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[bookmark: Research_Overview]Research Overview
The Public Trustee commissioned Myriad Research to conduct this independent report of their service delivery to their clients (represented persons) to measure the level of satisfaction with services provided by the Public Trustee over the last 12 months.

This research provides the opportunity for clients to give feedback on experiences with the Public Trustee over the past 12 months, measured across previously established KPIs. Feedback has been sought directly from represented persons or a nominated support person in their support network.

Research outcomes provide an accurate measure of client satisfaction, and are tracked against data collected from the 2023, 2024 and 2025 surveys, using comparable methodology.

This research report comprises quantitative statistically valid data, and thematic analysis of respondent qualitative verbatim comments. The report provides a comprehensive overview of all elements of the research findings, and methodology notes, with collated comments for open-ended questions included in full as a separate verbatims tab.

Research results have been reported by client type and Branch code (region location or level of funds managed), with key research findings presented as an Executive Summary.

[bookmark: Methodology]Methodology


[bookmark: Quantitative_telephone_survey]Quantitative telephone survey
The quantitative study was conducted by Myriad Research via telephone survey during the period 9 - 22 June 2026, with a total of n=208 completed responses, comprising:
· represented persons (n=147)
· support network contacts (n=61).

In line with previous methodology, the Public Trustee provided a comprehensive list of represented persons who had a telephone contact number. Survey participants were selected at random from this list, ensuring reliable and accurate measure of client satisfaction, reflective of the total client population.

Telephone interviews were conducted by qualified Myriad Research interviewers, using consistent survey instruments for both clients and support network representatives. This approach ensures comparability across both perspectives.

The interview process captured satisfaction ratings across a number of KPI statements, with verbatim comments recorded from represented persons and support agents.

Research outcomes are statistically robust at the 95% confidence
level, with a maximum sampling error range of between 2.9% and 6.7%.
[bookmark: Survey_parameters]
Survey parameters
Letters were sent from the Public Trustee to all available clients to introduce the research consultants and to confirm their willingness for survey participation. Clients were able to opt out if they chose. A final list of potential respondents (first name and telephone number only) was provided to the research consultants for follow-up interview contact.

Fieldwork was conducted in accordance with relevant industry Quality Assurance standards (ISO 20252:2019) and strict privacy protocols (Market and Social Research Privacy Code) relating to telephone survey methodology, as well as Public Trustee privacy considerations.

The survey instrument was based on the previously used questionnaire, with minor edits, to enable direct comparison of outcomes against previous years' results.

Survey programming and hosting was managed by the consultant using the Forsta Plus platform to enable accurate data collection, in real time. Data security was managed via the SaaS Forsta platform, which is SOC2 and GDPR compliant, with all data sets stored on a secure Forsta SQL database using end-to-end encryption for data at rest.

Data collation, analysis and reporting has been completed by the consultant.

[bookmark: Executive_Summary]Executive Summary
On behalf of the Public Trustee, Myriad Research conducted an independent assessment of service delivery to represented persons to determine current levels of client satisfaction with their experience over the last 12 months.

The survey sampled 208 respondents which included represented persons (n=147) and their support network contacts (n=61).

Research findings have been reported for represented persons and support contacts and are tracked against measures from the 2023, 2024 and 2025 research. This executive summary covers five key areas:
1. Overall satisfaction
2. Represented persons - areas of satisfaction
3. Support network - areas of satisfaction
4. Service experience over the past year
5. Recommendations for future improvement.



[image: P70#y1]Research results are segmented by relevant sub-groups where appropriate:

· Branch region (Hobart, Launceston, Devonport)2. Represented persons - satisfaction

· Level of funds managed (code 10, 20, 30).
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[bookmark: Overall_Satisfaction][bookmark: Represented_persons_Support_network]Overall Satisfaction
Represented persons	Support network


Survey results indicate a consistently high level of satisfaction among represented persons, with most key performance measures maintaining relatively stable levels compared to 2025.

Satisfaction with how the Public Trustee manages financial aﬀairs (s9) reached a new high of 88% (nett agree), continuing a steady upward trend from 75% in 2023 and 81% in both 2024 and 2025.

While client satisfaction with the Public Trustee overall (s32) remains high at 77%, there was a slight decline from the 80%–81% range seen in previous years, accompanied by an increase in nett disagreement (up to 14% from 6% in 2025).

Clients continue to report positive outcomes, with 77% feeling that their situation has improved since the Public Trustee became involved (s33). This remains well above 2023 levels (63%), though there was a marginal rise in nett disagreement to 15% compared to 11% last year.

The measure regarding support for financial independence (s35) recorded the lowest level of agreement at 76%. This represents a downward trend from 82% in 2024 and 81% in 2025.

The charts below show year on year tracking for the overall satisfaction statements (s9, s32, s33, s35) for represented persons.

See Table 'RP. Overall Satisfaction Statements (Nett)' and charts below.

Overall satisfaction among support network contacts remains strong and is comparable to that of represented persons.

Satisfaction with the service provided to the client (s11) is at 88% nett agreeance, almost identical to last year’s performance (89%) and continuing a steady upward trend from 81% in 2023.

There has been a significant rebound in the belief that client situations have improved since the Public Trustee’s involvement (s7). This measure rose to 78%, recovering to 2024 levels after a temporary dip to 69% in 2025.

Support for client financial independence (s8) remains high at 83%. While this is a slight decrease from the 86% recorded in 2025, it continues to track well above 2023 (68%) and 2024 (80%) levels.

The average nett agreement across all 'client experience statements' (s1–s11) from the support network group is 86%, consistent with last year’s average (85%) and once again outperforming the 80% average recorded for represented persons.

The charts below show year on year tracking for the three key overall satisfaction statements (SN - s11, s7, s8, ) for support network contacts.

See Table 'SN. Client Experience Statements (Nett)' and charts below.

