
2022 to 
 2024

We run regular 
surveys with the 

people who use our 
services. This is a 
summary of what 
they have told us

surveys sent to 
consumers via SMS

completion rate

number of responses

2506

80%

326

3819

69%

635

2890*

73%

438

2022 2023 2024
*excluding FDC and OSHC consumers

A score of 50 or above is considered excellent

%
Promoter

%
Detractor

NPS
Score- =

A Net Promoter Score (NPS) 
average measures a consumer’s loyalty and 

satisfaction with Windermere and our services.  

NPS average scores are defined as: 
   Detractors (score of 0-6)
   Passives (7-8)
   Promotors (9-10) 

From 2022 to 2024, our Net 
Promoter Average remained at 9. 

The scores were 56 in 2022, 
53 in 2023, and 57 in 2024.

What is a Net Promotor Score 
(NPS)?

The NPS is 
calculated by:

the percentage of 
promoters, minus 
the percentage of 

detractors

Who completed the survey?

Identified as Aboriginal 
and/or Torres Strait Islander 

Identified with a 
cultural background

Identified as part of the 
LGBTIQ+ community  

People with
disability 

Did not 
want to say

Were none 
of the above

We did not ask 
this on the 2023 

survey.

2023

5% 7%

11% 14%

2% 5%

25%

8% 9%

27%

53% 49%

2024

2022

46%

74%

15%
11%

54%

2024

a consumer

a carer

both consumer 
and carer

*This was not covered on the 2022 survey

General Demographics

97
Relationship with worker

They felt always/mostly safe and free 
from harm whilst with Windermere

Their child’s views were 
always/mostly respected

They were always/mostly supported to make 
choices and take as much control as they can

Windermere has helped to make significant 
positive changes for their family

Windermere Experience

Feel always/mostly respected 

Their gender identity and pronouns 
were always/ mostly respected

Their needs in relation to ability 
were always / mostly respected 

They are always/mostly 
supported to set their own goals

We understood the supports they needed 
and always/mostly provided follow up

Their calls were always/mostly 
returned within two working days

*error in survey

Needs related to culture and beliefs 
were always/mostly respected 

2022 2023 TODAY

2022 2023 TODAY

97%
96%

94%

97%

95%

98%

86% 88%

93%94%

84%

97%

97%

98%98%

79%

71%

98%

98%

71%

85%

90%

87%

93%93%

95%

86%

*

*

*

*

98%

94%

Understanding of information 
on rights and responsibilities

Feedback
Our consumers were also asked for feedback 
and below are examples of what they told us

2022 2023 TODAY

Fully understood information 
given on their privacy rights

Fully understand how to 
make an online complaint

Fully understand how to 
make an in person complaint

“It's 
helped 

reunite 
my relationship 

with my kids 
and that spark 
for life to just 
keep striving”

(2024)

“My daughter 
was always 
respected & 

included” 
(2024)

“The help 
and advice I 

received really 
went a long way 

to restoring my 
faith in humanity”

(2024)

“Another staff 
member should be 
able to respond if 

someone (is) 
unavailable”

(2024)

“Life 
changing.”

(2023)

“High 
demand 
prevents 

staff to respond 
quicker”

(2024)

“My experience 
was with a very 
kind and caring 
case worker.”

(2024)

I’d never had 
anyone advocate 

for my son aside from 
 me.  In regards to NDIS, 
I had no idea where to start. My worker 

not only taught me a lot, she fought 
hard for my son and inspired me to not 

take no for an answer if there is another 
option.  I felt heard, supported and 

capable in that review meeting.
(2022)

“The staff 
are all so 
welcoming and 

doing a fantastic 
job & my daughter 

thoroughly enjoyed the 
program, activities & 

experiences provided.”
(2022)

“I have been nothing
but very pleased with the help
and support my grandson and

myself have received.”
(2024)

99%

84% 82%

82%84%

88%

92%

92%
96%
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