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                                    Executive Summary      
 
Methodological Summary 
 
The Professionalism Survey is a biannual satisfaction survey of clients who have had a recent 
interaction with the ATO. The key objective of the survey is to measure ATO employees’ level of 
‘overall professionalism’ as perceived by clients. 
 
The survey primarily uses a self-completion mail methodology and involves contacting a random 
sample of clients who have had an interaction with the ATO in the past six months. The sample is 
randomly selected and provided by the ATO.  
 
In November 2012 the individual business areas were consolidated into four capability areas to 
more closely align with ATO capabilities and provide more strategic outcomes and drive initiatives 
across the ATO. This has resulted in a redesign of the survey questionnaires, however the core 
questions remain the same for historical purposes. The four capability areas were: 

• Debt Management; 

• Active Compliance; 

• Complaints and Dispute Resolution; and 

• Assistance, Support and Advice. 
 
The questionnaire comprises a set of core questions covering an overall assessment of ATO 
professionalism and questions to address specific concerns of each capability area. In the 
November 2012 wave fieldwork was conducted between 3 October and 2 November 2012. The 
average questionnaire completion time was 10 minutes. 

 
Overall Professionalism Performance 
 
The ‘overall professionalism’ score for All Areas in November 2012 increased from 3.88 to 3.93, 
though this was not statistically significant. Nett satisfaction with this measure (the aggregate of 
‘very satisfied’ and ‘satisfied’) increased significantly from 73 per cent to 75 per cent this wave. 
 
This increase was primarily driven by two of the four capability areas, which recorded statistically 
significant increases in ‘overall professionalism’ this wave. These were:  

• Assistance, Support and Advice (4.00 from 3.73 and 79% from 69%); and 

• Complaints and Dispute Resolution (3.40 from 3.02 and 54% from 42%).  
 
The other two capability areas remained relatively consistent with the previous wave. These were 
Active Compliance (3.95 from 4.01 and 76% from 78%) and Debt Management (3.89 from 3.80 
and 75% from 72%). 
 
Components of Overall Professionalism 
 
Satisfaction with both components of ‘overall professionalism’ increased this wave, with ‘staff 
professionalism’ (4.01 from 3.96 and 79% from 77%) experiencing a stronger increase in 
satisfaction than ‘client understanding’ (3.82 from 3.80 and 72% from 70%). None of these 
improvements were significantly different from May 2012 results. 
 
Characteristics of Professionalism 
 
Among the total of All Areas, nett satisfaction with three of the nine Characteristics of 
Professionalism significantly increased this wave at the 95% confidence level. These were: 

• ‘Willingness to explain rights’ (81% from 77%); 

• ‘Sufficient understanding of issues’ (75% from 72%); and 

• ‘Result fair and reasonable’ (78% from 75%). 
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‘Staff fair, reasonable and unbiased’ (79% from 77%), ‘communicated clearly’ (81% from 79%) 
and ‘assisted to best of ability and within law’ (78% from 76%) experienced significant increases 
in nett satisfaction at the 90 per cent confidence level. 
 
‘Respectful and courteous’ continued to record the highest mean score (4.20), while ‘sufficient 
understanding of issues’ (3.85) and ‘understood needs’ (3.83) had the lowest mean scores this 
wave. 
 
Across the capability areas, Active Compliance and Assistance, Support and Advice clients were 
the most satisfied with the Characteristics of Professionalism, while Complaints and Dispute 
Resolution clients were the least satisfied. 
 
Overall Expectations of Professionalism 
 
Overall, the ATO met client expectations. Clients of the three areas of Active Compliance (gap 
-0.03), Assistance, Support and Advice (gap 0.00) and Debt Management (gap -0.03) rated 
performance on par or only slightly below the mean score required to meet expectations. 
Complaints and Dispute Resolution clients provided an ‘overall professionalism’ mean score that 
fell below expectations (gap -0.08). 
 
Across All Areas combined, the proportion of clients who stated that the ATO met their 
expectations was larger than the proportion who felt that the ATO exceeded their expectations 
(54% compared to 34%). Only 12 per cent of clients said that their contact with the ATO fell below 
their expectations. 
 
Mean score satisfaction with ‘overall professionalism’ was well above the benchmark for three 
capability areas (Active Compliance, Advice, Support and Assistance, and Debt Management), 
and scores for these areas were either on par or higher than the All Areas average. This was due 
to the high proportion of clients feeling that the ATO either met or exceeded their expectations. 
 
Complaints and Dispute Resolution had the lowest proportion of clients who felt the ATO 
exceeded their expectations at 24 per cent (compared to 34% for All Areas combined), coupled 
with the highest proportion who felt their interaction was worse than expected (23% compared to 
12%). 
 
Business Opportunity Analysis 
 
There are three clear opportunities to improve the ‘overall professionalism’ of the ATO across All 
Areas combined, based on the November 2012 survey results. These were for ‘understood 
needs’ (100% opportunity score ), ‘sufficient understanding of issue’ (91% opportunity score), and 
‘matter was followed through to conclusion’ (81% opportunity score). All three attributes had 
moderate to high impact on ‘overall professionalism’, combined with poor service delivery as rated 
by clients, and moderate to high levels of variability in ratings of satisfaction.  
 
Poor service delivery scores indicate that clients provided a high proportion of ‘very dissatisfied’ 
and ‘dissatisfied’ ratings, while high variability indicates that service delivery was not consistent 
and clients received service from ATO staff that differed in quality between clients.  
 
Focussing on the ability of ATO staff to understand client needs, demonstrating an understanding 
of client issues and following the matter raised to its conclusion will impact more strongly on the 
‘overall professionalism’ score than other attributes. 
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                                          Background       
 
The Australian Taxation Office (ATO) currently conducts a biannual Professionalism Survey to 
evaluate ATO employees’ level of ‘overall professionalism’ as perceived by clients who have had 
an interaction with the ATO in the previous six months.  
 
Since December 2001, the Professionalism Survey has been conducted across different areas 
within the organisation, encompassing a broad range of client groups. The aim of the survey is to 
monitor taxpayers’ and tax professionals’ perceptions of the level of professionalism of ATO staff 
in administering the taxation system and identify improvements to inform employee training and 
development needs.  
 
The approach to measuring the professionalism of ATO staff was adopted in 2001, based on the 
principle that professionalism is a generic standard that transcends client types and business 
areas. The Model of Professionalism was reviewed by an ATO working party in 2003 and has 
been used since November 2003. The model is shown in the figure below. 
 
 Figure 1: ATO Model of Professionalism 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The Professionalism model specifies six key elements of professionalism; empathy, fair and just 
outcomes, accountability, communication, behaviour and ability. These six elements are 
measured by nine predefined characteristics. The table overleaf shows how these nine 
Characteristics of Professionalism are measured in this and previous waves of the survey. 

 

Taxpayer 

interaction 
commences

EMPATHY FAIR AND JUST OUTCOMES
(both procedural & distributive justice)

COMMUNICATION
(includes explaining rights)

ACCOUNTABILITY

BEHAVIOUR
(respect, courtesy)

ABILITY
(knowledge)

Taxpayer 

interaction 
commences

EMPATHY FAIR AND JUST OUTCOMES
(both procedural & distributive justice)

COMMUNICATION
(includes explaining rights)

ACCOUNTABILITY

BEHAVIOUR
(respect, courtesy)

ABILITY
(knowledge)
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Table 1: The Characteristics of Professionalism 

 
 

Element of 
Professionalism 
Model 

Characteristic of 
Professionalism 

Label Used in 
Charts 

Question from 
Survey 

Respect for our clients Respectful and courteous  
Staff were respectful and 
courteous towards you  

Empathy 
Explain and respect 
client’s rights 

Willingness to explain rights 
Staff were willing to explain 
your rights, obligations and 
entitlements 

Procedural justice 
Assisted to best of ability and 
within law 

Staff assisted you to the best 
of their ability and within the 
law as you understand it Fair and Just Outcomes 

Distributive justice Result fair and reasonable 
The result was fair and 
reasonable 

Communication Our communication Communicated clearly 
Staff communicated clearly in 
ways you could understand 

Accountable for our 
actions 

Willingness to follow matter 
through to conclusion 

Staff were willing to ensure 
that the matter was followed 
through to a conclusion 

Accountability 

Understand our client’s 
needs 

Understood needs 
Staff understood your needs 
and assisted you in meeting 
them 

Behaviour Our behaviours 
Staff fair, reasonable and 
unbiased 

Staff were fair, reasonable 
and unbiased 

Ability Our ability 
Sufficient understanding of 
issue 

Staff had sufficient 
understanding of the issue 
being discussed to be able to 
help you 

 
 
This Executive Report details the main survey objectives, methodology and key findings for the 
November 2012 Professionalism Survey as undertaken by DBM Consultants.  
 
 



DBM Consultants Pty Ltd  Page 5 of 52 

                                     Research Objectives      
 
 
The main objective of the Professionalism Survey is to measure clients’ (both taxpayers and tax 
professionals) perceptions of the level of professionalism of ATO staff. This was completed 
through the evaluation of client satisfaction in two general areas:  

• The professionalism displayed by ATO staff, specifically: 

� “How satisfied are you with the professionalism of ATO staff you recently had 
contact with?” 