[bookmark: RP_S9._Year_on_year_tracking]RP S9. Year on year tracking

Overall, you're satisfied with the way the Public Trustee manages your financial aﬀairs.
[bookmark: RP_S32._Year_on_year_tracking]
RP S32. Year on year tracking

Overall, you're satisfied with the Public Trustee.
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[bookmark: RP_S33._Year_on_year_tracking]RP S33. Year on year tracking

[bookmark: Things_have_improved_since_the_Public_Tr]Things have improved since the Public Trustee has become involved in your financial aﬀairs.
[bookmark: RP_S35._Year_on_year_tracking]
RP S35. Year on year tracking

You feel supported by the Public Trustee to become financially independent.
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[bookmark: RP._Overall_Satisfaction_Statements_(Net]RP. Overall Satisfaction Statements (Nett)

And can you tell me whether you agree or disagree with the following statements about the Public Trustee? Recoded to nett agree, neutral, nett disagree.
	
	recoded s32-s35 ratings

	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree (1+2)

	s9. Overall, you're satisfied with the way the Public Trustee manages your financial aﬀairs
	100%
140
	88%
123
	5%
7
	7%
10

	s32. Overall, you're satisfied with the Public Trustee
	100%
144
	77%
111
	9%
13
	14%
20

	s33. Things have improved since the Public Trustee has become involved in your financial aﬀairs
	100%
138
	77%
106
	8%
11
	15%
21

	s35. You feel supported by the Public Trustee to become financially independent
	100%
136
	76%
103
	11%
15
	13%
18



[bookmark: SN_S11._Year_on_year_tracking]SN S11. Year on year tracking

Overall, you're satisfied with the service provided to [CLIENT] by the Public Trustee.
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[bookmark: SN_S8._Year_on_year_tracking]SN S8. Year on year tracking

Overall, you're satisfied with the support the Public Trustee provides to help [CLIENT] become financially independent.
[bookmark: SN_S7._Year_on_year_tracking]
SN S7. Year on year tracking

Things have improved for [CLIENT], since the Public Trustee has become involved.
[image: P197#y1]
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SN. Client Experience Statements (Nett)

I am going to start by reading you some statements about diﬀerent aspects of the Public Trustee and its service to 'Client Name'. Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statements. Recoded to nett agree, neutral, nett disagree.
	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree (1+2)

	s1. Overall, you're satisfied with the way the Public Trustee supports [CLIENT] with their financial aﬀairs.
	100%
60
	82%
49
	13%
8
	5%
3

	s2. Overall, you're satisfied with the way the Public Trustee communicates with [CLIENT]
	100%
55
	82%
45
	5%
3
	13%
7

	s3. Overall, you're satisfied with [CLIENT]'s client account manager
	100%
58
	88%
51
	5%
3
	7%
4

	s4. Overall, you feel that the Public Trustee understands [CLIENT]'s financial needs
	100%
59
	90%
53
	7%
4
	3%
2

	s5. Overall, you find the Public Trustee to be accessible for [CLIENT]
	100%
53
	91%
48
	8%
4
	2%
1

	s6. Overall, you're satisfied with the way the staﬀ at the Public Trustee treat [CLIENT]
	100%
57
	91%
52
	9%
5
	0%
0

	s7. Things have improved for [CLIENT], since the Public Trustee has become involved
	100%
55
	78%
43
	11%
6
	11%
6

	s8. Overall, you're satisfied with the support the Public Trustee provides to help [CLIENT] become financially independent
	100%
58
	83%
48
	7%
4
	10%
6

	s9. The Public Trustee acts in [CLIENT]'s best interests
	100%
59
	85%
50
	5%
3
	10%
6

	s11. Overall, you're satisfied with the service provided to [CLIENT] by the Public Trustee
	100%
59
	88%
52
	5%
3
	7%
4
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[bookmark: Represented_Persons_Satisfaction]Represented Persons Satisfaction
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[bookmark: Area_of_Highest_Satisfaction]Area of Highest Satisfaction
Represented persons reported their highest levels of satisfaction and most significant year-on-year improvements in areas concerning the management of their finances. Notably, confidence in the Public Trustee’s core custodial and bill-paying services has seen substantial growth.
· Security & protection: 93% feel their money is safe with the Public Trustee (s1) (up from 83% in 2025); 93% are confident their legal rights are being protected (s7) (up from 85% in 2025).
· Bill management: confidence in the timely payment of bills (s2) reached 93% (up from 85% in 2025), while confidence that bills are being paid correctly (s3) rose to 92% (up from 88% in 2025).

See Table "RP. Management of Financial Situation Statements (Nett)" below.

[bookmark: Areas_of_Improvement]Areas of Improvement
Following the stabilisation of performance metrics observed last year, 2026 has seen a renewed upward trend, with improvements recorded across most measures. Beyond finance management, there have also been notable increases in nett agreement regarding clients trust in, and interactions with Client Account Managers (CAMs). Key performance highlights include:
· Requesting funds (s6): 91% (up from 78% in 2025, surpassing 2024 levels of 89%)
· Understanding the role of the Public Trustee (s8): 89% (up from 82% in 2025)
· Accuracy of financial information (s14): 86% (up from 79% in 2025).

Client confidence in CAMs has returned to, or exceeded, previous ratings:
· Competence (s17): 89% (up from 83% in 2025, matching 2024 levels)
· Honesty (s19): 90% (up from 83% in 2025, matching 2024 levels)
· Responsiveness (s16): 86% (up from 81% in 2025 and 83% in 2024).

See Table "RP. Client Account Manager Statements (Nett)" and year on year tracking chart below.

Areas of Lowest Satisfaction
While most measures remain above the 2023 baseline, several areas have been identified as opportunities for further improvement. Encouragingly, performance in these areas has either remained stable or shown improvement compared to 2025.
· Understanding client needs (s23): 80% of clients feel that Public Trustee staff understand their needs (compared to 83% in 2025).
· Budgeting processes (s11): 80% of clients feel their wishes are considered during budget creation, marking a positive increase from 75% in 2025.
· Responsiveness (s13): 81% of clients report that the first person they speak to is typically able to assist with their needs, up from 76% in 2025.
· Communication (s15): 82% of clients are satisfied with the Public Trustee’s overall communication, remaining consistent with the 80% recorded last year.


