $64,999

$20,800 - $41,599

$20,799 or less

10%

23%

18%

20%

21%

8%

Who did 
we survey?

Baseline Report 2019  
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Low income earners 
have frequent service 
interactions and find 
them difficult to navigate.
 

 
 
 

“Often the left hand 
doesn’t know what the 
right hand is doing.” 

Person who is a low 

income earner.
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Low income earners 
are more likely to have 
low expectations, less 
satisfaction and higher 
distrust.
 
 

 
 

 

 

“I used to think I could 
[trust services], but lately 
I’ve heard stories that 
contradict that, so I’m 
not sure what to think.”

Person who is a low 

income earner.
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Low income earners 
are more likely to agree 
Australian public services 
need to change.
 

Lower income 
earners are more 
dissatisfied with how 
their feedback is 
handled.
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NUMBER OF 
SERVICES

People experience many life events 
such as having a baby or entering 
the workforce. When people 
experience these life events, they 
may have a reason to access 
Australian public services. 

This section focuses on whether 
people during these life events 
access one service or multiple 
services for the same reason.  

A focus is placed on single service 
users (people who use one service 
for a reason) versus multi-service 
users (people who access two or 
more services for the same reason). 

The Citizen Experience Survey Baseline Report 2019  OFFICIAL

Access

Effort

Desire for change

Single Service User

2 Services

Multi-service User

3+ Services

37%

32%

14%18%

Who did 
we survey?
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Only a third of  
multi-service users  
know the way to  
access services. 
 

 

“The system is 
complicated… They do not 
tell the whole story just 
bits of it. I have to ask for 
more information about 
every process and for help 
needed.”

A multi-service user who 

used three services for a 

single reason.
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People report more 
effort the more services 
they access. 
 

 

 

“I think the people who 
work there are generally 
honest but there can be 
long waiting periods and 
different organisations 
don’t ‘talk’ to each other. "

A single service user.
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Multi-service users have a 
greater desire for change 
in the future.
 

 
 
 
 
 
 
 
 
 
 
 
 

“Those services I’ve used 
for the most part are good. 
However, the teams of 
people strike me at times 
to be bureaucratic, they 
need to be more proactive, 
more anticipating, better 
questioning & self reliant.”

A multi-service user 

who used two services 

for the same reason.
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Child 
with a 

disability

NDIS

PBS

Centrelink

ATO

Started a 
new job

Amy (38) has started a new job.

She needs to update her income details 

with the ATO, which also affects current 

payments from Centrelink.

Amy and her child have also moved 

house, meaning she needs to update 

her details in myGov for Centrelink and 

Medicare.

Amy supports her child who has a  

disability. She is seeking support from 

the National Disability Insurance 

Scheme (NDIS), and uses Medicare and 

the Pharmaceutical Benefits Scheme 

(PBS) for her child.

Change of 
address

Medicare

CITIZEN JOURNEY 
CASE STUDY
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GEOGRAPHIC 
LOCATION

This section explores how 
people living in major cities 
and in inner and outer 
regional areas experience 
Australian public services 
differently. 

Individuals in remote and 
very remote locations are 
not included in results, 
owing to the low number 
of respondents from these 
areas (0.8%).

The Citizen Experience Survey Baseline Report 2019  OFFICIAL

Lower trust

Similar satisfaction

Feedback

Metropolitan

Inner

Regional

Outer

75%

25%

18% 6%

Who did 
we survey?

(Major Cities)

Remote
0.8%

Inner Regional

Outer Regional

Remote
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Trust in Australian  
public services is lower  
in regional areas.
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

 

“Depends on where 
you are in the country 
and who you have to 
deal with.” 

Person in a 

regional area.

HEADLINE MEASURES OFFICIAL

OFFICIAL 30
Baseline Report 2019  



Satisfaction and channel 
use do not explain the 
trust gap.
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Feedback may help to  
explain the trust gap. 
 
