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SURVEY COMPARISON RESULTS
August 2021 to March 2023
Focusing QPS customer service journey the survey provided an overall experience score and three targeted stages of service delivery. 
Baseline survey reflective of Phase 1 - 2021 results, Resurvey survey is Phase 2 – 2023.

[image: Phase 2 - State Wide Overall Means results]
The scope of the survey is community-initiated calls for service through 000, Policelink (phone and QPS Website) and stations.
 High harm calls and certain vulnerable community members are not represented in these results.








RESULTS AND OUTCOMES

WHAT ARE THE SATISFACTION DRIVERS? 

You are most satisfied with: 
· the politeness and helpfulness of police at the initial point of contact.
· the care shown for my situation.
· action taken by police following the initial contact.
· action taken by police to resolve the matter.
· time taken to reach the final outcome.

WHERE ARE THE AREAS THAT WE CAN IMPROVE? 

You have told us that we can improve by: 
· keeping you up to date on what is happening for your call for service.
· closing the loop and telling you the outcome (resolving or finalising your call for service).

HOW WE PLAN TO IMPROVE….

The Close the Loop initiative has been established to enhance community engagement and satisfaction.  The Close the Loop initiative will:
· improve educational training products to be delivered to QPS members.
· increase service wide communication to improve officers’ knowledge of policy, procedures, and obligations of keeping our community up to date.
· facilitate further consideration regarding technical solutions. 
Thank you to those who participated in the survey and for supporting the Queensland Police to make our Queensland community safe.
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COMMUNITY EXPERIENCE SURVEY

Insights that enable community informed service delivery

The Community Experience Survey was initiated by the Commissioner and Executive Leadership Team
to understand the Queensland community's perspective of QPS service delivery and service design changes.

VISION - VALUE PROPOSITION

Community informed, evidence based service delivery decisions

APPROACH

Target, test and track

Focus on the QPS service journey

Phase 1 Phase 2 Phase 3
E o e e COMMUNITY TRUST
i e-survey todetermine oadmap for the AND
Baseline survey ol i BXEECTANDHS INTIAL INVESTIGATION | RESOLUTION CONFIDENCE
impacts future coNTACT & FINALISATION
IN POLICE
November 2021 2 -
(Horeton Re-survey) | By investigat By resolution
@i e s e P e s e @i we mean the we mean
ime police were : action taken ' reolrtion or
following initial  finalsation of
September 2021 March 2023 Late 2023 contact the matter®

Measure the health of the service delivery system

i |

OUTPUTS

State-wide insights
Community expectations,
satisfaction with overall
experience, trust and
confidence in police

Community insights
Individual community
insights and assessment
of differences to state-
wide performance

SCOPE SATISFACTION
Lower harm calls for ®OVERALL EXPERIENCE
service ©® SERVICE STAGE

QUANTITATIVE RESEARCH
Quantitative research to
enable feedback from all
communities across the state

ONLINE
Invitations sent through
email and SMS

EXTERNAL PARTNERSHIPS
To ensure transparency

and validity of results
ENHANCE»

® SERVICE ATTRIBUTES

1

Strategic

VALUES AND BEHAVIOURS

TOTAL COMMUNITY

fad|
A

Service Journey insights
Satisfaction for service

model stages - initial contact,
investigation and resolution
including detailed service
attributes

Prevention insights
Assessment of the
helpfulness of prevention
advice across all
communities

RESPONSES

18,994

thittiit

thit

i

reeeee

thit
i

Channel preferences
Community initial contact
channel preferences and
preferred channel for
ongoing contact

3
£

Repeatable approach
Management plans to
support ongoing
improvement and
future survey activties

$

& . 2 SKILL AND KNOWLEDGE

B servicejourney OF POLICE
3
Operational “in-process” Employee feedback
abity and culture
Engagement, communications and change management
P—— S S———————
g
—2

B2
7\

Prioritised actions
Impact maps that
prioritise what is most
important to the Qld
community

:"co (@)
Future co-design
Consent to future
contact to enable

future community
input and design

INCREASING SATISFACTION, TRUST AND CONFIDENCE IN POLICE

Queensland Police Service - Community Engagement and Internal Support

IN-CONFIDENCE

PAGE 1

APRIL 2023




image2.png
Phase 1 Phase 2

N Findings
Baseline Survey N &
Insights

SEPTEMBER 2021 MARCH 2023 Improvements

DATA FROM AUG 20— FEB21 ) | DATAFROM AUG 22— FEB 23





image3.png
COMMUNITY EXPERIENCE SURVEY

Insights that enable community informed service delivery

The Community Experience Survey was initiated by the Commissioner and Executive Leadership Team
to understand the Queensland community's perspective of QPS service delivery and service design changes.