[bookmark: Areas_of_Decline]Areas of Decline
In contrast to the overall positive trends, client feedback regarding accessibility has declined, with 2026 results falling below the 2025 metrics and trending closer to the 2024 measures.
· Overall accessibility (s26): 80% (a significant decrease from 96% in 2025)
· Office location (s24): 83% (down from 90% in 2025)
· Opening hours (s25): 90% (down from 94% in 2025).

See Table "RP. Accessibility Statements (Nett)" below.

Due to the small sample size of new clients, results for the "New Client Experience" indicators should be interpreted with caution. However, data suggests a downward trend across several measures compared to 2025 and 2024 levels.
· Introduction (s27): 53% (down from 78% in 2025 and 69% in 2024)
· Discovery of financial situation (s28): 71% (down from 89% in 2025 and 79% in 2024)
· Initial outreach (s30): 53% (down from 75% in 2025 and 84% in 2024)
· Initial treatment satisfaction (s31): 68% (down from 84% in 2024).

See Table "RP. New Client Experience Statements (Nett)" and year on year tracking chart below.


[bookmark: Year_on_year_tracking_-_Management_of_Fi]Year on year tracking - Management of Financial Situation
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RP. Management of Financial Situation Statements (Nett)

I am going to start by reading you some statements about how the Public Trustee manages your financial situation.

Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statements. Recoded to nett agree, neutral, nett disagree.
	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree
(1+2)

	
s1. Your money is safe with the Public Trustee
	100%
	93%
	4%
	4%

	
	138
	128
	5
	5

	
s2. You're confident that the Public Trustee will support you to pay your bills on time
	100%
	93%
	3%
	4%

	
	140
	130
	4
	6

	
s3. You're confident your bills are paid correctly
	100%
	92%
	2%
	6%

	
	139
	128
	3
	8

	
s4. You receive your regular spending money when you expect it
	100%
	89%
	4%
	6%

	
	140
	125
	6
	9

	
s5. The Public Trustee gives you as much spending money as you can aﬀord
	100%
	85%
	4%
	11%

	
	135
	115
	5
	15

	
s6. You know how to request extra money
	100%
	91%
	4%
	5%

	
	137
	125
	5
	7

	
s7. You know the Public Trustee will protect your legal rights
	100%
	93%
	4%
	3%

	
	134
	124
	6
	4

	
s8. You understand what the Public Trustee does for you
	100%
	89%
	6%
	4%

	
	141
	126
	9
	6

	
s9. Overall, you're satisfied with the way the Public Trustee manages your financial aﬀairs
	100%
	88%
	5%
	7%

	
	140
	123
	7
	10

	
s11. You feel that your wishes were considered when your budget was created
	100%
	80%
	8%
	12%

	
	132
	105
	11
	16



RP. Communication Statements (Nett)

Thinking about your experiences over the past year, these next statements are about how the Public Trustee communicates with you. Please tell me whether you agree or disagree with the following statements.
Recoded to nett agree, neutral, nett disagree.

Year on year tracking - Communication Statements

Recoded to Nett Agree - those rating 4 or 5, for each statement.

[image: P517#yIS1] Nett Agree 2023 [image: P517#yIS2] Nett Agree 2024 [image: P517#yIS3] Nett Agree 2025 [image: P517#yIS4] Nett Agree 2026


100
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70




55
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40
Total
Nett
Agree
(4+5)
Neutral (3)
Nett
Disagree
(1+2)
s12. The Public Trustee’s staﬀ give you information in a way in which you can understand
100%
141
87%
122
6%
9
7%
10
s13. When you call the Public Trustee, the first person you talk to about your needs can usually help you

100%
136

81%
110

10%
13

10%
13
s14. If you ask about your finances, the Public Trustee gives you accurate information
100%
129
86%
111
7%
9
7%
9
s15. Overall, you're satisfied with the way the Public Trustee communicates with you
100%
141
82%
115
6%
9
12%
17


12	13	14	15
Statement

RP. Client Account Manager Statements (Nett)

These next statements are about your experience with your client account manager over the past year.

Year on year tracking - Client Account Manager

Recoded to Nett Agree - those rating 4 or 5, for each statement.



Recoded to nett agree, neutral, nett disagree.
Total
Nett
Agree
(4+5)
Neutral (3)
Nett
Disagree
(1+2)
s16. Your client account manager takes the time to listen to your needs when making plans for your financial future

100%
139

86%
120

4%
5

10%
14
s17. You believe your client account manager knows what they're doing
100%
133
89%
118
7%
9
5%
6
s18. Your client account manager treats you with respect
100%
137
91%
124
4%
6
5%
7
s19. Your client account manager is open and honest in their dealings with you
100%
134
90%
120
5%
7
5%
7
s20. Overall, you're satisfied with your client account manager
100%
138
88%
121
4%
6
8%
11






100




85




70




55




40
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16	17	18	19	20
Statement

RP. Understanding Personal Situation Statements (Nett)

And now thinking about how the Public Trustee understands your personal situation, please tell me whether you agree or disagree with the following statements.
Recoded to nett agree, neutral, nett disagree.


	
	Total
	Nett
Agree (4+5)
	Neutral (3)
	Nett
Disagree (1+2)

	s22. If you're unhappy with the decisions made by the Public Trustee, you can talk to them about it
	
100%
136
	
84%
114
	
7%
9
	
10%
13

	s23. Overall, you feel the Public Trustee staﬀ understand your needs
	100%
142
	80%
114
	5%
7
	15%
21



Year on year tracking - Understanding Personal Situation

Recoded to Nett Agree - those rating 4 or 5, for each statement.

[image: P649#yIS1] Nett Agree 2023 [image: P649#yIS2] Nett Agree 2024 [image: P649#yIS3] Nett Agree 2025 [image: P649#yIS4] Nett Agree 2026
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70




55





40
22	23



Statement

RP. Accessibility Statements (Nett)

And now thinking about how accessible the Public Trustee is for you, please tell me whether you agree or disagree with the following statements .
Recoded to nett agree, neutral, nett disagree.