 
 

 “Lack of 
responsiveness, no 
reliable criteria for 
assistance…” 

Person in a 

regional area.
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EXPLORING  
FEEDBACK

The Citizen Experience Survey Baseline Report 2019  OFFICIAL

In Focus 

Satisfaction

Desire for change

Almost one in five 
respondents who accessed 
services provided feedback. 

Yet just a third were satisfied 
with how their complaint or 
suggestion for change was 
handled. 

This section explores 

feedback.   

Baseline Report 2019  
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Just under one in five people 
provide feedback to Australian 
public services (19%). Of those who 
make a suggestion for change or 
a complaint, around a third are 
satisfied with how it is handled 
(32%).

Income: 

People who want to change how 
they interact with services tend to 
provide more feedback. 

Reasons:

WHO’S PROVIDING FEEDBACK?

Baseline Report 2019  

IN FOCUS OFFICIAL

OFFICIAL 34
Baseline Report 2019  



TRUST & THE 
NON-ALIGNED

In Focus 

Somewhat trust

Uncertainty

The majority of respondents are 
non-aligned on their trust in 
Australian public services  
(i.e. respondents who somewhat 
trust, neither trust nor distrust 
or somewhat distrust Australian 
public services). 

This section explores what can 
be done to encourage more 
non-aligned respondents to 

trust Australian public services.  

Baseline Report 2019  
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Trust is integral to an effective APS. 
Trust provides a bond facilitating 
cooperation, reducing transaction 
costs, promoting inclusion and 
reinforcing social cohesion. It also 
creates space for future change and 
is a critical commodity for reform.    
 

 
 

Who are the non-aligned?

UNDERSTANDING THE NON-ALIGNED

 “I have had mixed service 
some people do a better 
job than others.” 

Respondent who somewhat 

trusts Australian public services.

31%

28 %

21%

10%

10 %

trust

somewhat  
trust

neither trust 
or distrust

somewhat 
distrust

distrust

People are  
inclined to 
trust.

Baseline Report 2019  
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Inconsistent service delivery  
leaves people less inclined to  
trust Australian public services. 
 

 
Uncertainty in the ability to trust 
Australian public services is 
heightened by a lack of awareness 
of roles, responsibilities and 
accountabilities.

CONSISTENCY AND AWARENESS ARE FUNDAMENTAL

Every experience matters.  
Consistent service delivery is crucial.

Help the public  
know the unknown.

Baseline Report 2019  
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FINANCIAL  
ASSISTANCE

When people seek access to 
services, they do so for a primary 
purpose. This purpose may be to 
receive information or training, 
to comply with a requirement or 
to receive financial assistance. 

This section focuses on people 
who sought access to services for 
the primary purpose of receiving 
financial assistance. 

In Focus 

Multiple Services

Low Trust

Access

Baseline Report 2019  
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Over half of respondents access 
Australian public services for 
financial assistance.   
 

Those seeking financial assistance 
see a need for service reform.

Future trust and change:

UNDERSTANDING THOSE SEEKING  
FINANCIAL ASSISTANCE

 “People in the call centre 
would say I definitely could, 
and then when I applied I 
would be rejected.” 

Person who somewhat trusts 

Australian public services.

Baseline Report 2019  
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MAPPING 
TRUST

Maps present an otherwise 
unseen narrative of service 
delivery. Through the Survey 
PM&C is working towards the 
creation of representative 
maps of trust in Australian 
public services. 

This section discusses 
the benefits and future 
opportunities that mapping 
can provide. 

In Focus 

Trust

Clarity

Baseline Report 2019  

IN FOCUS OFFICIAL

OFFICIAL 40
Baseline Report 2019  



People living in regional areas have 
lower trust in Australian public 
services than in metropolitan areas. 
The reasons behind this result are 
currently unknown. 

 

 

Maps provide clarity.

WHAT VALUE CAN MAPPING ADD?