• Client understanding of the issue recently discussed with ATO staff, specifically: 

� “How satisfied are you that you now have a better understanding of the issue 
you recently discussed with the ATO?” 

The level of professionalism (known as the ‘overall professionalism’ score) was derived from the 
average (mean) of the two questions listed above (see Appendix A: Detailed Methodology).  
 
The evaluation of ATO staff professionalism was further detailed by an assessment of the 
behaviour and ability of ATO staff across the nine ‘Characteristics of Professionalism’. The survey 
was conducted across a range of ATO areas, providing an overall assessment of organisational 
professionalism and an assessment of ‘overall professionalism’ for each area. 
 
Results from the Professionalism Survey are used to report to internal and external stakeholders 
as follows:  

• To report ATO performance in the Annual Report as reported under ‘ATO 
Professionalism’; 

• As one of the Enterprise Agreement corporate outcome measures the survey 
contributes to the determination of whether or not a productivity pay rise for ATO 
staff should be approved. That is, maintain overall performance to current 
Professionalism Survey benchmark of 3.7 on a 5 point satisfaction scale; 

• To collect data that is used to evaluate compliance with the requirements of the 
Taxpayers’ Charter; and 

• To identify areas within the ATO for improvement – including training and support 
required for ATO staff overall and specific business areas, as well as systems and 
process improvements.  
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                                 Research Methodology              
 
Methodological Overview 
 

There were several methodological changes in November 2012, in particular the consolidation of 
the individual business areas into ‘capability’ areas. Although the impact of this change has a 
range of implications, the benefits to be gained from aligning the research programme with ATO 
capabilities are many, with the opportunity to drive strategic outcomes and initiatives across the 
ATO an obvious advantage. 
 
In November 2012, four capability areas participated in the ATO Professionalism study. These 
were: 

• Active Compliance (AC); 

• Assistance, Support and Advice (ASA); 

• Complaints and Dispute Resolution; and 

• Debt Management. 
 
To enable comparisons to past waves of the Professionalism study, the historical business area 
data was backcast as required and consolidated across one or more of the four capability areas. 
This consolidation was as follows: 
 

Table 2: Composition of Capability Areas 

 
This consolidation impacted upon a number of other variables, including: 

• Sampling – while still drawn by business area, the sample composition was more 
focused on capability area in November 2012, in line with the consolidation into 
four capability reports. 

• Questionnaire design – Historically questionnaires were tailored to the needs of 
each business area, with the core questions supplemented by additional questions 
designed for each area. In November 2012 these were consolidated into four 
questionnaires based on the capability areas. 

• Reporting structure – Reporting used to include individual business area reports. 
However, with the consolidation of the business areas, reporting is now based on 
capability areas. 

Business Area Capability Area

GST Field AC ASA

GST Refund Integrity Active Compliance

Cash Economy Active Compliance

Regional Tax Assistance Program (RTAP) AC ASA

Ops Debt Business Debt Management

Ops Debt Individuals Debt Management

Lodgment Compliance Active Compliance

Micro Active Compliance (MAC) Active Compliance

Employer Obligations (EO) AC ASA

Individuals Active Compliance

Small & Medium Enterprises (SME) Active Compliance

Fuel Tax Credits AC ASA

Excise Collections Active Compliance

Tax Agents Assistance, Support and Advice 

Superannuation AC ASA

Large Market Assistance, Support and Advice 

ATO Complaints Complaints & Dispute Resolution

Business Area Capability Area

GST Field AC ASA

GST Refund Integrity Active Compliance

Cash Economy Active Compliance

Regional Tax Assistance Program (RTAP) AC ASA

Ops Debt Business Debt Management

Ops Debt Individuals Debt Management

Lodgment Compliance Active Compliance

Micro Active Compliance (MAC) Active Compliance

Employer Obligations (EO) AC ASA

Individuals Active Compliance

Small & Medium Enterprises (SME) Active Compliance

Fuel Tax Credits AC ASA

Excise Collections Active Compliance

Tax Agents Assistance, Support and Advice 

Superannuation AC ASA

Large Market Assistance, Support and Advice 

ATO Complaints Complaints & Dispute Resolution



DBM Consultants Pty Ltd  Page 7 of 52 

 
The survey continued to primarily utilise a self-administered, structured questionnaire, dispatched 
and returned by mail. This approach replicated that used for previous waves of the survey and 
thereby provides a consistent approach allowing cross-survey comparability.  
 
Confidentialised sample selection continued to be undertaken by the ATO and supplied directly to 
DBM Consultants. A random sample of clients who had an interaction with the ATO between 
January and June 2012 was selected, on the basis of which business area they had interacted 
with. These were then grouped into the capability areas.  
 
However, in November 2012, the initial population of client records was extracted centrally by a 
data analysis team, unlike in previous waves where population data was extracted separately by 
each business area and then collated centrally. 
 
Each capability area had a questionnaire addressed specifically to their clients. The 
questionnaires comprised a set of core questions covering an overall assessment of ATO 
professionalism and questions to address specific concerns of each area. Questionnaire packs 
contained one copy of the questionnaire, a reply-paid envelope and covering letter. In order to 
maximise response, reminder letters were sent to selected recipients who had not yet returned 
their questionnaires. 
 
Two capability areas were selected to participate in an ongoing trial involving the provision of an 
alternate data collection methodology to clients in addition to the usual mail methodology. The 
alternate methodologies of online and Computer Assisted Telephone Interviewing (CATI) were 
first piloted in November 2011 and have continued in subsequent survey waves. 
 
Active Compliance clients were included in the online trial. This involved sending a cover letter 
and a reminder letter including details of how to access an online portal with a unique password 
to all clients in this capability area. Active Compliance clients also received a telephone call 
offering to send a link to the online survey via email (referred to as ‘recruit to online’). Overall, a 
smaller number of clients chose to complete the survey online compared to the mailed out survey. 
However, the ‘recruit to online’ was considered successful as the trial boosted both online 
responses (for those who chose to have a link emailed) and mail out responses (among those 
contacted but who didn’t want a link emailed).  
 
Assistance, Support and Advice and clients who were sent a reminder letter, were included in the 
Computer Assisted Telephone Interviewing (CATI) trial. This involved a telephone call offering 
these clients the opportunity to complete the survey over the telephone. A low number of clients 
contacted by telephone completed the survey using a CATI methodology due to a large number 
of clients not reachable at the number provided and refusals to participate. 
 
The intention of these trials was to understand the impact of different data collection 
methodologies on response rates, particularly given that response to the mail out questionnaires 
has been gradually decreasing over time.  
 
Key methodological details and response rates per area are outlined below: 
 

• First dispatch: 3 Oct 2012 • Mail out returns cut-off date: 7 Nov 2012 
• Online completion trial: 3 Oct – 7 Nov 2012 • Questionnaires sent: 16,797 
• Recruit to online trial: 8 –12 Oct 2012 • Completed questionnaires returned: 1,918 
• Reminder letter dispatch: 19 Oct 2012 
• CATI pilot: 25 – 31 Oct 2012 

• Average survey completion time:  
10 minutes 

 



DBM Consultants Pty Ltd  Page 8 of 52 

Table 3: Response Rates per Area  

 
Throughout this report ‘All Areas Combined’ results are derived from the aggregation of 
responses of clients in all participating capability areas, including the general population of tax 
agents who participated in that survey wave. Given this definition, it should be noted that while 
each capability area is represented in the results each wave, the composition of each area is 
different based on which business areas have participated for that wave. This will have an effect 
on time series results.  
 
The results for All Areas Combined does not include those respondents who either raised a case 
or received a field visit within the Tax Agents sample, whenever this business area has 
participated in the Professionalism Survey.  
 
The results for Active Compliance and Assistance, Support and Advice capability areas include 
data collected via the trial methodologies. The sample sizes achieved through the two trial 
methodologies are outlined below: 
 

Table 4: Response Rates Trial Methodology 

 
Overall, the outcome of the trial was positive, resulting in an increase of one per cent to the 
response rate (a total of n=196 extra surveys more than would normally be achieved; with a 
positive impact on mail out return rates as well as online completions). However, there were 
implications arising from the trial across both methodological approaches. These are outlined 
below: 

• While online completion most closely mirrors the current methodology (self-
complete), it may not be appropriate for all capability areas to undertake, 
depending on the composition of clients appearing in each area.  

� In the future, the availability of the online completion methodology should 
receive more emphasis in the cover letter to ensure clients are aware that 
the option is available. Nevertheless it may take several waves before 
online completion increases. 

• The CATI trial was impacted upon strongly by the lack of accuracy and/or currency 
of ATO records, with many client details not up-to-date. This hindered response 
rates, and as a result, unfavourably impacted on the cost associated with this 
methodology. It is important that client data is as current as possible; therefore this 
methodology may not be appropriate for all capability areas. 