VISION - VALUE PROPOSITION

Community informed, evidence based service delivery decisions

APPROACH

Target, test and track

Focus on the QPS service journey

Phase 1 Phase 2 Phase 3
E o e e COMMUNITY TRUST
i e-survey todetermine oadmap for the AND
Baseline survey ol i BXEECTANDHS INTIAL INVESTIGATION | RESOLUTION CONFIDENCE
impacts future coNTACT & FINALISATION
IN POLICE
November 2021 2 -
(Horeton Re-survey) | By investigat By resolution
@i e s e P e s e @i we mean the we mean
ime police were : action taken ' reolrtion or
following initial  finalsation of
September 2021 March 2023 Late 2023 contact the matter®

Measure the health of the service delivery system

i |

OUTPUTS

State-wide insights
Community expectations,
satisfaction with overall
experience, trust and
confidence in police

Community insights
Individual community
insights and assessment
of differences to state-
wide performance

SCOPE SATISFACTION
Lower harm calls for ®OVERALL EXPERIENCE
service ©® SERVICE STAGE

QUANTITATIVE RESEARCH
Quantitative research to
enable feedback from all
communities across the state

ONLINE
Invitations sent through
email and SMS

EXTERNAL PARTNERSHIPS
To ensure transparency

and validity of results
ENHANCE»

® SERVICE ATTRIBUTES

1

Strategic

VALUES AND BEHAVIOURS

TOTAL COMMUNITY

fad|
A

Service Journey insights
Satisfaction for service

model stages - initial contact,
investigation and resolution
including detailed service
attributes

Prevention insights
Assessment of the
helpfulness of prevention
advice across all
communities

RESPONSES

18,994

thittiit

thit

i

reeeee

thit
i

Channel preferences
Community initial contact
channel preferences and
preferred channel for
ongoing contact

3
£

Repeatable approach
Management plans to
support ongoing
improvement and
future survey activties

$

& . 2 SKILL AND KNOWLEDGE

B servicejourney OF POLICE
3
Operational “in-process” Employee feedback
abity and culture
Engagement, communications and change management
P—— S S———————
g
—2

B2
7\

Prioritised actions
Impact maps that
prioritise what is most
important to the Qld
community

:"co (@)
Future co-design
Consent to future
contact to enable

future community
input and design

INCREASING SATISFACTION, TRUST AND CONFIDENCE IN POLICE

Queensland Police Service - Community Engagement and Internal Support

IN-CONFIDENCE

PAGE 1

APRIL 2023




image4.png
Phase 1 Phase 2

N Findings
Baseline Survey N &
Insights

SEPTEMBER 2021 MARCH 2023 Improvements

DATA FROM AUG 20— FEB21 ) | DATAFROM AUG 22— FEB 23





image5.png
COMMUNITY EXPERIENCE SURVEY

Insights that enable community informed service delivery

DRAFT ..
N

The Community Experience Survey was initiated by the Commissioner and Executive Leadership Team
to understand the Queensland community's perspective of QPS service delivery and service design changes.

VISION - VALUE PROPOSITION

Community informed, evidence based service delivery decisions

APPROACH

Target, test and track Focus on the QPS service journey

Phase 1

Baseline survey

November 2021
(Moreton Re-survey)

September 2021

Measure the health of the service delivery system

OUTPUTS

State-wide insights
Community expectations,
satisfaction with overall
experience, trust and
confidence in police

Community insights
Individual community
insights and assessment
of differences to state-
wide performance

Re-survey todetermine

Phase 2

Phase 3

COMMUNITY
Roadmap for the EXPECTATIONS

impacts future

March 2023 Late 2023

,Q SCOPE
Lower harm calls for
service

QUANTITATIVE RESEARCH

P Quantitative research to
l enable feedback from all
Gl

communities across the state

ONLINE
Invitations sent through
email and SMS

EXTERNAL PARTNERSHIPS
To ensure transparency

and validity of results
ENHANCE>

it vorkig

ERALL EXPERIENCE

INITIAL INVESTIGATION

ime police were
contact about
is matter

1

Strategic

2

Engagement, communications and change management

TOTAL COMMUNITY

RESPONSES

fad|
N

Service Journey insights
Satisfaction for service

model stages - initial contact,
investigation and resolution
including detailed service
attributes

