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Technical Note Dashboard

Survey of Trust in Australian public services dashboard as at 04 November 2026 – technical note
 
	Note: All data has been weighted using a simplified raking system. Further details are available in the Technical appendix available here. The questionnaire document is also available at this link. 
In November 2023 there was a methodology change in how some questions in the survey were asked. See the supplementary materials to the 2025 and 2026 Annual Reports for an explanation of the change and the survey questionnaire, before and after the change 2025 Annual Report; 2026 Annual Report  
This change led to large changes in the number of people who answered questions about the Australian Electoral Commision, and results before and after this change should not be compared for this agency.  



Section 1: Overall
Graph 1 “Trust in Public Services” (top left) is based on Section B Q1 of the survey:
How much do you agree or disagree with the following statement.  
· 'I can trust Australian Public Services.’
Trust – proportion of people who answered, “Strongly agree” or “Agree”. It also includes a proportion of people who answered “Somewhat agree” before the methodology change. 
Distrust – proportion of people who answered, “Strongly disagree” or “Disagree”. It also includes a proportion of people who answered “Somewhat agree” before the methodology change.

Graph 2 “Satisfaction with Public Services” (top right) is based on Section B Q24 of the survey, answered only by people who accessed one or more services during the last 12 months:
Thinking about your overall experience with these public services in the last 12 months, how satisfied or dissatisfied are you?
Satisfaction – proportion of people who answered, “Very satisfied” or “Satisfied”. It also includes a proportion of people who answered “Somewhat Satisfied” before the methodology change.
Dissatisfaction - the proportion of people who accessed services who selected “Vert Dissatisfied”, “Dissatisfied”. It also includes a proportion of people who answered “Somewhat Dissatisfied” before the methodology change.
Graph 3 “Trust in Public Services by Services Accessed” (bottom) shows trust based on how people have interacted with services. 
Trust ‘in specific services they have used (%)’ is based on Section C Q4 of the survey:
Thinking about your experience with each of the services you accessed, how much do you agree or disagree with the following statement?  (This question is for service/s selected at Section B Q14-22)
· The service is trustworthy.
It is the proportion of service interactions where “Strongly Agree” or “Agree” was selected, where each service interaction is weighted as 1 / the total number of services that person accessed. It also includes a proportion of people who answered “Somewhat Agree” before the methodology change. 
Trust ‘In Australian Public services overall (respondents who accessed services)’ shows trust, calculated as the proportion of people who selected “Strongly Agree” or “Agree” to Section B Q1, filtered by people who answered yes to any of the questions in Section B Q14-22 below:
In the last 12 months, have you accessed Australian public services from any of the following?
Trust “In Australian Public services overall (respondents who did not access services)” shows trust calculated as the proportion of people who selected “Strongly Agree” or “Agree” to Section B Q1, filtered by people who answered no to all of questions Section B Q14-22 above. Both graphs also include a proportion of people who answered, “Somewhat Agree” or “Somewhat Disagree”, respectively, before the methodology change.