Capability Area Sample 

Received by 

DBM 

(n)

Out of 

Scope

(n)

No Response

(n)

Completed 

surveys

(n)

Response 

Current Wave

(%)

Response 

Previous Wave 

(%)

Active Compliance 9,213 274 8,078 861 9 n/a

Assistance, Support and Advice 3,840 82 3,071 687 18 n/a

Complaints and Dispute 

Resolution
1,250 52 1,033 165 13 n/a

Debt Management 2,494 66 2,223 205 8 n/a

Total 16,797 474 14,405 1918 11 16

Capability Area Sample 

Received by 

DBM 

(n)

Out of 

Scope

(n)

No Response

(n)

Completed 

surveys

(n)

Response 

Current Wave

(%)

Response 

Previous Wave 

(%)

Active Compliance 9,213 274 8,078 861 9 n/a

Assistance, Support and Advice 3,840 82 3,071 687 18 n/a

Complaints and Dispute 

Resolution
1,250 52 1,033 165 13 n/a

Debt Management 2,494 66 2,223 205 8 n/a

Total 16,797 474 14,405 1918 11 16

Trial Methodology Sample 

(n)

Completed 

surveys

(n)

Response 

Current Wave

(%)

Computer Assisted Telephone Interviewing (CATI)

Assistance, Support and Advice 3,840 45 1

Online

Active Compliance 9,213 151 2

Trial Methodology Sample 

(n)

Completed 

surveys

(n)

Response 

Current Wave

(%)

Computer Assisted Telephone Interviewing (CATI)

Assistance, Support and Advice 3,840 45 1

Online

Active Compliance 9,213 151 2
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The table below illustrates the historical participation for each business area in the 
Professionalism Survey. A grey highlighted box indicates active participation by that area for that 
wave, with a white (unshaded) box indicating that the area didn't participate in that wave. 

Table 5: Participation in Professionalism Survey per Area  

 
  

 

Included with GST 

Field

Included with GST 

Field

Business Area May 2010 Nov 2010 May 2011 Nov 2011 May 2012 Nov 2012

GST Field

GST Refund Integrity

Cash Economy

Regional Tax Assistance Program (RTAP)

Ops Debt Business

Ops Debt Individuals

Lodgment Compliance

Micro Active Compliance (MAC)

Employer Obligations (EO)

Individuals

Small & Medium Enterprises (SME)

Fuel Tax Credits

Excise Collections

Tax Agents

Superannuation

Large Market

ATO Complaints

Included with GST 

Field

Included with GST 

Field

Business Area May 2010 Nov 2010 May 2011 Nov 2011 May 2012 Nov 2012

GST Field

GST Refund Integrity

Cash Economy

Regional Tax Assistance Program (RTAP)

Ops Debt Business

Ops Debt Individuals

Lodgment Compliance

Micro Active Compliance (MAC)

Employer Obligations (EO)

Individuals

Small & Medium Enterprises (SME)

Fuel Tax Credits

Excise Collections

Tax Agents

Superannuation

Large Market

ATO Complaints
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Notes to this Report 
 
There are various symbols used on the charts and tables throughout this report. A description of 
these is as follows:  

• An arrow ‘↑’ indicates a statistically significant difference in the results between the 
November 2012 wave and the previous wave. The direction of the arrow indicates 
whether the November 2012 result was significantly higher or lower than the 
previous wave.  

• A hash ‘#’ next to the result indicates that it was significantly greater than the result 
derived for all areas combined, the capability area as a whole or a defined 
subgroup. This statistical test was conducted for the November 2012 wave only.  

• An asterisk ‘*’ next to the result indicates that it was significantly lower than the 
result derived for all areas combined, the capability area as a whole or a defined 
subgroup. This statistical test was conducted for the November 2012 wave only. 

• An exclamation mark ‘!’ next to a result indicates that it was derived from a sample 
size of less than 30 clients. Thus the result should be interpreted with caution. The 
indicator may be used for charts wherever the sample size for a result is not 
explicitly specified.    

All statistical significance testing noted in the charts was conducted at a 95 per cent confidence 
level. A notation of a statistically ‘significant’ difference, such as those denoted by the symbols 
above, suggests the difference is probably true and not due to chance or sample error (i.e. it will 
be true in 95 out of 100 cases). Additional statistically significant differences at a 90 per cent 
confidence level are included in the commentary regarding nett satisfaction (nett ‘very satisfied’ or 
‘satisfied’) and mean scores. Further points to note regarding statistical significance testing are 
outlined below. 

• Smaller samples sizes (and thus the statistics calculated for them) will potentially 
be less representative of the survey population, and therefore require larger 
differences to be classified as statistically significant. Conversely, statistics based 
on large sample sizes, are more sensitive to differences (e.g. smaller differences 
will be detected as statistically significant).  

• Differences that are closer to the extreme (e.g. percentages above 95% or below 
5%) require smaller differences to be classified as statistically significant. 
Conversely, larger differences are required for figures closer to 50 per cent to be 
classified as statistically significant. 

The results for all rating scale type questions, such as those with responses ranging from ‘very 
dissatisfied’ to ‘very satisfied’ are exclusive of respondents who have provided ‘don’t know’ 
responses or no response at all. This creates fluctuations in the base sizes from question to 
question. 
 
For comparisons that are made between taxpayers and tax professionals, the derivation of each 
category is as follows:  
 

• The group labelled ‘taxpayers’ are all clients who have self-identified themselves 
on the questionnaire as being a ‘taxpayer’.  
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• The group labelled ‘tax professionals’ are all clients who have self-identified 
themselves on the questionnaire as being a ‘tax agent’, ‘BAS agent’ or ‘other tax 
professional’. 

 

Results are shown either as a mean score or as a satisfaction proportion (‘nett satisfied’): 
 

• The mean score is the average of all five-response categories, from ‘very satisfied’ 
through to ‘very dissatisfied’ (excluding ‘don’t know’ responses).  

 

• The proportion of clients who are ‘nett satisfied’ are those clients who provided a 
rating of ‘satisfied’ or ‘very satisfied’ only, that is, excludes respondents who gave 
ratings of ‘neither satisfied or dissatisfied’, ‘dissatisfied’ or ‘very dissatisfied’. 

 
Please note that nett proportions may not equal the sum of the component proportions. This is 
because the nett proportion was calculated using the sum of the component frequencies not the 
sum of the component proportions. Please see the example below:  

 
N = The total number of clients who provided a valid response = 307 

nsat = The number of clients who provided a response of ‘satisfied’ = 167 

nvsat = The number of clients who provided a response of ‘ very satisfied’ = 68 

 
The proportion of clients who provided a response of ‘satisfied’ = ( nsat / N )*100 = (167/307)*100 = 54% 

The proportion of clients who provided a response of ‘very satisfied’ = ( nvsat / N )*100 = (68/307)*100 = 22% 

The proportion of clients who are either ‘satisfied’ or ‘very satisfied’ = ( nsat + nvsat  ) / N) *100 = (167 + 68)/307)*100 = 77% 
 
 

Interpretation of Charts 
 
The first historical line chart (see "Figure 2: Professionalism Summary– All Areas Combined 

(Mean Scores)" displays the mean score satisfaction with 'overall professionalism' and its two 
components over time - 'staff professionalism' and 'client understanding'. 
 
The nine Characteristics of Professionalism mean scores and nett satisfaction are presented in 
combined horizontal bar charts (see "Figure 6: Characteristics of Professionalism – All Areas 
Combined"). The numbers outside the end of the bars are the proportion of respondents who 
were either 'very satisfied' or 'satisfied'. The numbers within the bars to two decimal places are 
the mean scores for each characteristic. 
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                     Overall Professionalism Performance    
 
Introduction 
 
The following two sections present results for ‘overall professionalism’ and its two component 
questions:  

• Professionalism displayed by ATO staff; specifically: 

� “How satisfied are you with the professionalism of ATO staff you recently 
had contact with?” 

• Understanding of the issue recently discussed with ATO staff, specifically: 

� “How satisfied are you that you now have a better understanding of the 
issue you recently discussed with the ATO?” 

For the two questions above, clients were asked to indicate their level of satisfaction using a scale 
from one to five, where one represents ‘very dissatisfied’ and five represents ‘very satisfied’. The 
‘overall professionalism’ score was derived as the mean of the responses to the two questions 
above (see Appendix A for detailed methodology). The incidence of each level of satisfaction was 
also presented in the following sections where ‘nett satisfaction’ was the incidence of clients 
indicating their level of satisfaction as ‘satisfied’ or ‘very satisfied’.  
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Figure 2: Professionalism Summary– All Areas Combined (Mean Scores)1 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’  

 
Satisfaction with ‘overall professionalism’ (3.93 from 3.88) and its two components ‘staff 
professionalism’ (4.01 from 3.96) and ‘client understanding’ (3.82 from 3.80) all increased in 
November 2012, although none of these movements were statistically significant. 
 
 

Figure 3: Overall Professionalism Performance – All Areas Combined (Nett Satisfaction)1 
 

Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 
contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

Nett satisfaction with ‘overall professionalism’ increased significantly in November 2012 (75% 
from 73%). There was also a significant increase in ‘satisfied’ ratings (42% from 38%), but this 
was offset by a significant decrease in ‘very satisfied’ ratings (33% from 35%). Levels of nett 
dissatisfaction remained relatively consistent with the previous wave (12% from 14%). 

                                                      

1 Please note that not all business areas participate in each wave of the Professionalism survey. Therefore, the historical results for   

   the total of All Areas Combined are somewhat dependent on which areas participated in each wave. The detail of the historical  
   participation of business areas can be found in the methodology section of this report. See table 5 for further detail. 
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Figure 4: Satisfaction with Staff Professionalism – All Areas Combined (Nett Satisfaction) 
Overall, how satisfied are you with the professionalism of the ATO staff you had contact with? 