	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree (1+2)

	s24. The Public Trustee oﬀice
is easy to get to
	100%
109
	83%
91
	9%
10
	7%
8

	s25. The Public Trustee’s
opening hours suit you
	100%
111
	90%
100
	5%
5
	5%
6

	s26. Overall, you find the Public Trustee to be accessible
	100%
122
	80%
97
	11%
14
	9%
11



Year on year tracking - Accessibility Statements

Recoded to Nett Agree - those rating 4 or 5, for each statement.
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40
24	25	26
Statement

RP. New Client Experience Statements (Nett)

These next statements are about when you first became a client of the Public Trustee. Please tell me whether you agree or disagree with the following statements.
(Asked of those who have become clients in the previous 12 months)

Year on year tracking - New Client Experience Statements

Recoded to Nett Agree - those rating 4 or 5, for each statement.

[image: P764#yIS1] Nett Agree 2023 [image: P764#yIS2] Nett Agree 2024 [image: P764#yIS3] Nett Agree 2025 [image: P764#yIS4] Nett Agree 2026
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Recoded to nett agree, neutral, nett disagree.
Total
Nett
Agree (4+5)
Neutral (3)
Nett
Disagree (1+2)
s27. When you first became a client of the Public Trustee, the Public Trustee explained what was going to happen next

100%
17

53%
9

12%
2

35%
6
s28. The Public Trustee did their best to find out about your financial situation
100%
17
71%
12
6%
1
24%
4
s29. You feel comfortable talking with your Client Account Manager
100%
20
80%
16
5%
1
15%
3
s30. The Public Trustee reached out to you when you first became a client
100%
15
53%
8
27%
4
20%
3
s31. Overall, you're satisfied with the way the Public Trustee treated you when you first became a client
100%
19
68%
13
5%
1
26%
5




100




85




70




55




40
























27	28	29	30	31
Statement

RP. Overall Satisfaction Statements (Nett)

And can you tell me whether you agree or disagree with the following statements about the Public Trustee.

Year on year tracking - Overall Satisfaction Statements

Recoded to Nett Agree - those rating 4 or 5, for each statement.
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Recoded to nett agree, neutral, nett disagree.
Total
Nett
Agree (4+5)
Neutral (3)
Nett
Disagree (1+2)
s9. Overall, you're satisfied with the way the Public Trustee manages your financial aﬀairs
100%
140
88%
123
5%
7
7%
10
s32. Overall, you're satisfied with the Public Trustee
100%
144
77%
111
9%
13
14%
20
s33. Things have improved since the Public Trustee has become
involved in your financial aﬀairs
100%
138
77%
106
8%
11
15%
21
s35. You feel supported by the Public Trustee to become financially independent
100%
136
76%
103
11%
15
13%
18






100




85




70




55




40


[image: P850#yIS1] Nett Agree 2023 [image: P850#yIS2] Nett Agree 2024 [image: P850#yIS3] Nett Agree 2025 [image: P850#yIS4] Nett Agree 2026























32	33	35
Statement

[bookmark: Support_Network_Satisfaction][bookmark: Areas_of_Highest_Satisfaction_Areas_of_I]Support Network Satisfaction
Areas of Highest Satisfaction	Areas of Improvement
The support network’s feedback mostly reflects a mix of stable performance
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Feedback from the support network highlights strong relationship-building and clear communication as key drivers of satisfaction. Participants reported the highest levels of satisfaction regarding their professional interactions with the organisation and their understanding of its function.

The support network expressed high confidence in their ability to navigate their relationship with the Public Trustee:

· Knowing who to contact (s17): 92% nett agree (maintaining the 2024 level, following a peak of 99% in 2025).
· Clarity of Public Trustee's role (s16): 92% (an increase from 88% in 2025, returning to levels consistent with 2024).

See Table 'SN. Contact Relationship with Public Trustee Statements (Nett)' below.

High satisfaction continues across core service areas, reflecting stable performance in support and personal treatment:

· Staﬀ treatment of clients (s6): 91% (consistent with the previous two
years).
· Understanding clients' financial needs (s4): 90% (an increase from 87% in 2025 and 88% in 2024).
· Satisfaction with client account managers (s3): 88% (mirroring the 2025 level and comparable to 89% in 2024).

See Table 'SN. Client Experience Statements (Nett)' and year on year tracking charts below.

and notable year-on-year growth. Several key indicators have shown significant improvement since 2025, particularly regarding accessibility, advocacy, and the perceived impact of the Public Trustee's engagement.

Notable increases (2024–2026 trends):

· Accessibility for clients (s5): 91% (up from 80% in 2025 and 86% in 2024).
· Recommendation of the Public Trustee (s12): 82% (up from 75% in 2025 and 78% in 2024).
· Positive impact since Public Trustee involvement (s7): 78% (up from 69% in 2025, returning to 2024 levels).



[bookmark: Areas_of_Lowest_Satisfaction]Areas of Lowest Satisfaction
Several key areas have seen a decline or stagnation in sentiment among support network contacts. Most notably, satisfaction regarding the clarity of staﬀ communication during declined requests has decreased significantly since last year.

Areas for improvement and monitoring:

· Staﬀs explanation of declined client requests (s15): 78% (a significant decrease from 87% in 2025 and 83% in 2024).
· Public Trustee selected as a first choice for those not able to manage their own money (s13): 78% (consistent with 2025, but a slight decline from 80% in 2024).
· Satisfaction of communication with clients (s2): 82% (down from 88% in 2025 and 84% in 2024).

See Support Network tables and and year on year tracking charts below.