Section 2: Demographic
Graph 1 “ Trust in Public Services by [demographic]” (left) shows trust for demographic groups below, calculated as the proportion of people who selected “Strongly Agree” or “Agree” to Section B Q1. It also includes a proportion of people who answered “Somewhat Agree” before the methodology change.
Age range taken from Section A Q3 Please enter your age (years) and sorted into 3 age brackets. 
Genders taken from responses with n=>50 for Section A Q4 What is your gender? 
Regions classified as ‘Metro’ or ‘Regional’ based on postcode data from Section A Q7 ‘Please enter your postcode for your usual place of residence’ and the ABS Correspondence table of 2017 Postcodes to 2016 Remoteness Area. Metro is any postcode where the majority of the people in that postcode are classified as being in “Major Cities of Australia”. Regional is all other classifications.
Graph 2 “Satisfaction with Public Services by [demographic]” (right) shows satisfaction based on Section B Q24 for demographic groups below. Satisfaction is calculated as the proportion of people were “Very Satisfied”, or “Satisfied” was selected. It also includes a proportion of people who answered “Somewhat Satisfied” before the methodology change.
1. Age range taken from Section A Q3 Please enter your age (years) and sorted into 3 age brackets. 
Genders taken from responses with n=>50 for Section A Q4 What is your gender? 
Regions classified as ‘Metro’ or ‘Regional’ based on postcode data from Section A Q7 ‘Please enter your postcode for your usual place of residence’ and the ABS Correspondence table of 2017 Postcodes to 2016 Remoteness Area. Metro is any postcode where the majority of the people in that postcode are classified as being in “Major Cities of Australia”. Regional is all other classifications.  
Section 3: Service Profile
Visualisation 1 “[chosen AGENCY]” top left shows satisfaction and trust. Satisfaction is based on Section C Q1 when the below question was asked about the chosen agency:
Thinking about your experience with the services you accessed from each of the following [Services selected at Section B Q14-22], how satisfied or dissatisfied are you?
Satisfaction is the proportion of people who selected “Completely Satisfied” or “Satisfied” for the selected service. It also includes a proportion of people who answered “Somewhat Satisfied” before the methodology change.
Trust is based on Section C Q4 when the below question was asked about the chosen agency
Thinking about your experience with each of the services you accessed [Services selected at Section B Q14-22], how much do you agree or disagree with the following statement?
· The service is trustworthy
Trust is the proportion of people is the proportion of people who selected “Strongly Agree” or “Agree” for the selected service. It also includes a proportion of people who answered “Somewhat Agree” before the methodology change.
Graph 2 “Channel use to access [selected Agency] in [selected Time Period]” bottom left shows the channels used for each service in Section D – Granular Services Deep Dive Extended below. The options vary depending on the randomly selected service from services selected in Section B Q14-22, though can be broadly organised into these categories. 
How did you interact with this service ? Please select all that apply.
· MyGov
· Australian public services’ websites
· Phone
· Smartphone app (e.g. ATO app, DEWR app etc)
· Face-to-face (e.g. service centre)
· Email
· Letter (post)
· SMS
· Social Media
· Online Chat
· Via an agent or advocate (e.g. accountant, chemist, doctor, veteran support worker on base, social worker, Autralia Post)
· Other online (e.g. Online forums, chatbot, website contact form)
· Forum or steering group committee
· Video call
· Other (please specify)
· None of the above
It shows the proportion of service interactions where “Digital”, “Mixed” or “Non-digital” was used. “Digital” services are MyGov, Australian public services websites, Smartphone app, Email, Social media, Online chat, Video call or Other online. “Non-digital” is Phone, SMS, Letter, Face-to-face and Forum or steering group committe. “Mixed” is where the same person uses both a Digital and Non-digital channel for the same service. “Via an agent or advocate” and “Other” is not shoenis not shown. 
Graph 3 “Service Attributes” top right shows service attributes grouped into attribute types based on Section D Q1 about the chosen agency
Thinking about your experience with the service, How much do you agree or disagree with the following statements?
The graph shows the average proportion of people who choose “Strongly Agree” or “Agree” to the questions in the group. It also includes a proportion of people who answered “Somewhat Agree” before the methodology change. 
Note that the answer options have changed from 2024 & then again from 2025 so results are not directly comparable.
The statements were grouped in the following way:
Outcome
· I achieved what I set out to do 
Process
· I had the option to give feedback about my experience (until 2024-2025)
· I was kept informed of progress and wait times throughout (until 2024-25)
· The amount of time it took to reach an outcome was acceptable
· The amount of time it took to speak to someone was reasonable
· The amount of effort I had to put in was reasonable (until 2024-25)
· Processes were clear and easy to follow (until 2024-2025)
· It was clear to how the service makes decisions (from 2025-26)
· It was easy to achieve what I set out to do 
· I only had to provide each piece of information to this service once (until 2024-25)
· I am confident that the information I provided to the service will be kept secure (until 2024-25)
Access
· The websites, apps or online platforms I used worked well
· It was easy to access the service (until 2024-25)
Information
· Information from the service was easy to understand
·  Information from the service was accurate (until 2024-25)
· Information from the service was consistent (until 2024-25)
· It was clear to me how the service makes decisions
Staff
· Staff were knowledgeable (until 2024-25)
· Staff treated me with respect
· Staff were helpful
Graph 4 “Demographics of people accessing [selected agency] in [selected time period]” bottom right shows the demographics of people who accessed the selected agency in the selected financial year.
Section 4: Service Experience
Graph 1 (in the centre) is based on the results of Section D – Granular Services Deep Dive Extended (All questions related to the two below) of the survey. 
“What did you do in relation to this service? Select all that apply.”
“How did you interact with this service? Select all that apply.”
The results are based on the Satisfaction from Section C Q1 when the below question was asked about the chosen agency:
Thinking about your experience with the services you accessed from each of the following [Services selected at Section B Q14-22], how satisfied or dissatisfied are you?
The graph dispays the proportion of people who selected “Completely Satisfied” or “Satisfied” for the selected activity or interaction channel. The individual service experience questions were introduced into the survey in September 2024, after the methodology change. Two services have been excluded from the dashboard results (Parks Australia and the Department of Education) due to revisions in the survey methodology. 
Satisfaction is asked on a Department level about one department randomly selected from departments picked in Section B Q14-22  and each data point is based on groupings of people who undertook an activity or accessed services through a channel described in the data label. These people may have undertaken other activities or accessed services through other channels as well for the same department. These other experiences would also influence their overall sentiment.
	
	

	
	

	
	2



image1.jpg
* .
s i Australian Government
59t Australian Public Service Commission ‘