 

In November 2012 nett satisfaction with ‘staff professionalism’ increased from 77 per cent to 79 
per cent (significant at the 90% confidence level). This was due to a significant increase in ratings 
of ‘satisfied’ (41% from 37%) and a decrease in ‘dissatisfied’ ratings (6% from 8%), which was 
significant at the 90 per cent confidence level. Neutral ratings were unchanged from May 2012. 

 
 

Figure 5: Satisfaction with Client Understanding – All Areas Combined (Nett Satisfaction)  
 Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO? 

 
Nett satisfaction with ‘client understanding’ increased from May 2012 (72% from 70%), although 
this was not statistically significant. There was a significant increase in ‘satisfied’ ratings (44% 
from 40%), however this was offset by a slight decline in ‘very satisfied’ ratings (28% from 31%). 
Dissatisfaction remained relatively consistent with the previous wave (12% from 14%). 
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                        Characteristics of Professionalism    

 
Introduction 
 
This section of the report details satisfaction with each of the nine Characteristics of 
Professionalism. The characteristics encompass the following aspects of service: 

• ‘respectful and courteous’; 

• ‘communicated clearly’; 

• ‘staff fair, reasonable and unbiased’; 

• ‘assisted to best of ability and within law’; 

• ‘willingness to follow matter through to conclusion’; 

• ‘willingness to explain rights’; 

• ‘result fair and reasonable’; 

• ‘sufficient understanding of issues’; and 

• ‘understood needs’. 

 
Figure 6: Characteristics of Professionalism – All Areas Combined 

  
There were several significant increases to the nett satisfaction scores across the Characteristics 
of Professionalism for All Areas Combined. These were: 

• ‘willingness to explain rights’ (81% from 77%); 

• ‘sufficient understanding of issues’ (75% from 72%); and 

• ‘result fair and reasonable’ (78% from 75%). 
 
‘Staff fair, reasonable and unbiased’ (79% from 77%), ‘communicated clearly’ (81% from 79%) 
and ‘assisted to best of ability and within law’ (78% from 76%) experienced significant increases 
in nett satisfaction at the 90 per cent confidence level. 
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 Figure 7: Characteristics of Professionalism – All Areas Combined 

 
For All Areas Combined, client satisfaction with the nine Characteristics of Professionalism was 
well above the ATO benchmark of 3.70 (shown by the dotted line). This was particularly the case 
for the three characteristics of ‘respectful and courteous’, ‘communicated clearly’ and ‘staff fair, 
reasonable and unbiased’. 

 
 

Table 6: Characteristics of Professionalism – All Capability Areas 
November 2012 

 
Across the three capability areas of Active Compliance, Assistance, Support and Advice and Debt 
Management, satisfaction with Overall Professionalism and the Characteristics of Professionalism 
were relatively consistent this wave. The Complaints and Dispute Resolution capability area, 
however, experienced significantly lower performance across all characteristics compared to the 
total for All Areas Combined. 
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Overall Professionalism Performance 3.93 3.95 4.00 3.40* 3.89

Willingness to explain rights 3.98 4.00 4.04 3.55* 4.05

Sufficient understanding of issue 3.85 3.88 3.87 3.41* 3.84

Understood needs 3.83 3.86 3.88 3.29* 3.82

Staff fair, reasonable and unbiased 4.01 4.01 4.04 3.70* 3.95

Communicated clearly 4.04 4.08 4.04 3.75* 4.00

Respectful and courteous 4.20 4.20 4.25 4.01* 4.06*

Willingness to follow matter through to conclusion 3.91 3.96 3.94 3.32* 3.87

Assisted to best of ability and within law 3.98 4.01 4.02 3.52* 3.92

Result fair and reasonable 3.93 4.00 3.91 3.44* 3.91

Characteristic
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Total Active 
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Mgmt

Overall Professionalism Performance 3.93 3.95 4.00 3.40* 3.89

Willingness to explain rights 3.98 4.00 4.04 3.55* 4.05

Sufficient understanding of issue 3.85 3.88 3.87 3.41* 3.84

Understood needs 3.83 3.86 3.88 3.29* 3.82

Staff fair, reasonable and unbiased 4.01 4.01 4.04 3.70* 3.95

Communicated clearly 4.04 4.08 4.04 3.75* 4.00

Respectful and courteous 4.20 4.20 4.25 4.01* 4.06*

Willingness to follow matter through to conclusion 3.91 3.96 3.94 3.32* 3.87

Assisted to best of ability and within law 3.98 4.01 4.02 3.52* 3.92

Result fair and reasonable 3.93 4.00 3.91 3.44* 3.91
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     Professionalism Performance by Capability Areas   
 

Figure 8: Overall Professionalism Performance – By Area (Mean Scores) 
 Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 
The above chart summarises satisfaction with ‘overall professionalism’ across the capability areas 
for the November 2012 wave compared to May 2012. 
 
There were improvements to mean scores and nett satisfaction scores significant at the 95 per cent 
confidence level between the two waves, as outlined below: 

• All Areas Combined (75% from 73%); 

• Assistance, Support and Advice (4.00 from 3.73 and 79% from 69%); and 

• Complaints and Dispute Resolution (3.40 from 3.02 and 54% from 42%). 
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Performance Expectations  
 

One of the core questions asked of clients in the Professionalism survey was “When you consider 
your interaction with <business area> as a whole, was your experience…” 
 

• Better than expected 

• The same as expected 

• Worse than expected. 
 

Figure 9: Performance Expectations – By Area 
When you consider your contact as a whole, was your recent experience… 

 
Across the total for All Areas, around one in three clients (34%) stated that their recent 
experience with the ATO exceeded their expectations, while more than one in two (54%) stated 
that their expectations had been met by the ATO. Just over one in ten (12%) felt their recent 
experience was worse than expected.  
 
Across all capability areas the proportion of clients stating the ATO met their expectations is 
larger than those stating it has exceeded their expectations. Mean satisfaction with ‘overall 
professionalism’ across three of the capability areas is well above benchmark, with Complaints 
and Dispute Resolution (3.40) falling short. This was due to the comparatively high proportion of 
Complaints and Dispute Resolution clients stating that their expectations were not met (23%). 
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Another type of analysis to further understand client expectations involves measuring the gap 
between ‘overall professionalism’ mean score satisfaction for each capability area and the mean 
for ‘overall professionalism’ amongst those clients whose experience was the same as expected. 
These scores are then used to determine whether the capability area is currently exceeding, 
achieving or underperforming according to their clients’ expectations. 
 
The following figure illustrates the mean ‘overall professionalism’ score achieved by each 
capability area compared to the mean ‘overall professionalism’ scores for those whose 
experience was the same as expected. 
 
The ‘gap’ (shown at the top of the bar charts) indicates whether the capability area is performing 
above or below what is required to meet expectations. For example, Active Compliance was 
slightly below what was required to meet expectations with a small negative gap (-0.03) between 
the Overall Performance Score and the score required to meet expectations. 
 
 

Figure 10: Performance Expectations – All Capability Areas  

The ‘overall professionalism’ score for All Areas Combined (3.93) was consistent with the mean 
score required to meet expectations (3.94) in November 2012. Most capability areas performed 
close to expectations, with the largest negative gap being for Complaints and Dispute Resolution 
(-0.08).  
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Understanding of Previous Interactions  
 

Figure 11: Understanding of Previous Interactions  
How satisfied or dissatisfied were you that the ATO staff member you dealt with had a good understanding of your previous 

interactions with the ATO? 
* 

 
Satisfaction with the ‘ATO staff member’s understanding of previous interactions’ was consistent 
across May 2012 and November 2012 among All Areas combined (3.64 from 3.62 and 65% from 
63%). There were significant changes across the capability areas, in particular for Active 
Compliance (3.65 from 3.77), Assistance, Support and Advice (3.62 from 3.45) and Complaints 
and Dispute Resolution (3.44 from 2.86 and 59% from 36%). 
 

                                                      

*
Debt Management clients were not asked to rate their satisfaction with this measure in November 2012. 
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         Professionalism Performance – Active Compliance                    
 
Summary 
 
Active Compliance is one of the more stable capability areas, with satisfaction across ‘overall 
professionalism’ (3.95 from 4.01 and 76% from 78%) and ‘staff professionalism’ (4.02 from 4.08 
and 79% from 81%) remaining consistent with previous waves. Mean score satisfaction with 
‘client understanding’ (3.85 from 3.94) was significantly lower than the May 2012 wave at a 90 per 
cent confidence level. Nett satisfaction with client understanding (73% from 75%) remained stable 
this wave. 
 
All three measures, however, experienced a significant decline in ratings of ‘very satisfied’, which 
was offset by minor increases in both ‘satisfied’ and ‘neither satisfied nor dissatisfied’ ratings (not 
significant). Dissatisfaction remained consistent with May 2012 ratings. 
 
Satisfaction with all nine Characteristics of Professionalism were well above benchmark. Although 
there were a number of significant declines (at both 95% and 90% confidence levels), they were 
not enough to cause any of the characteristics to fall below benchmark.  
 
However, there were significant decreases compared to the previous wave in relation to the 
following characteristics: 

• ‘sufficient understanding of issues’ (3.88 from 3.99) 

• ‘willingness to follow matter through to conclusion’ (3.96 from 4.09); and 

• ‘result fair and reasonable’ (4.00 from 4.09). 
 