[bookmark: Year_on_year_tracking_-_Statements_S1_-_]Year on year tracking - Statements S1 - S8
Recoded to Nett Agree - those rating 4 or 5, for each statement.
[image: P921#y1]

[bookmark: Year_on_year_tracking_-_Statements_S9_-_]Year on year tracking - Statements S9 - S17
Recoded to Nett Agree - those rating 4 or 5, for each statement.
[image: P925#y1]

[bookmark: SN._Client_Experience_Statements_(Nett)]SN. Client Experience Statements (Nett)

I am going to start by reading you some statements about diﬀerent aspects of the Public Trustee and its service to 'Client Name' Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statements. Recoded to nett agree, neutral, nett disagree.
	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree (1+2)

	s1. Overall, you're satisfied with the way the Public Trustee supports [CLIENT] with their financial aﬀairs.
	100%
60
	82%
49
	13%
8
	5%
3

	s2. Overall, you're satisfied with the way the Public Trustee communicates with [CLIENT]
	100%
55
	82%
45
	5%
3
	13%
7

	s3. Overall, you're satisfied with [CLIENT]'s client account manager
	100%
58
	88%
51
	5%
3
	7%
4

	s4. Overall, you feel that the Public Trustee understands [CLIENT]'s financial needs
	100%
59
	90%
53
	7%
4
	3%
2

	s5. Overall, you find the Public Trustee to be accessible for [CLIENT]
	100%
53
	91%
48
	8%
4
	2%
1

	s6. Overall, you're satisfied with the way the staﬀ at the Public Trustee treat [CLIENT]
	100%
57
	91%
52
	9%
5
	0%
0

	s7. Things have improved for [CLIENT], since the Public Trustee has become involved
	100%
55
	78%
43
	11%
6
	11%
6

	s8. Overall, you're satisfied with the support the Public Trustee provides to help [CLIENT] become financially independent
	100%
58
	83%
48
	7%
4
	10%
6

	s9. The Public Trustee acts in [CLIENT]'s best interests
	100%
59
	85%
50
	5%
3
	10%
6

	s11. Overall, you're satisfied with the service provided to [CLIENT] by the Public Trustee
	100%
59
	88%
52
	5%
3
	7%
4



[bookmark: SN._New_Client_Experience_Statement_(Net]SN. New Client Experience Statement (Nett)

Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statement. (Asked of those who have become clients in the previous 12 months)
Recoded to nett agree, neutral, nett disagree.

	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree (1+2)

	s10. Overall, you're satisfied with the way the Public Trustee treated [CLIENT] when they first became a client
	100%
	78%
	11%
	11%

	
	9
	7
	1
	1



[bookmark: SN._Contact_Relationship_with_Public_Tru]SN. Contact Relationship with Public Trustee Statements (Nett)

Now, some more statements about the Public Trustee which are about your relationship with the organisation. Please tell me whether you agree or disagree with each statement. Recoded to nett agree, neutral, nett disagree.
	
	Total
	Nett Agree (4+5)
	Neutral (3)
	Nett Disagree (1+2)

	s12. You would recommend the Public Trustee to others
	100%
61
	82%
50
	3%
2
	15%
9

	s13. If you knew someone who was not able to manage their own money, the Public Trustee would be your first choice for them
	100%
60
	78%
47
	7%
4
	15%
9

	s15. The Public Trustee’s staﬀ provide explanations when they decline client requests
	100%
46
	78%
36
	15%
7
	7%
3

	s16. The Public Trustee’s role has been made clear to you
	100%
59
	92%
54
	3%
2
	5%
3

	s17. You know who to contact for your queries
	100%
59
	92%
54
	0%
0
	8%
5



Service Experience
Previous 12 Months	Key Themes

The vast majority of represented persons (91%) believe that the Public Trustee’s service has either improved or remained stable over the past year. While this figure is consistent with the 2025 result of 93%, most clients (59%) reported that service levels remained unchanged, a trend observed since 2023. Encouragingly, only 10% of 2026 respondents felt the quality of service had deteriorated.

Perceptions of service improvement varied by location and fund management category:

· Regional insights: Devonport (45%) and Launceston (42%, up from 33% in 2025) recorded the highest perceptions of improvement. Conversely, Hobart reported the lowest improvement rate (23%), with 61% of respondents in that region noting that service had stayed the same.

· Fund management categories: clients under branch code 10 reported an increase in perceived service improvements (36%, up from 26% in 2025). Clients under codes 20 and 30 reported lower levels of improvement at 28% and 24%, respectively; the 28% result for branch code 20 represents a notable decrease from 39% in 2025.

Support network contacts also reported a stable experience, with 70% indicating the service had stayed the same, similar to 74% in 2025.
Improvement was identified by 23% of support contacts (up marginally from 20% in 2025).

While sample sizes are small, support contacts identified the highest levels of improvement in Launceston (25%) and among those under branch code 20 (38%).

See Tables and Charts RP 6. & SN 6. below.

To understand the factors driving positive sentiment, survey participants were asked to identify the specific reasons for their improved experience over the past 12 months.

Across both represented persons and support network contacts, recurring themes included enhanced communication, greater contact accessibility, and a more compassionate, understanding approach from Client Account Managers.
Among represented persons who noted an improvement in service, the following themes were most frequently cited:

· Understanding of individual needs: 30% (a steady increase from 23% in 2025 and 20% in 2024), highlighting greater compassion and consideration for personal limitations.
· General service improvements: 21% (up from 17% in 2025; consistent with the 22% reported in 2024), reflecting a broader sense of positive progress.
· Communication and accessibility: 19% (consistent with 20% in 2025, though lower than the 33% peak in 2024).
· Money management: 17% (consistent with 2025 levels and 16% in 2024), specifically regarding payment processes and fund amounts.


See Table RP 6a. and example verbatims below.

RP 6. Previous 12 months

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?

	
	Branch Code - Region
	Branch Code - Level

	
	Total
	Hobart
	Launceston
	Devonport
	10
	20
	30

	Improved
	32%
47
	23%
19
	42%
15
	45%
13
	36%
32
	28%
5
	26%
10

	Stayed the same
	59%
86
	61%
50
	56%
20
	55%
16
	54%
49
	72%
13
	62%
24

	Got worse
	10%
14
	16%
13
	3%
1
	0%
0
	10%
9
	0%
0
	13%
5

	Total
	100%
147
	100%
82
	100%
36
	100%
29
	100%
90
	100%
18
	100%
39



RP 6. Previous 12 months (total)

[image: P1234#yIS1] Got worse [image: P1234#yIS2] Improved [image: P1234#yIS3] Stayed the same
[image: P1235#y1]

RP 6. Year on year tracking (Hobart)

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?

[image: P1240#yIS1] Improved [image: P1240#yIS2] Stayed the same [image: P1240#yIS3] Got worse
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RP 6. Year on year tracking (Launceston)

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?

