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Family satisfaction Survey 2014 - Summary for Families 

Firstly, thank you to everyone who took the time to respond to our 2014 Family Satisfaction 

Survey. This has been an important survey as it not only provided feedback about our present 

services but also assisted the organisation in planning for the implementation of the NDIS in 

Queensland. 

The following summary of outcomes were based on a 32% response rate for families 

completing the survey: 

Once again a high level of satisfaction for Xavier’s services was indicated by a rating of 4&5 

by the majority (5 being excellent) for overall service experience, staff experience and staff 

knowledge across the organisation. 100% of families responding indicated that they would 

recommend Xavier’s Services to others. 

Family Support Program 

An overall high level of support for Xavier’s Specialist Services was indicated. On rating 

the individual specialist services of Xavier, families rated all services 3 and above. The 

services with the highest ratings included Keyworker, Community Team, Direct Family 

Payments, Therapy Consultation and Registered Nurse. Four families indicated a low 

rating (2) for Kid’s club, Counselling and Keyworker.  

96% of families indicated that they would be interested in Xavier extending its Specialist 

Services beyond 16 years of age. 

Services that the families would like to see the Family Support Program consider included 

Physio Therapy (5), Siblings (2) and Beachcombers (2). Keyworkers will be asked to 

discuss physio therapy needs with families requesting assistance with attaining external 

resources. Funding is no longer available for Beachcombers or Siblings. 

InFocus (YLYC) 

Families were asked to rate their satisfaction with four key aspects of the program: 

Facilitation Support, Control over Choice, Accountability Processes and Fees & Charges. 

All key aspects were rated 5 (excellent) or 4 with the exception of one family rating a 2 

for Control over Choice and 3 for Accountability Processes. Family response indicates 

generally a very high level of support for Xavier’s InFocus Program.  

Two families indicated their disappointment in the changes to the ability to claim for 

transport and parking costs through their individual YLYC package. 
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Formal Complaints 

Two families indicated that they submitted a formal complaint over the past 12 months 

and both had been provided with satisfactory outcomes. 

National Disability Insurance Scheme 

The majority of families responding indicated that they would like to obtain increased 

information concerning the implementation of the NDIS in Queensland and Xavier’s 

planning. The greatest number of families indicated that they would like to receive 

updated information through information sheets, followed by information sessions and 

social media i.e. Facebook. Xavier will be addressing these requests in our new 

Communication Plan as we move forward. 

In selecting a service provider under the NDIS Scheme, families indicated that the most 

important considerations would be quality of service, flexibility and price. These 

responses indicate the tension for organisation’s between maintaining quality and 

offering a competitive price in the marketplace. 

General Marketing 

Responses from families are appreciated as they will be used to inform Xavier’s 

Marketing Plan, as well as developing a market segmentation to understand the habits 

and trends of Xavier’s target audience. 

Feedback from ‘what you like best’ about Xavier services 

Xavier received over 60 highly supportive  responses to this open question highlighting  

quality of service, staff experience and knowledge , flexibility, integrity ……..   

Comments: 

“Quality of service, care and concern from staff, flexibility, knowledge of staff” 

“Staff assistance and knowledge and timeliness to enquiries is excellent” 

 “The client and family are the priority, the flexibility and understanding of the challenges 

of parenting a child with high support need” 

“Quality of service, empathy and support. The knowledge my keyworker has is vast and 

always eases my worries when I talk to her”   

“The overall service I cannot fault. The staff are great and so easy to talk to and are willing 

to help in anyway” 

 