Prevention insights
Assessment of the
helpfulness of prevention
advice across all
communities T

Channel preferences
Community initial contact
channel preferences and
preferred channel for
ongoing contact

3
o3

Repeatable approach
Management plans to
support ongoing
improvement and
future survey activties

RESOLUTION
& FINALISATION

CONFIDENCE
IN POLICE

SATISFACTION
®OVERALL EXPERIENCE
@ SERVICE STAGE

® SERVICE ATTRIBUTES

VALUES AND BEHAVIOURS
SKILL AND KNOWLEDGE
OF POLICE

s
I\

Prioritised actions
Impact maps that
prioritise what is most
important to the Qld
community

O: o
Future co-design
Consent to future
contact to enable

future community
input and design

INCREASING SATISFACTION, TRUST AND CONFIDENCE IN POLICE

Queensland Police Service - Community Engagement and Internal Support

IN-CONFIDENCE

PAGE 1

APRIL 2023




image6.png
COMMUNITY EXPERIENCE SURVEY

Insights that enable community informed service delivery

DRAFT ..
N

The Community Experience Survey was initiated by the Commissioner and Executive Leadership Team
to understand the Queensland community's perspective of QPS service delivery and service design changes.

VISION - VALUE PROPOSITION

Community informed, evidence based service delivery decisions

APPROACH

Target, test and track Focus on the QPS service journey

Phase 1

Baseline survey

November 2021
(Moreton Re-survey)

September 2021

Measure the health of the service delivery system

OUTPUTS

State-wide insights
Community expectations,
satisfaction with overall
experience, trust and
confidence in police

Community insights
Individual community
insights and assessment
of differences to state-
wide performance

Re-survey todetermine

Phase 2

Phase 3

COMMUNITY
Roadmap for the EXPECTATIONS

impacts future

March 2023 Late 2023

,Q SCOPE
Lower harm calls for
service

QUANTITATIVE RESEARCH

P Quantitative research to
l enable feedback from all
Gl

communities across the state

ONLINE
Invitations sent through
email and SMS

EXTERNAL PARTNERSHIPS
To ensure transparency

and validity of results
ENHANCE>

it vorkig

ERALL EXPERIENCE

INITIAL INVESTIGATION

ime police were
contact about
is matter

1

Strategic

2

Engagement, communications and change management

TOTAL COMMUNITY

RESPONSES

fad|
N

Service Journey insights
Satisfaction for service

model stages - initial contact,
investigation and resolution
including detailed service
attributes

Prevention insights
Assessment of the
helpfulness of prevention
advice across all
communities T

Channel preferences
Community initial contact
channel preferences and
preferred channel for
ongoing contact

3
o3

Repeatable approach
Management plans to
support ongoing
improvement and
future survey activties

RESOLUTION
& FINALISATION

CONFIDENCE
IN POLICE

SATISFACTION
®OVERALL EXPERIENCE
@ SERVICE STAGE

® SERVICE ATTRIBUTES

VALUES AND BEHAVIOURS
SKILL AND KNOWLEDGE
OF POLICE

s
I\

Prioritised actions
Impact maps that
prioritise what is most
important to the Qld
community

O: o
Future co-design
Consent to future
contact to enable

future community
input and design

INCREASING SATISFACTION, TRUST AND CONFIDENCE IN POLICE

Queensland Police Service - Community Engagement and Internal Support

IN-CONFIDENCE

PAGE 1

APRIL 2023




image7.emf
Phase 2: State-Wide Overall Means

*Please note participants only responded to the questions surrounding the service delivery stages they were involved in.
This is important to note when looking at certain performance scores, in particular resolution.
This report compares a state-wide weighted results from baseline August 2021 to March 2023
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Phase 2: State-Wide Overall Means

*Please note participants only responded to the questions surrounding the service delivery stages they were involved in.

This is important to note when looking at certain performance scores, in particular resolution. 

This report compares a state-wide weighted results from baseline August 2021 to March 2023

* Digital channel only
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