In addition, decreases were also evident (significant at the 90 per cent confidence level) with 
respect to:  

• ‘understood needs’ (3.86 from 3.95); 

• ‘staff fair, reasonable and unbiased’ (4.01 from 4.09); 

• ‘respectful and courteous’ (4.20 from 4.27); and  

• ‘assisted to best of ability and within law’ (4.01 from 4.08). 
 
The Characteristics of Professionalism were rated on par with the average for All Areas 
Combined by Active Compliance clients. 
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Figure 12: Professionalism Summary – Active Compliance (Mean Scores) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’  
 

 
Mean score satisfaction with ‘overall professionalism’ (3.95 from 4.01) and ‘staff professionalism’ 
(4.02 from 4.08) declined slightly in November 2012, although these were not statistically 
significant movements. The decrease in satisfaction with ‘client understanding’ (3.85 from 3.94) 
was significant at the 90 per cent confidence level. 
 
 
 

Figure 13: Overall Professionalism Performance – Active Compliance (Nett Satisfaction) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 

Nett satisfaction with ‘overall professionalism’ remained relatively stable this wave (76% from 
78%). Ratings of ‘very satisfied’ significantly decreased from 39 per cent to 34 per cent, while 
‘satisfied’ increased significantly (42% from 39%). All other components were consistent with May 
2012. 
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Figure 14: Satisfaction with Staff Professionalism – Active Compliance (Nett Satisfaction) 
Overall, how satisfied are you with the professionalism of the ATO staff you had contact with? 

 

 Active Compliance clients’ satisfaction with ‘staff professionalism’ remained relatively consistent 
at 79 per cent in November 2012 (from 81% in May 2012). There were some movements in the 
components of satisfaction this wave. A statistically significant decrease in ratings of ‘very 
satisfied’ (39% from 44%) was combined with an increase in ‘satisfied’ ratings (40% from 37%, 
significant at the 90 per cent confidence level). 

 
 

Figure 15: Satisfaction with Client Understanding – Active Compliance (Nett Satisfaction) 
Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?  

 
Nett satisfaction with ‘client understanding’ was relatively consistent in November 2012 (73% from 
75%). Similar to ‘Staff Professionalism’, there was a significant decrease in the proportion of ‘very 
satisfied’ ratings (28% from 34%), coupled with an increase in ‘satisfied’ ratings (44% from 41%), 
although the latter was not statistically significant. 
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Figure 16: Characteristics of Professionalism – Active Compliance 

 

For Active Compliance clients, satisfaction with three of the nine Characteristics of 
Professionalism decreased significantly this wave. These characteristics were ‘sufficient 
understanding of issues’ (3.88 from 3.99), ‘willingness to follow matter through to conclusion’ 
(3.96 from 4.09) and ‘result fair and reasonable’ (4.00 from 4.09). All of these declines were 
significant at the 95 per cent confidence level. 
 
There were also decreases in satisfaction, significant at 90 per cent confidence level, for 
‘understood needs’ (3.86 from 3.95), ‘staff fair, reasonable and unbiased’ (4.01 from 4.09), 
‘respectful and courteous’ (4.20 from 4.27) and ‘assisted to best of ability and within law’ (4.01 
from 4.08). 

 
Figure 17: Characteristics of Professionalism – Active Compliance 

(Comparison with All Areas Combined) 
 

 

Active Compliance clients’ satisfaction with the Characteristics of Professionalism was on par with 
the scores for All Areas combined. The greatest positive gap was for ‘result fair and reasonable’. 
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      Professionalism Performance – Assistance, Support and 
Advice 

 
Summary 
 
Satisfaction significantly increased among Assistance, Support and Advice (Advice) clients in 
November 2012 across ‘overall professionalism’ (4.00 from 3.73 and 79% from 69%), as well as 
its two components: ‘staff professionalism’ (4.09 from 3.84 and 82% from 74%), and ‘client 
understanding’ (3.90 from 3.63 and 75% from 64%). 
 
The improvement in ‘overall professionalism’ and its two components was reflected in significant 
increases in ratings of ‘very satisfied’ across all three measures, coupled with significant declines 
in ‘dissatisfied’ ratings. Overall, dissatisfaction declined markedly this wave compared to May 
2012. 
 
Satisfaction with all nine Characteristics of Professionalism significantly increased with wave, with 
particularly large increases evident for ‘willingness to follow matter through to conclusion’ (3.94 
from 3.58 and 76% from 64%), ‘assisted to best of ability and within law’ (4.02 from 3.71 and 81% 
from 68%) and ‘result fair and reasonable’ (3.91 from 3.61 and 78% from 65%). 
 
Similar to Active Compliance clients, satisfaction among Advice clients was on par with the All 
Areas average. There were small positive gaps seen for ‘respectful and courteous’ and 
‘understood needs’. 
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Figure 18: Professionalism Summary – Assistance, Support and Advice (Mean Scores) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’  
 

 

Among Assistance, Support and Advice (Advice) clients, satisfaction with ‘overall professionalism’ 
(4.00 from 3.73) and its two components ‘staff professionalism’ (4.09 from 3.84) and ‘client 
understanding’ (3.90 from 3.63) significantly increased in November 2012, to levels last seen in 
May 2011. 

 
Figure 19: Overall Professionalism Performance – Assistance, Support and Advice (Nett 

Satisfaction) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 
Advice clients’ nett satisfaction with ‘overall professionalism’ significantly increased this wave 
(79% from 69%). This was largely due to a significant increase in ratings of ‘very satisfied’ (34% 
from 27%) and a significant decrease in ‘dissatisfied’ ratings (5% from 11%). 
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Figure 20: Satisfaction with Staff Professionalism – Assistance, Support and Advice (Nett 
Satisfaction) 

Overall, how satisfied are you with the professionalism of the ATO staff you had contact with? 

 Nett satisfaction with ‘staff professionalism’ increased significantly in November 2012 (82% from 
74%). Ratings of ‘very satisfied’ significantly increased (38% from 30%), while ‘dissatisfied’ 
significantly decreased (5% from 10%). ‘Very dissatisfied’ ratings experienced a decline (3% from 
5%), which was significant at a 90 per cent confidence level. 

 
Figure 21: Satisfaction with Client Understanding – Assistance, Support and Advice (Nett 

Satisfaction) 
Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?  

 Among Advice clients, nett satisfaction with ‘client understanding’ also significantly increased this 
wave to 75 per cent from 64 per cent. As per ‘staff professionalism’, ratings of ‘very satisfied’ for 
‘client understanding’ significantly increased (29% from 23%), while ‘dissatisfied’ significantly 
decreased (6% from 12%). Ratings of ‘satisfied’ (47% from 41%) and ‘very dissatisfied’ (4% from 
6%) were significantly different to May 2012 at a 90 per cent confidence level. 
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Figure 22: Characteristics of Professionalism – Assistance, Support and Advice 

 
Satisfaction significantly increased for all nine Characteristics of Professionalism among Advice 
clients this wave, for both mean score ratings and nett satisfaction. The largest increases were 
seen for ‘willingness to follow matter through to conclusion’ (3.94 from 3.58 and 76% from 64%), 
‘assisted to best of ability and within law’ (4.02 from 3.71 and 81% from 68%) and ‘result fair and 
reasonable’ (3.91 from 3.61 and 78% from 65%). 

 

 
Figure 23: Characteristics of Professionalism – Assistance, Support and Advice 

(Comparison with All Areas Combined) 

 
Satisfaction among Advice clients with the Characteristics of Professionalism was on par with All 
Areas combined. The largest positive gaps were for ‘respectful and courteous’ and ‘understood 
needs’. 
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      Professionalism Performance – Complaints and Dispute 

Resolution 

 
Summary 
 
After a dramatic decline in May 2012, satisfaction with Complaints and Dispute Resolution made 
a strong recovery in November 2012. ‘Overall professionalism’ (3.40 from 3.02 and 54% from 
42%), ‘staff professionalism’ (3.59 from 3.26 and 63% from 49%), and ‘client understanding’ (3.16 
from 2.77 and 45% from 34%) all experienced statistically significant increases this wave. 
 
This was primarily due to the significant increases seen in the individual rating component of 
’satisfied’ for ‘overall professionalism’ (32% from 22%) and ‘staff professionalism’ (34% from 
23%). At the same time, ‘very dissatisfied’ significantly decreased for ‘overall professionalism’ 
(11% from 19%) and ‘client understanding’ (13% from 24%). 
 
Satisfaction with the Characteristics of Professionalism also increased significantly in November 
2012, with nett satisfaction increasing across eight of the nine characteristics, while mean score 
satisfaction increased across five. All the remaining nett satisfaction and mean scores showed 
significant increases at the 90 per cent confidence level. 
 
The changes significant at the 95 per cent confidence level were:  

• ‘willingness to explain rights’ (65% from 48%); 

• ‘sufficient understanding of issues’ (3.41 from 3.01 and 60% from 44%); 

• ‘understood needs’ (54% from 41%); 

• ‘staff fair, reasonable and unbiased’ (3.70 from 3.34 and 64% from 49%); 

• ‘communicated clearly’ (3.75 from 3.44 and 70% from 54%); 

• ‘respectful and courteous’ (81% from 73%); 

• ‘assisted to best of ability and within law’ (3.52 from 3.04 and 60% from 43%); and 

• ‘result fair and reasonable’ (3.44 from 3.04 and 60% from 43%). 
 