[image: P1272#yIS1] Improved [image: P1272#yIS2] Stayed the same [image: P1272#yIS3] Got worse
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RP 6. Year on year tracking (Devonport)

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?

[image: P1295#yIS1] Improved [image: P1295#yIS2] Stayed the same [image: P1295#yIS3] Got worse
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SN 6. Previous 12 months

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?

	
	Branch Code - Region
	Branch Code - Level

	
	Total
	Hobart
	Launceston
	Devonport
	10
	20
	30

	Improved
	23%
14
	24%
6
	25%
4
	20%
4
	16%
4
	38%
5
	22%
5

	Stayed the same
	70%
43
	68%
17
	75%
12
	70%
14
	72%
18
	62%
8
	74%
17

	Got worse
	7%
4
	8%
2
	0%
0
	10%
2
	12%
3
	0%
0
	4%
1

	Total
	100%
61
	100%
25
	100%
16
	100%
20
	100%
25
	100%
13
	100%
23
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SN 6. Previous 12 months (total)
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SN 6a. Why has Public Trustee's service improved?

RP 6a. Why has Public Trustee's service improved?

Over the past year, why has the service you’ve received from the Public Trustee improved?
(Multiple responses allowed)
Key themes from open text responses.

	
	Responses

	Understanding needs/ easier/ advice/ helping/ listening
	30%
14

	Generally better/ good/ improved
	21%
10

	Contact/ communication/ CAM
	19%
9

	Money - amount/ payments
	17%
8

	Advice about finances/ budgeting/ saving
	13%
6

	Unsure
	15%
7

	Total
	100%
47







Over the past year, why has the service you’ve received from the Public Trustee improved?
(Multiple responses allowed)
Key themes from open text responses.

	
	Responses

	Contact/ communication/ CAM
	36%
5

	Understanding needs/ easier/ advice/ helping/ listening
	29%
4

	Generally better/ good/ improved
	14%
2

	Other
	21%
3

	Total
	100%
14



Q6a. Over the past year, why has the service you’ve received from the Public Trustee improved? (Example verbatim comments)


ʺThey listen to what I have to say and give me ideas on how to save money.ʺ

"It has gotten much better with the waythe Trustees are
handling my aﬀairs. They have done a lot for me. I am very
happy with them."

ʺBeen easier to talk to and always pay my bills correctly.ʺ

Represented Person.	Represented Person.	Represented Person.


ʺOver the last year I have finally learned how to ask for extra money if I need it.ʺ

ʺThe manager is very good and on top of stuﬀ all the time.ʺ

ʺI can feel myself getting better and better at dealing with things.ʺ

Represented Person.	Represented Person.	Represented Person.

ʺIt's the best it been. It's easier to communicate with the
Public Trustee."

"I work in closely with the Public Trustee - their service is very efficient, they communicate well and I will always recommend them to others."

ʺI think that they are more person centred now, than what they have been in the past.ʺ

Support Network.	Support Network.	Support Network.







Future Improvements
Represented Persons	Support Network

When asked how the Public Trustee could enhance its service, represented persons highlighted two primary areas for improvement. Overall, the level of concern regarding these issues remained consistent with, or slightly higher than, the previous year.

Key areas for improvement:

· Communication and contact (18%): mentions have increased from 13% in 2025 and 12% in 2024. However this figure remains lower than the 23% recorded in 2023.
· Additional payments (12%): requests for increased funds or more timely payments remain steady, consistent with 2025 (10%) and 2024 (11%), and once again below the 19% observed in 2023.

Consistent with previous years, 25% of respondents indicated they were happy with the current service and had no suggestions for improvement (compared to 22% in 2025 and 2024, and 27% in 2023).

Close to a quarter (24%) of clients interviewed either made no comment, were unsure of how to suggest improvements, or found the question diﬀicult to answer—a decrease from 47% in 2025.

See Table RP 7. below for a more extensive list of future improvements suggested.

Support network contacts primarily identified one key area for improvement: communication and contact with the Public Trustee.

· Communication and contact: 25% of respondents cited this as their top priority. This remains consistent with 26% in 2025 (up from 12% in 2024).

Other areas for improvement remained consistent with previous findings. Given the small sample size, these themes were mentioned at low frequencies and are not considered primary concerns:

· Understanding client needs/abilities: 10% (decreased from 21% in 2025)
· Finances/statements: 7% (consistent with 5% in 2025)
· Changes in staﬀ (CAMs): 5% (3% in 2025)
· Visits/meetings/access to CAM: 3% (down from 13% in 2024).

Notably, the proportion of support network respondents who are satisfied with the service and identified no areas for improvement remains stable at 34% (compared to 33% in 2025 and 24% in 2024).

See Table SN 7a. and example verbatims below.

RP 7. Future improvements

How could the Public Trustee improve its service to you? (Multiple responses allowed)
Key themes from open text responses.

SN 7a. Future improvements

How could the Public Trustee improve its service to you and 'client'? (Multiple responses allowed)
Key themes from open text responses.

15 | P a g e


	
Responses
No improvements needed/ happy with service
25%
36
Contact/ communication/ transparency
18%
26
Additional money/ payments
12%
17
Independence/ assist with autonomy
6%
9
Financial information/ statements
5%
7
Understanding my needs/ empathy/ respect
4%
6
Nothing
12%
18
Don't think they could improve
2%
3
No comment/ unsure
24%
35
Total
100%
146


Responses
No improvements needed/ happy with service
34%
21
Communication/ contact
25%
15
Understanding clients needs/ abilities
10%
6
Finances/ statements
7%
4
Change in CAMs/ staﬀ
5%
3
Visits to clients/ meetings/ access to CAM
3%
2
Payments/ bills
3%
2
Other
5%
3
Nothing
10%
6
No comment/ unsure
16%
10
Total
100%
61



Q7. How could the Public Trustee improve its service to you (and Client)?

		
ʺMore communication, I haven't really seen much of them.
They must be doing things in the background.ʺ

ʺThey could keep me more informed as to what is happening and they should explain everything to me.ʺ

ʺI would like them to release some of the funds I have for diﬀerent things that I need.ʺ


Represented Person.

Represented Person.

Represented Person.