Baseline Report 2019  
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Trust in Australian public services by Postal Areas

Melbourne and surrounds
Trust in Australian public services by Postal Areas

Sydney and surrounds

Mapping  
Trust

As the Survey collects more data in regional and remote areas, there is 
the potential to create detailed maps of trust in Australian public services. 
Below are two examples of major city locations that provide a snapshot of 
what will be possible. 

Note: Numbers indicate the number of people surveyed in that area.
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OPPORTUNITY  
AREAS

01
Improving 
feedback

02
Getting the experience 
right for young people

03
Understanding the 
regional trust gap

04
Streamlining the 
channel mix

05
Exploring service 
journeys

The Citizen Experience Survey has identified insights about how the public 
experiences Australian public services. This chapter explores how those insights 
can translate into practical opportunities to improve service delivery.  
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IMPROVING FEEDBACK

Around one in five people 

provide feedback to services, 

but few are satisfied with how 

their feedback is handled. 

There is an opportunity 

to improve feedback 

mechanisms across 

Australian public services.

Evidence Opportunity 

01

OPPORTUNITY AREAS OFFICIAL
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CASE 
STUDY 

IP AUSTRALIA

Feedback used for legislative 
and policy change.
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GETTING THE EXPERIENCE RIGHT  
FOR YOUNG PEOPLE

Young people can find 

navigating services 

difficult.

There is an opportunity 

to improve young 

people's awareness 

and early experience of 

services.

Evidence Opportunity

02
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UNDERSTANDING THE  
REGIONAL TRUST GAP

Trust in services is lower in 

regional areas of Australia. 

Understanding the causes 

and impacts of this can 

inform service delivery 

improvement.  

Evidence Opportunity

03
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STREAMLINING THE 
CHANNEL MIX

People use multiple 

channels (e.g. phone,  

in-person, digital) to access 

services. 

There is an opportunity to 

further understand channel 

preferences and the right 

mix of channels for different 

service applications.

Evidence Opportunity

04
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EXPLORING SERVICE 
JOURNEYS

05

ATO
Centrelink

Medicare

Centrelink

Child Support

Medicare
Centrelink

Department of Jobs 
and Small Business

04

01

03

Pharmaceutical 
Benefits  
Scheme

Medicare
Centrelink

02

Opportunity
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Centrelink

JobSearch

Looked for 
work

Using Survey data, we can gain an 
understanding of the life events (such 
as travelling overseas) that lead people 

of services may be accessed by many 
people because of a life event. 

For example, when looking for work, 
people commonly use both JobSearch 
and Centrelink.

However, there are a range of 

life event (see over page).

Why do people 
access multiple 
services?

Medicare

Centrelink

Child 
SupportATO

Became  
a single  
parent

Home  
Affairs

ATO
Medicare

Applied for an  
Australian  

visa

DFAT

ATO

Travelled 
overseas
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yyH yyyHad a BabyHHHHHHHHHaaaaaaaaaddddddddd aaaaaaaaa BBBBBBBBBaaaaaaaaabbbbbbbbbyyyyyyyyy
““Life Event”“L“L“L“Lifififfffifeeeeee EEEvEvEvEvEvenenennenenent”t”t”t”tt

Centrelink
Medicare

Medicare
Centrelink

ATO
Centrelink

Medicare

Centrelink
Child Support

Medicare

Centrelink

Child Support

ATO

Centrelink
Child Support

Medicare
My Aged Care

Medicare
ATO

Medicare
Centrelink

PBS

ATO

Centrelink
Child Support

Medicare

Centrelink

Child Support
My Aged Care

Foreign Affairs and Trade

Veterans’ Affairs

Child Support

Home Affairs

Medicare

ATO

..they commonly accessed 
Centrelink and Medicare.

of people who interacted with a 

services for this life event.

As demonstrated, people access 

for the same life event. 

What services do 
people access?
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ACTIONING  
RESULTS
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