Satisfaction among Complaints and Dispute Resolution clients was lower than benchmark across 
most Characteristics of Professionalism. ‘Respectful and courteous’, ‘communicated clearly’ and 
‘staff fair, reasonable and unbiased’, performed on or above the benchmark and thus closest to 
the average for All Areas combined. 
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Figure 24: Professionalism Summary – Complaints and Dispute Resolution (Mean Scores) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 

Among Complaints and Dispute Resolution clients the mean scores for ‘overall professionalism’ 
(3.40 from 3.02) and both its components ‘staff professionalism’ (3.59 from 3.26) and ‘client 
understanding’ (3.16 from 2.77), significantly increased in November 2012 to a level that is 
comparable with May 2011. 

 
 

Figure 25: Overall Professionalism Performance – Complaints and Dispute Resolution 
(Nett Satisfaction) 

Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 
contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 

Nett satisfaction with ‘overall professionalism’ significantly increased this wave (54% from 42%). 
This was largely due to a significant increase in ratings of ‘satisfied’ (32% from 22%) and a 
significant decrease in ‘very dissatisfied’ (11% from 19%). ‘Very satisfied’ (23% from 20%) and 
‘dissatisfied’ (17% from 22%) experienced changes that were significant at a 90 per cent 
confidence level. 
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Figure 26: Satisfaction with Staff Professionalism – Complaints and Dispute Resolution 
(Nett Satisfaction) 

Overall, how satisfied are you with the professionalism of the ATO staff you had contact with? 

 

 Nett satisfaction of Complaints and Dispute Resolution clients with ‘staff professionalism’ also 
significantly increased this wave (63% from 49%), due to ratings of ‘satisfied’ significantly 
increasing (34% from 23%). Both components of dissatisfaction declined this wave, although 
neither of these changes were statistically significant. 

 
 

Figure 27: Satisfaction with Client Understanding – Complaints and Dispute Resolution 
(Nett Satisfaction) 

 Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO? 

 

Nett satisfaction with ‘client understanding’ significantly increased this wave to 45 per cent from 
34 per cent. This was due to ratings of ‘very dissatisfied’ decreasing significantly (13% from 24%) 
at a 95 per cent confidence level, and ‘satisfied’ ratings (30% from 21%) significantly increasing at 
a 90 per cent confidence level. ‘Very satisfied’ (16% from 13%) also increased, although this was 
not statistically significant. 
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Figure 28: Characteristics of Professionalism – Complaints and Dispute Resolution 

 

Satisfaction with the Characteristics of Professionalism increased significantly in November 2012. 
Nett satisfaction increased across eight of the nine characteristics, and mean score satisfaction 

increased across five. The remaining nett satisfaction and mean scores increased at the 90 
per cent confidence level. The mean score and nett satisfied changes significant at the 95 
per cent confidence level were:  

• ‘Willingness to explain rights’ (65% from 48%); 

• ‘Sufficient understanding of issues’ (3.41 from 3.01 and 60% from 44%); 

• ‘Understood needs’ (54% from 41%); 

• ‘Staff fair, reasonable and unbiased’ (3.70 from 3.34 and 64% from 49%); 

• ‘Communicated clearly’ (3.75 from 3.44 and 70% from 54%); 

• ‘Respectful and courteous’ (81% from 73%); 

• ‘Assisted to best of ability and within law’ (3.52 from 3.04 and 60% from 43%); and 

• ‘Result fair and reasonable’ (3.44 from 3.04 and 60% from 43%). 
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Figure 29: Characteristics of Professionalism – Complaints and Dispute Resolution 
(Comparison with All Areas Combined) 

 
Satisfaction among Complaints and Dispute Resolution clients was lower than the benchmark for 
most Characteristics of Professionalism. The exceptions were ‘respectful and courteous’, 
‘communicated clearly’ and ‘staff fair, reasonable and unbiased’ which were above the 
benchmark, with ‘respectful and courteous’ performing close to All Areas Combined. 
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           Professionalism Performance – Debt Management   

 
Summary 
 
Satisfaction among Debt Management (Debt) clients stabilised this wave, putting a halt to the 
downward trend from November 2010. There were small increases evident for ‘overall 
professionalism’ (3.89 from 3.80 and 75% from 72%), ‘staff professionalism’ (3.95 from 3.81 and 
77% from 72%), and ‘client understanding’ (3.85 from 3.80 and 72% unchanged), although none 
of these changes were statistically significant. 
 
Overall, the individual rating components of satisfaction remained consistent. Among the two 
component measures, ‘staff professionalism’ was the only measure to experience significant 
changes to ‘satisfied’ (44% from 35%) and ‘very dissatisfied’ (5% from 10%). 
 
Three of the nine Characteristics of Professionalism experienced significantly higher nett 
satisfaction this wave. These were ‘understood needs’ (75% from 66%), ‘staff fair, reasonable and 
unbiased’ (78% from 70%) and ‘result fair and reasonable’ (78% from 70%). 
 
Debt clients’ satisfaction with the Characteristics of Professionalism was on par with the average 
across All Areas. A small negative performance gap was noted for ‘respectful and courteous’, 
whilst a small positive performance gap existed for ‘willingness to explain rights’. 
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Figure 30: Professionalism Summary – Debt Management (Mean Scores) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 
 

 
Among Debt Management (Debt) clients the mean scores for ‘overall professionalism’ (3.89 from 
3.80), ‘staff professionalism’ (3.95 from 3.81) and ‘client understanding’ (3.85 from 3.80) all 
increased slightly this wave, closer to levels seen in May 2011. However, none of these increases 
were statistically significant. 

 
 

Figure 31: Overall Professionalism Performance – Debt Management (Nett Satisfaction) 
Derived from the mean of the two survey questions – ‘Overall, how satisfied are you with the professionalism of ATO staff you had 

contact with?’ and ‘Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO?’ 

 
Nett satisfaction with ‘overall professionalism’ in November 2012 was relatively consistent with 
May 2012 (75% from 72%) among Debt clients. There were some slight movements in the 
individual rating components, with the movement in ‘very dissatisfied (5% from 8%) significant at 
a 90 per cent confidence level. 
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Figure 32: Satisfaction with Staff Professionalism – Debt Management (Nett Satisfaction) 
Overall, how satisfied are you with the professionalism of the ATO staff you had contact with? 

 

 Debt clients’ nett satisfaction with ‘staff professionalism’ increased this wave (77% from 72%), 
although this was not statistically significant. There was a significant increase in ratings of 
‘satisfied’ (44% from 35%), coupled with a significant decline in ‘very dissatisfied’ (5% from 10%). 
While ‘very satisfied’ ratings (33% from 37%) experienced a slight decrease, this was not 
statistically significant. 

 
 

Figure 33: Satisfaction with Client Understanding – Debt Management (Nett Satisfaction) 
 Overall, how satisfied are you that you now have a better understanding of the issue you discussed with the ATO? 

 

Nett satisfaction with ‘client understanding’ was unchanged among Debt clients in November 
2012 at 72 per cent. Furthermore there were no statistically significant changes in any of the 
components of nett satisfaction this wave. 
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Figure 34: Characteristics of Professionalism – Debt Management  

 
Satisfaction significantly increased for three of the nine Characteristics of Professionalism in  
November 2012. These were ‘understood needs’ (75% from 66%), ‘staff fair, reasonable and 
unbiased’ (78% from 70%) and ‘result fair and reasonable’ (78% from 70%). 

 
 

Figure 35: Characteristics of Professionalism – Debt Management 
(Comparison with All Areas Combined) 

 

Debt clients’ satisfaction with the Characteristics of Professionalism was on par with the average 
across All Areas. A small negative performance gap was noted for ‘respectful and courteous’, 
whilst a small positive performance gap existed for ‘willingness to explain rights’. 
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            Opportunities For Service Improvements    

 
Overview of the Process for Business Opportunity Analysis 
 

The Business Opportunity Analysis (BOA) conducted by DBM Consultants ties the results 
provided by ATO clients together to provide a single currency for strategic direction in the 
identification of service attributes to focus upon. This is important because, for example, the 
action required addressing an issue that is highly important and where the ATO is performing 
inconsistently is very different to the action required to address an important issue where 
performance is consistently poor. 
 
The results presented in the BOA focus on the nine Characteristics of Professionalism. These 
characteristics are taken from the core questions outlined in table 1 of this report. 
 
Issues are identified as priorities through calculation of Opportunity Scores, which are 
constructed using four pieces of information: 
 

• The relative importance, expressed as an Impact Score, of each issue in 
determining Overall Service Performance 

• The current level of performance, expressed as a Service Score, that the ATO is 
achieving on each issue 

• The consistency, expressed as a Variability Score, with which the issue is 
delivered by the ATO 

• The percentage of people affected by the issue, expressed as a Coverage Score. 
 
An Opportunity Score is the product of these four scores (Impact * Service * Variability * 
Coverage). 
 