	
ʺPay Dad's bills and communicate more with the family. Keep the family in the loop with what is going on.ʺ

ʺPublic Trustee to visit and chat with the client and team leader to understand the needs or requirements of the client.ʺ

Support Network.	Support Network.
ʺThey could communicate with me more and advise what is happening with 'client' and why they take the actions they do.ʺ
Support Network.


[bookmark: Data_Tables]Data Tables
Quantitative results for all survey questions are detailed in frequency tables, categorised by represented persons and support network contacts. Additionally, "nett agree" scores (combining responses of 4 and 5) for each statement have been segmented by the following sub-groups:
· Branch region (Hobart, Launceston, Devonport)
· Level of funds managed (code 10, 20, 30).
[image: P1568#y2]Data tables - represented persons



[bookmark: Data_Tables_-_Represented_Persons]Data Tables - Represented Persons
[bookmark: RP._Management_of_Financial_Situation_St]RP. Management of Financial Situation Statements

I am going to start by reading you some statements about how the Public Trustee manages your financial situation.

Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statements. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2 Disagree
	3 Neutral
	4 Agree
	5 Strongly Agree
	DK/NA

	1. Your money is safe with the Public Trustee
	100%
147
	1%
2
	2%
3
	3%
5
	75%
110
	12%
18
	6%
9

	2. You're confident that the Public Trustee will support you to pay my bills on time
	100%
147
	1%
2
	3%
4
	3%
4
	75%
110
	14%
20
	5%
7

	3. You're confident that your bills are paid correctly
	100%
148
	1%
1
	5%
8
	2%
3
	74%
110
	12%
18
	5%
8

	4. You receive regular spending money when you expect it
	100%
148
	1%
1
	5%
8
	5%
7
	74%
109
	11%
16
	5%
7

	5. The Public Trustee gives you as much spending money as you can aﬀord
	100%
148
	1%
1
	9%
14
	4%
6
	74%
109
	4%
6
	8%
12

	6. You know how to request extra money
	100%
147
	1%
1
	4%
6
	3%
5
	78%
115
	7%
10
	7%
10

	7. You know the Public Trustee will protect your legal rights
	100%
147
	1%
1
	2%
3
	4%
6
	79%
116
	5%
8
	9%
13

	8. You understand what the Public Trustee does for you
	100%
147
	1%
1
	3%
5
	6%
9
	78%
114
	8%
12
	4%
6

	9. Overall, you're satisfied with the way the Public Trustee manages your financial aﬀairs
	100%
147
	1%
1
	6%
9
	5%
7
	73%
107
	11%
16
	5%
7



[bookmark: RP._Budget_Statement]RP. Budget Statement

Your budget is prepared with support from the Public Trustee to ensure you have enough money to pay your expenses and have regular spending money. The next statement is about your budget. Please tell me whether you agree or disagree with the following statement.
On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2 Disagree
	3 Neutral
	4 Agree
	5 Strongly Agree
	DK/NA

	11. You feel that your wishes were considered when your budget was created
	100%
147
	2%
3
	9%
13
	7%
11
	67%
99
	4%
6
	10%
15





[bookmark: RP._Communication_Statements]RP. Communication Statements

Again, thinking about your experiences over the past year, these next statements are about how the Public Trustee communicates with you. Please tell me whether you agree or disagree with the following statements. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2 Disagree
	3 Neutral
	4 Agree
	5 Strongly Agree
	DK/NA

	12. The Public Trustee’s staﬀ give you information in a way in which you can understand
	100%
147
	1%
2
	5%
8
	6%
9
	78%
115
	5%
7
	4%
6

	13. When you call the Public Trustee, the first person you talk to about your needs can usually help you
	100%
147
	1%
1
	8%
12
	9%
13
	70%
103
	5%
7
	7%
11

	14. If you ask about your finances, the Public Trustee gives you accurate information
	100%
147
	1%
2
	5%
7
	6%
9
	70%
103
	5%
8
	12%
18

	15. Overall, you're satisfied with the way the Public Trustee communicates with you
	100%
147
	3%
4
	9%
13
	6%
9
	71%
105
	7%
10
	4%
6



[bookmark: RP._Client_Account_Manager_Statements]RP. Client Account Manager Statements

Your client account manager, or CAM is the person who supports you to prepare your budget and works with you to make changes to your budget. They also make sure your financial entitlements (including pensions) are collected, your assets are protected, and your bills are paid.
These next statements are about your experience with your client account manager over the past year. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2
Disagree
	3
Neutral
	4
Agree
	5 Strongly Agree
	DK/NA

	16. Your client account manager takes the time to listen to your needs when making plans for your financial future
	100%
147
	1%
2
	8%
12
	3%
5
	75%
110
	7%
10
	5%
8

	17. You believe your client account manager knows what they're doing
	100%
147
	1%
1
	3%
5
	6%
9
	73%
108
	7%
10
	10%
14

	18. Your client account manager treats you with respect
	100%
147
	1%
2
	3%
5
	4%
6
	74%
109
	10%
15
	7%
10

	19. Your client account manager is open and honest in their dealings with you
	100%
147
	1%
1
	4%
6
	5%
7
	73%
108
	8%
12
	9%
13

	20. Overall, you're satisfied with your client account manager
	100%
147
	1%
2
	6%
9
	4%
6
	72%
106
	10%
15
	6%
9







[bookmark: RP._Understanding_Personal_Situation_Sta]RP. Understanding Personal Situation Statements
And now thinking about how the Public Trustee understands your personal situation, please tell me whether you agree or disagree with the following statements. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2 Disagree
	3 Neutral
	4 Agree
	5 Strongly Agree
	DK/NA

	22. If you're unhappy with the decisions made by the Public Trustee, you can talk to them about it
	100%
147
	1%
2
	7%
11
	6%
9
	72%
106
	5%
8
	7%
11

	23. Overall, you feel the Public Trustee staﬀ understand your needs
	100%
147
	3%
4
	12%
17
	5%
7
	73%
107
	5%
7
	3%
5



[bookmark: RP._Accessibility_Statements]RP. Accessibility Statements

And now thinking about how accessible the Public Trustee is for you, please tell me whether you agree or disagree with the following statements . On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2 Disagree
	3 Neutral
	4 Agree
	5 Strongly Agree
	DK/NA

