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 1.1 1.2 1.3 1.4 1.5 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 Sample

County Court/ 
Supreme Court — Average

5.8 5.0 5.5 5.2 5.8 5.7 5.3 5.7 5.8 5.8 6.2 6.0 6.0 5.7 4.3 4.1 6.0 5.1 5.3 5.8 5.5 5.7 5.6 5.8 129

County Court/ 
Supreme Court — Median

7 5.5 6 6 7 6 6 6 7 7 7 7 7 6 4 4 7 6 6 6 6 7 6 6

Magistrates Court/ 
Victims Tribunal — Average

4.4 4.3 5.3 5.0 5.3 5.1 5.0 5.1 5.4 5.2 5.5 5.3 5.7 5.6 4.3 3.8 5.8 5.1 4.7 5.6 5.4 5.6 5.6 5.6 31

Magistrates Court/ 
Victims Tribunal — Median

4 4 5 5 6 6 6 6 6 6 6 6.5 6.5 6 4.5 4 6 6 5 7 6 7 6 6

Not Completed 19

Total 179

Appendix 4 — Average and Median Results by awarding Court
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% respondents by awarding Court
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Appendix 5 — Description of Sample

 2012 2009 2006 2003 2000

Total surveys sent out 1000 1000 1580 483 438

Total surveys returned 179 233 371 192 220

Percentage returned 18% 23% 23% 40% 50%
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Appendix 6 — Copy of Survey Issued

Client Satisfaction Survey
In a genuine effort to understand what we have to do to provide you with quality service,  
we would appreciate it if you would take the time to complete this satisfaction survey.

We will use your feedback to improve our service so that it can best meet your requirements.

Please think of the service you have received and respond to all sections in the spaces provided. 
Your answers are totally confidential, your name is not required.

Thank you for your time and cooperation.

Please tick the relevant box

Are you a:

  Person for whom funds are held (the “beneficiary”)

  Family member carer of beneficiary

  Non-family member carer of beneficiary

Frequency of Contact with Senior Master’s Office (approximate):

  Daily	   Weekly	   Monthly	   Yearly	   Once Only	   Never

Your Trust Officer/Contact(s) at the Senior Master’s Office:

Which court were your funds awarded from?

  County Court / Supreme Court

  Magistrates Court / Victims of Crime Assistance Tribunal 

All responses will be vetted independently and not 
provided to individual Trust Officers/Contacts.

The written response to each question listed below 
represents opposing viewpoints. Please tick on the 
scale of 1 to 8 which best describes your experience 
of the service that you have received from the 
Senior Master’s Office.
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Service Levels

1. Have you had any dealings with the following services, and how would you rate their service?

Trust Section 1. 2. 3. 4. 5. 6. 7. 8. 

Legal Section 1. 2.  3. 4.  5. 6. 7.  8. 

Tax Section 1. 2.  3. 4. 5. 6. 7.  8. 

Investment Section 1. 2.  3.  4. 5. 6. 7.  8. 

Client Liaison Officer 1.  2.  3.  4. 5. 6. 7.  8. 

Not good, 
needs  
to be 
improved

OK, at level 
expected

Excellent, 
couldn’t  
be better

N/A or 
unsure

2. How do you view the accessibility of staff and services at the Senior Master’s Office?

1.  2.  3.  4.  5.  6.  7.  8. 

Not good, 
needs to be 
improved

OK, at level 
expected

Excellent, 
couldn’t be 
better

N/A or unsure

3. How do you view the range of services offered to you?

1.  2.  3.  4.  5.  6.  7.  8. 

Not good, 
needs to be 
improved

OK, at level 
expected

Excellent, 
couldn’t be 
better

N/A or unsure
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4. How do you view the standards and professionalism of service that you received?

1.  2.  3.  4.  5.  6.  7.  8. 

Not good, 
needs to be 
improved

OK, at level 
expected

Excellent, 
couldn’t be 
better

N/A or unsure

5. How would you assess the overall relationship between you and the staff?

1.  2.  3.  4.  5.  6.  7.  8. 

Not good, 
needs to be 
improved

OK, at level 
expected

Excellent, 
couldn’t be 
better

N/A or unsure

6. Do you feel satisfied with the service you received?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, 
completely

N/A or unsure

7. Were you treated with dignity and respect?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

8. Were your needs and wishes listened to in a sensitive manner?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure
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9. Did the service meet your expectations?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

10. Do you believe you were given enough information?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

11. Do you know how to make a complaint about the service?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

12. �If you have made a complaint, were you satisfied with how it was dealt with? (If you have not made a complaint,  
please disregard and move onto question 12).

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure
 

13. Do you find the Senior Master’s Office hours of operation, as described in the introductory booklet, meet your needs?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure
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Investments

14. Do you understand the manner in which your funds are invested by the Senior Master’s Office?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

15. Are you satisfied with the investment returns received on your funds held in Court?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

Bi-Annual Statement

16. Does the bi-annual statement of beneficiary’s account meet your needs?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

17. Is the information disclosed in the bi-annual statement explained clearly?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure
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Taxation

18. Is the taxation statement provided by the Senior Master’s Office in September received on a timely basis?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

19. Is the taxation statement clear?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

20. Does the taxation statement contain all necessary information?

1.  2.  3.  4.  5.  6.  7.  8. 

No, not at all Somewhat Yes, completely N/A or unsure

In addition to the questions outlined above, we would 
appreciate any comments you would like to make about any 
aspect of the service the Senior Master’s Office provides to you.

Please make these comments in the space provided below:
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About Ernst & Young
Ernst & Young is a global leader in assurance, tax, transaction and advisory services. Worldwide,  
our 167,000 people are united by our shared values and an unwavering commitment to quality.  
We make a difference by helping our people, our clients and our wider communities achieve  
their potential.

Ernst & Young refers to the global organisation of member firms of Ernst & Young Global Limited, 
each of which is a separate legal entity. Ernst & Young Global Limited, a UK company limited by 
guarantee, does not provide services to clients. For more information about our organisation,  
please visit www.ey.com.

© 2013 Ernst & Young, Australia. 
All Rights Reserved. 
SCORE No. AU00001605

This communication provides general information which is current as at the time of production. The 
information contained in this communication does not constitute advice and should not be relied on  
as such. Professional advice should be sought prior to any action being taken in reliance on any of the 
information. Ernst & Young disclaims all responsibility and liability (including, without limitation, for any 
direct or indirect or consequential costs, loss or damage or loss of profits) arising from anything done  
or omitted to be done by any party in reliance, whether wholly or partially, on any of the information.  
Any party that relies on the information does so at its own risk.

Liability limited by a scheme approved under Professional Standards Legislation.
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