Opportunity Scores have been rescaled to range from 0 through 100 per cent for ease of 
interpretation (the highest ranked Opportunity Score will always be 100 per cent). The higher the 
Opportunity score, the greater the influence the individual characteristic of professionalism is 
likely to have on clients’ perceptions of the ATO’s level of ‘overall professionalism’. 
 
The greater the Impact Score the greater the level of impact. The level of impact is indicated by 
the ‘+’ and ‘-’ symbols where ‘---’ represents the lowest level of impact through to the ‘=’ symbol, 
which represents a medium level of impact, through to the ‘+++’ symbol, which represents the 
highest level of impact. 
 
Service Scores are better where the number is lower. This indicates a lower proportion of 
‘dissatisfied’ or ‘very dissatisfied’ ratings have been given. The level of service performance is 
indicated by the ‘+’ and ‘-’ symbols where ‘---’ represents the lowest level of service performance 
through to the ‘=’ symbol, which represents a medium level of service performance, through to the 
‘+++’ symbol, which represents the highest level of service performance. 
 
Variability Scores are also better where the number is lower because less variability in service 
delivery is preferable to high variability. The level of variability is also indicated by the ‘+’ and ‘-’ 
symbols where ‘---’ represents the lowest level of variability through to the ‘=’ symbol, which 
represents a medium level of variability, through to the ‘+++’ symbol, which represents the highest 
level of variability. 
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Table 7: Opportunity Score Ranking – All Areas Combined 
 

 
There are three opportunities to improve ‘overall professionalism’ of the ATO across All Areas in 
November 2012. These are within the areas of ‘understood needs’, which had an opportunity 
score of 100 per cent, ‘sufficient understanding of issue’ (91% opportunity score) and ‘matter was 
followed through to conclusion’ (81% opportunity score). All three of these priorities for 
improvement are high impact characteristics with weaker service performance and high variability.  
 
 

Figure 36: Characteristics of Professionalism: Impact and Performance –  
All Areas Combined   

 Rank Service Attribute Op Score Coverage

1 Understood needs 100% = 0.122 -- 0.149 + 0.301 99%

2 Sufficient understanding of issue 91% = 0.118 -- 0.144 = 0.293 99%

3 Matter was followed through to conclusion 81% = 0.114 - 0.133 + 0.295 98%

4 Result was fair and reasonable 69% = 0.109 - 0.124 = 0.283 97%

5 Assisted to the best of ability and within the law 64% + 0.125 = 0.105 = 0.268 99%

6 Staff fair, reasonable and unbiased 47% = 0.112 + 0.090 = 0.255 99%

7 Communicated clearly 39% = 0.107 ++ 0.079 = 0.246 100%

8 Willingness to explain rights 35% = 0.103 + 0.081 = 0.242 95%

9 Respectful and courteous 21% - 0.091 ++ 0.056 - 0.220 100%

Impact Service Variability
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                               Professionalism Outcomes     
  

Figure 37: Image and Reputation2 
Now thinking about the overall image and reputation of the ATO, how would you rate its image and reputation? 

Client perceptions of the ATO’s image and reputation remained consistent in November 2012 for 
the total of All Areas Combined, at 49 per cent from 50 per cent. This was similar among 
taxpayers (49% from 51%), with tax professionals experiencing a small increase (50% from 47%), 
which was not a statistically significant change. 
 

Figure 38: Confidence in System Administration2 
Now thinking more broadly about all aspects of how the ATO manages the taxation system, how confident are you about the 

administration of the taxation system? 

The level of confidence in the administration of the tax system among All Areas Combined 
increased between May 2012 (60%) and November 2012 (63%). This was primarily driven by tax 
professionals, whose perceptions increased by five percentage points (65% from 60%), although 
this was not statistically significant. Taxpayers remained relatively consistent with May 2012 (61% 
from 59%). 

                                                      

2
 The group labelled ‘Tax Professionals’ in the above chart are clients who self-identified themselves on the questionnaire as being a 

‘tax agent’, ‘BAS agent’ or ‘other tax professional’. The sum of Taxpayers and Tax Professionals will not equal the total. 

7 6 9 8 6 4

12 11 10 12
10

21
21

21 21 22
21

50 48 51 58

10 11 9 9 7

10�

55� 52�

8�

60% 63% 59% 61% 60% 65%

0%

20%

40%

60%

80%

100%

All Areas Combined

- May 12

 (n=2332)

All Areas Combined

- Nov 12

 (n=1737)

Taxpayers - May 12

 (n=1257)

Taxpayers - Nov 12

 (n=880)

Tax Professionals -

May 12

 (n=925)

Tax Professionals -

Nov 12

 (n=628)

Not at all confident Not very confident Neither confident nor unconfident Somew hat confident Extremely confident Nett Confident

8 10 8 7 3

13 12
13 13 13

13

30 26 30 33
34

39 38 39 36
38 41

11 11 13 12 8 8

6�

32�

50%47%49%51%49%50%

0%

20%

40%

60%

80%

100%

All Areas

Combined - May 12

 (n=2345)

All Areas

Combined - Nov 12

 (n=1748)

Taxpayers

 - May 12

 (n=1262)

Taxpayers

 - Nov 12

 (n=890)

Tax Professionals -

May 12

 (n=938)

Tax Professionals -

Nov 12

 (n=628)

Very Poor Poor Fair Good Excellent Nett Good/Excellent



DBM Consultants Pty Ltd  Page 41 of 52 

             Analysis of the ATO Model of Professionalism   
  
Additional Analysis Based on the Model 
 

Using data collected in the November 2012 wave of the Professionalism Survey, DBM has 
conducted a statistical evaluation of the model of ‘overall professionalism’ adopted by the ATO. 
DBM has isolated the impact of the nine Characteristics of Professionalism on the overall 
perceptions of ‘staff professionalism’, exploring the relationship between perceived ‘overall 
professionalism’ and two key outcomes of ‘overall professionalism’, namely the: 

• level of affinity held toward the ATO as an organisation; and 

• degree of community confidence in the administration of the tax system. 
 
The additional analysis has identified:  

• the relative impact that improvements in different aspects of ‘overall 
professionalism’ (e.g. respect and procedural justice) would have on ratings of 
‘overall professionalism’ and the outcomes of ‘overall professionalism’; and 

• the relative impact compared across different client segments such as taxpayers 
and tax professionals. 

 
Figure 39: Analysis of the ATO Model of Professionalism – November 20123 

 
This analysis identifies the factors that were specifically driving ratings of perceived ‘overall 
professionalism’. The percentages indicate the relative share of influence for each characteristic 
on perceived ‘overall professionalism’. 
 
The key drivers, that is, those with a relatively greater share of influence, on ‘overall 
professionalism’ were ‘procedural justice’, ‘understand client needs’ and ‘ability’ (all 12%).  

                                                      

3 Pearson correlation coefficients between the three variables are all significant at the 95 per cent confidence level. Specifically, 

perceived professionalism and confidence in administration of tax system: r=0.6, perceived professionalism and brand image of 
ATO: r=0.6 and Brand image of ATO and confidence in administration of tax system: r=0.8. 
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Figure 40: Analysis of the ATO Model of Professionalism – November 2012 

(Comparison between Clients with Better/Worse Experiences than Expected) 
 
This figure illustrates a comparison between two different groups of clients and influential drivers 
of ‘overall professionalism’ for each group. The two types of clients are clients whose experiences 
were better than expectations and clients whose experience was worse than expectations. Again, 
the percentages indicate the relative share of influence for each characteristic of ‘overall 
professionalism’. 
 
For clients whose experiences were better than expectations, ‘procedural justice’ (13%) and 
‘behaviours’ (12%) had the greatest share of influence on ‘overall professionalism’. For clients 
who rated their experience as worse than expected, ‘procedural justice’, ‘accountability’ and 
‘understand client needs’ (all 13%) had the greatest influence. 
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Figure 41: Analysis of the ATO Model of Professionalism – November 2012 
(Comparison between Taxpayers and Tax Professionals)  

 
This figure illustrates a comparison between taxpayers and tax professionals and the influential 
drivers of ‘overall professionalism’ for each group. Again, the percentages indicate the relative 
share of influence for each characteristic on perceived ‘overall professionalism’. 
 
Among taxpayers there were three characteristics that shared equal highest influence on ‘overall 
professionalism’.  These were ‘procedural justice’, ‘understand client needs’ and ‘ability’ (all 12%).  
 
For tax professionals ‘procedural justice’ (13%) had the most impact upon perceptions.  
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                        Appendix A: Detailed Methodology    
 
Scoping 
 
Overall, the scope of the Professionalism survey was unchanged from previous waves. A focus 
on ATO Professionalism performance as perceived by clients remained. The table below outlines 
the links between the ATO Professionalism model, the survey and the Taxpayers’ Charter.  

 
Table 8: The ATO Professionalism Model and the Taxpayers’ Charter 

 

Professionalism 
Model Element 

Characteristic of 
Professionalism 

Question in November 2012 Survey Taxpayers’ Charter Principle 

N/A  Overall, how satisfied are you with the 
professionalism of the ATO staff you most 
recently had contact with?  

Treat you fairly and reasonably 
Offer you professional service and 
assistance  

How satisfied are you that you now have a 
better understanding of the issue you recently 
discussed with the ATO?  

Offer you professional service and 
assistance  
Help you to get things right 
Explain the decisions we make about 
you 

Overall Professionalism  

 

 

When you consider your interaction as a whole, 
was your recent experience better than 
expected, the same as expected, worse than 
expected?  

