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GEMS STAKEHOLDER SATISFACTION SURVEY - 2018-19 RESULTS

The fourth annual survey of users of GEMS registration and enquiry services was conducted in June 2019.
The overall satisfaction level remained high at 83 per cent.

Response

A total of 791 invitations to participate were sent to registrants and contacts who had emailed the energy rating
team over the year. There was an increase of participants at 192, a rise from 19 to 24 per cent.

Of all respondents 57 per cent were Australian, with China, New Zealand and Taiwan coming in at 20, nine
and eight per cent respectively. There were also responses from the USA, Switzerland, Singapore, Hong
Kong, South Korea, Mexico, Fiji and the European Union. GEMS is truly a global undertaking.

Of those who registered a product (52 per cent of the total) 24 per cent had registered between two and five
times with 37 per cent registering more than 10 times.

Results Overview

Overall satisfaction with GEMS registration and/or enquiries remains high at 83 per cent (82 and 84 per cent
in the last two years). Registration processing time satisfaction remains high at 92 per cent. The biggest
improvement was in communication with staff handling registrations rising five per cent to 88. The largest
decrease in satisfaction was also five per cent with ease of use of the registration website dropping from 77
to 72. The time it takes to complete a registration question, introduced last year in response to concerns from
stakeholders that it was too long, was down one per cent to 76.

Free text comments on service experience were sought. The majority were positive and related to prompt and
professional handling of enquiries and very good application approval times. Motors registrations and the
inability to contact us by telephone received multiple comments.

Charts with the results overall and for each question are attached.

There were no questions about compliance in this year’s survey.

Analysing and using the results

The survey results are analysed in-house to determine themes, trends and gaps in service performance.

We have looked at the lack of a telephone hotline in the past and may need to revisit this issue given the
number of comments received in this survey. The feedback on motors issues will be useful for the review of
the motors determination.

Reporting

An article on the survey was published in the July 2019 edition of the Efficiency Standard and results published
on energyrating.gov.au.



Attachment: Satisfaction with GEMS Enquiry and Registration Services

SATISFACTION PERCENTAGES 18/19 (AND 17/18

COMPARED)

1. ON THE LAST OCCASION THAT YOU REGISTERED A

PRODUCT AND/OR CONTACTED THE ENERGY RATING

TEAM, HOW SATISFIED WERE YOU WITH THE SERVICE
THAT YOU RECEIVED?

2. MY REGISTRATION WITH THE AUSTRALIAN GEMS
REGULATOR WAS PROCESSED IN A TIMELY MANNER

3. THE STAFF | HAD CONTACT WITH ASSESSED MY
APPLICATION IN A PROFESSIONAL MANNER

4. COMMUNICATION WITH STAFF HANDLING MY
REGISTRATION WAS CLEAR, ACCURATE AND
RELEVANT

5. THE GEMS PRODUCT REGISTRATION PROCESS IS
IMPROVING OVER TIME

6. THE E3 EQUIPMENT ENERGY EFFICIENCY
REGISTRATION WEBSITE IS EASY TO USE

7. MY ENQUIRY WAS RESOLVED IN A TIMELY MANNER

8. THE ENERGY RATING TEAM HANDLED MY ENQUIRY
IN A PROFESSIONAL MANNER

9. COMMUNICATION WITH THE ENERGY RATING
TEAM WAS CLEAR, ACCURATE AND RELEVANT

10. THE ENQUIRY PROCESS THROUGH THE ENERGY
RATING TEAM IS IMPROVING OVER TIME

11. THE TIME IT TAKES TO COMPLETE A
REGISTRATION APPLICATION IS REASONABLE
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Detailed satisfaction graphs

1. On the last occasion that you registered a product and/or contacted the Energy
Rating Team, how satisfied were you with the service that you received?
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2. My registration with the Australian GEMS Regulator was processed in a timely
manner
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3. The Staff | had contact with assessed my application in a professional manner
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4. Communication with Staff handling my registration was clear, accurate and
relevant
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5. The GEMS product registration process is improving over time
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6. The E3 Equipment Energy Efficiency registration website is easy to use
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7. My enquiry was resolved in a timely manner
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8. The Energy Rating Team handled my enquiry in a professional manner
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9. Communication with the Energy Rating Team was clear, accurate and relevant
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10. The enquiry process through the Energy Rating Team is improving over time
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11. The time it takes to complete a registration application is reasonable
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