Offer you professional service and 
assistance  

Respect for our clients  Staff were respectful and courteous towards 
you  

Treat you fairly and reasonably  Empathy  

 

Explain and respect 
clients’ rights 

Staff were willing to explain your rights, 
obligations and entitlements  

Offer you professional service and 
assistance 
Treat you fairly and reasonably 
Explain the decisions we make about 
you 

Respect your right to a review 

Be accountable  

Procedural justice  ATO staff assisted you to the best of their ability 
and within the law as you understand it  

Treat you fairly and reasonably 

Offer you professional service and 
assistance 

Be accountable 

Fair and just outcomes 

Distributive justice  The result was fair and reasonable  Treat you fairly and reasonably 
Explain the decisions we make about 
you 

Be accountable 

Communication Element Our communication Staff communicated clearly in ways you could 
understand  

Offer you professional service and 
assistance 
Help you to get things right 

Explain the decisions we make about 
you 

Accountable for our 
actions  

Staff were willing to ensure that the matter was 
followed through to a conclusion  

Explain the decisions we make about 
you 

Be accountable 

Accountability 

Understand our clients 
needs  

Understood your needs and assisted you in 
meeting them  

Treat you fairly and reasonably 

Offer you professional service and 
assistance 

Behaviour Our behaviours Staff were fair, reasonable and unbiased  Treat you fairly and reasonably 

Treat you as being honest unless you 
act otherwise  

Ability Our ability Staff had sufficient understanding of the issue 
being discussed to be able to help you  

Treat you fairly and reasonably  
Help you to get things right 

Explain the decisions we make about 
you 
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Survey Instruments & Sampling 
 
Each questionnaire had a unique code printed in the top right corner of the first page. This was to 
ensure that duplicate data was not included in the final results and to link the data with variables 
contained in the sample.  
 
The cover letter for the mail out and the reminder letter were kept consistent with the previous 
wave, except for some minor modifications to reflect current time frames and contact personnel.  
 
Survey instruments were sent to the ATO for formal approval before preparation of a proof 
commenced. The proofs were then checked and approved by DBM and forwarded to the ATO for 
final approval. The DBM project manager was in regular contact with the Creative Data Solutions 
printing and dispatch project manager, ensuring the survey instruments were developed in line 
with ATO specifications. 
 
Changes in Survey Instruments 
 
In the November 2012 wave the ATO Business Area questionnaires were consolidated into four 
capability area questionnaires. All core questions remained unchanged to maintain consistency 
for historical purposes. 

 
Sampling Methodology 
 
Also in the November 2012 wave, sampling was centralised rather than completed by each 
participating Business Area. The sampling method continued to include a random selection from 
all ATO clients with which there had been a significant interaction of any type (phone call, in-
person visit, mail correspondence) in the reference period (1 January to 30 June 2012). 
  
Prior to sample selection, the population lists were cleaned to remove deceased, overseas, 
untraceable and other out-of-scope records. De-duplication of clients was conducted to prevent 
clients receiving more than one survey. Clients in multiple lists were allocated to one population 
list only. Clients who were included in the previous survey were also removed. A sample of the 
requisite size was then delivered to DBM in the agreed format. DBM then undertook further 
checking of the sample.  

 
Fieldwork 
 
Printing and Dispatch 
  
Fieldwork for the November 2012 wave of the Professionalism survey began on 3 October 2012. 
In total 16,797 ‘survey packs’ were sent. 
  
Selected clients were sent ‘survey packs’ which included, in order from front to back of the 
envelope: 

• a cover letter signed by the Acting Commissioner of Taxation Bruce Quigley, and printed 
on ATO letterhead 

• the relevant survey questionnaire, and 

• a reply paid envelope. 
  

Creative Data Solutions conducted all printing and dispatch activities. On 19 October 2012 10,623 
reminder ‘survey packs’ were sent. All reminder survey packs contained:  

• a cover letter signed by the DBM Project Director 

• the relevant survey questionnaire, and 

• a reply paid envelope. 
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Client Response 
 
The final response rate for the survey was 12%. This compares to a response rate of 16% for the 
May 2012 survey. 
 
The final response rate for the survey has been calculated as the number of surveys completed 
(where the respondent had an interaction) as a proportion of eligible clients. Eligible clients are 
those clients that the survey was sent to, minus clients who were in fact out of scope for the 
survey (i.e. did not complete the form on the basis that they did not have the interaction plus 
return to senders). That is: 

 
Response rate         =       # completed surveys    x      100 

 
                                                                      # in original sample – # out of scope 
 
A total of 474 sample records were deemed to be out of scope and therefore not included in the 
final results (please see Table 2 for more information). The determination of ‘out-of-scope’ 
includes surveys that were returned to sender because of incorrect address details (e.g. named 
individual or business could not be located at the address provided in the sample) as well as 
respondents who contacted DBM to inform the project director that they had not had an 
interaction with the ATO in the specified time period. 
 
Not all clients answered the survey as fully or completely as they should have, according to the 
sequencing in the questionnaire. This is a common problem in self-completion mail based surveys 
where there is no way of ensuring that clients complete the survey correctly. For the November 
2012 wave, a questionnaire was considered ‘complete’ if it had answered six of the eleven core 
questions. This is the same as the previous wave.  
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Analysis and Reporting 
 
Calculation of Professionalism Score 
 
The professionalism score is the average (the mean) of the two core questions, “How satisfied are 
you with the professionalism of the ATO staff you recently had contact with?” and “How satisfied 
are you that you now have a better understanding of the issue you discussed with the ATO?”. The 
calculation is conducted for each respondent and not at the total level. 
 
Both questions use a 5-point scale to rate satisfaction, however when they are combined to 
create the professionalism score, the scale is extended to a 9-point scale. This is because the 
combination of the two questions can result in a half point (for example, the combination of a 
mean score of 2 and 3 equals 2.5). The result of this is a more sensitive measure, which does not 
always reflect the overall mean scores seen for the core measures, on occasion even resulting in 
a lower mean score than the two core questions. 
 
If there is a missing response to one of the two questions, then the professionalism score is 
simply the response to the other question (for example 2 and 0 equals 2).  
 

Professionalism score         =  core question 1 + core question 2 
                                                      

       2  
 
  
 
Sampling Error 
 
All surveys are subject to errors. There are two main types of errors: sampling errors and non-
sampling errors. Sampling error is the error that arises because not every single member of the 
population (i.e. every client with a significant interaction in the period) was included in the survey. 
Naturally it is simply not feasible to survey the whole population to avoid this type of error. 
However, an estimate of this error component can be calculated using statistical theory. This is 
illustrated in what follows.   
 
The survey results estimate that 75% of clients in the Debt Management area were satisfied with 
the overall professionalism of ATO staff. The margin of error on this estimate of 75% (with the 
base size of n=205) is +/- 5.9%. This means that if DBM had taken 100 samples of 1,000 Debt 
Management clients, 95 of those samples would yield an estimate of the proportion of clients that 
are satisfied with overall professionalism that is between 69.1% and 80.9% (75% +/- 5.9%). 
Hence, one can be very confident in our estimate of the proportion of Debt Management clients 
who are satisfied with the overall professionalism of ATO staff. 
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Sampling Error  
 
The margin of error is dependent on the sample size and the size of the estimate. This is 
illustrated as follows:  
 

Table 9: Maximum Margin of Error per Capability Area 

 
Non-Sampling Error 
 
All surveys, regardless of whether they are samples or censuses, are subject to other types of 
error called non-sampling error. Non-sampling error includes things like clients misunderstanding 
a question and data entry mistakes. 
 
Every attempt has been made to minimise the non-sampling error in this study. However, some 
types of error are out of the control of the researcher. In particular, the study is reliant on accurate 
reporting of behaviours and views by clients. For example, a respondent may forget aspects of 
their interaction with the ATO and so report their opinions of this interaction inaccurately.  
 
Weighting 
 
Weighting is not applied to data from the ATO Professionalism Survey because samples are 
chosen to be proportional in terms of population characteristics such as the number of individuals 
versus non-individuals. Moreover, the definition of client populations among business areas may 
change from year to year. Weighted results in one wave would therefore not be comparable to 
weighted results in other waves. 

 

Area November 2012 

Sample Size 

(Questionnaires 

Returned)

n=

November 2012 

Maximum Margin of 

Error 

(%)

Active Compliance 861 +/- 3.1

Assistance, Support and Advice 687 +/- 3.4

Complaints and Dispute Resolution 165 +/- 7.9

Debt Management 205 +/- 6.4

TOTAL 1,918 +/- 2.2

Area November 2012 

Sample Size 

(Questionnaires 

Returned)

n=

November 2012 

Maximum Margin of 

Error 

(%)

Active Compliance 861 +/- 3.1

Assistance, Support and Advice 687 +/- 3.4

Complaints and Dispute Resolution 165 +/- 7.9

Debt Management 205 +/- 6.4

TOTAL 1,918 +/- 2.2
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                       Appendix B: Example Questionnaire    



DBM Consultants Pty Ltd  Page 50 of 52 



DBM Consultants Pty Ltd  Page 51 of 52 

 



DBM Consultants Pty Ltd  Page 52 of 52 

 
 
 

 