	24. The Public Trustee oﬀice is easy to get to
	100%
147
	0%
0
	5%
8
	7%
10
	59%
87
	3%
4
	26%
38

	25. The Public Trustee’s opening hours suit you
	100%
147
	1%
1
	3%
5
	3%
5
	65%
96
	3%
4
	24%
36

	26. Overall, you find the Public Trustee to be accessible
	100%
147
	0%
0
	7%
11
	10%
14
	63%
93
	3%
4
	17%
25







[bookmark: RP._New_Client_Experience_Statements]RP. New Client Experience Statements

These next statements are about when you first became a client of the Public Trustee. Please tell me whether you agree or disagree with the following statements.
On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree). (Asked of those who have become clients in the previous 12 months)
	
	Total
	1 Strongly
Disagree
	2
Disagree
	3
Neutral
	4
Agree
	5 Strongly
Agree
	DK/NA

	27. When you first became a client of the Public Trustee, the Public Trustee explained what was going to happen next
	100%
22
	0%
0
	27%
6
	9%
2
	41%
9
	0%
0
	23%
5

	28. The Public Trustee did their best to find out about your financial situation
	100%
22
	5%
1
	14%
3
	5%
1
	50%
11
	5%
1
	23%
5

	29. You feel comfortable talking with your Client Account Manager
	100%
22
	5%
1
	9%
2
	5%
1
	68%
15
	5%
1
	9%
2

	30. The Public Trustee reached out to you when you first became a client
	100%
22
	5%
1
	9%
2
	18%
4
	36%
8
	0%
0
	32%
7

	31. Overall, you're satisfied with the way the Public Trustee treated you when you first became a client
	100%
22
	0%
0
	23%
5
	5%
1
	55%
12
	5%
1
	14%
3



[bookmark: RP._Overall_Satisfaction_Statements]RP. Overall Satisfaction Statements

And can you tell me whether you agree or disagree with the following statements about the Public Trustee. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly Disagree
	2 Disagree
	3 Neutral
	4 Agree
	5 Strongly Agree
	DK/NA

	32. Overall, you're satisfied with the Public Trustee
	100%
147
	5%
7
	9%
13
	9%
13
	67%
99
	8%
12
	2%
3

	33. Things have improved since the Public Trustee has become involved in your financial aﬀairs
	100%
147
	4%
6
	10%
15
	7%
11
	64%
94
	8%
12
	6%
9

	35. You feel supported by the Public Trustee to become financially independent
	100%
147
	3%
5
	9%
13
	10%
15
	66%
97
	4%
6
	7%
11



[bookmark: RP_4a._Contact_for_help]RP 4a. Contact for help

If you have a concern about the Public Trustee, do you know who to contact for help?

	
	Branch Code - Region
	Branch Code - Level

	
	Total
	Hobart
	Launceston
	Devonport
	10
	20
	30

	Yes
	69%
102
	68%
56
	72%
26
	69%
20
	72%
65
	83%
15
	56%
22

	No
	31%
45
	32%
26
	28%
10
	31%
9
	28%
25
	17%
3
	44%
17



[bookmark: RP_6._Public_Trustee's_service]RP 6. Public Trustee's service

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?

	
	Branch Code - Region
	Branch Code - Level

	
	Total
	Hobart
	Launceston
	Devonport
	10
	20
	30

	Improved
	32%
47
	23%
19
	42%
15
	45%
13
	36%
32
	28%
5
	26%
10

	Stayed the same
	59%
86
	61%
50
	56%
20
	55%
16
	54%
49
	72%
13
	62%
24

	Got worse
	10%
14
	16%
13
	3%
1
	0%
0
	10%
9
	0%
0
	13%
5



[bookmark: P_6a._Why_has_Public_Trustee's_service_i]P 6a. Why has Public Trustee's service improved?
Over the past year, why has the service you’ve received from the Public Trustee improved? (Multiple responses allowed)
Key themes from open text responses.

	
	Responses

	Understanding needs/ easier/ advice/ helping/ listening
	30%

	
	14

	Generally better/ good/ improved
	21%

	
	10

	Contact/ communication/ CAM
	19%

	
	9

	Understanding needs/ easier/ advice/ helping/ listening
	30%

	
	14

	Money - amount/ payments
	17%

	
	8

	Advice about finances/ budgeting/ saving
	13%

	
	6

	Unsure
	15%

	
	7

	Total
	100%

	
	47



RP 7. Future improvements

How could the Public Trustee improve its service to you? (Multiple responses allowed) Key themes from open text responses.

	
	Responses

	No improvements needed/ happy with service
	17%
36

	Contact/ communication/ transparency
	13%
26

	Additional money/ payments
	8%
17

	Independence/ assist with autonomy
	4%
9

	Financial information/ statements
	3%
7

	Understanding my needs/ empathy/ respect
	3%
6

	Access/ more staﬀ
	0%
0

	Generally need to improve/ everything
	0%
0

	Nothing
	9%
18

	Don't think they could improve
	1%
3

	No comment/ unsure
	17%
35

	Total
	100%
208



[bookmark: Data_Tables_–_Support_Network]Data Tables – Support Network

[bookmark: SN._Client_Experience_Statements]SN. Client Experience Statements

I am going to start by reading you some statements about diﬀerent aspects of the Public Trustee and its service to 'Client Name' Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statements. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly
Disagree
	2
Disagree
	3
Neutral
	4
Agree
	5 Strongly
Agree
	DK/NA

	1. Overall, you're satisfied with the way the Public Trustee supports ^f('RespondentName')^ with their financial
aﬀairs.
	100%
61
	2%
1
	3%
2
	13%
8
	61%
37
	20%
12
	2%
1

	2. Overall, you're satisfied with the way the Public Trustee communicates with ^f('RespondentName')^
	100%
61
	5%
3
	7%
4
	5%
3
	59%
36
	15%
9
	10%
6

	3. Overall, you're satisfied with ^f('RespondentName')^'s client account manager
	100%
61
	2%
1
	5%
3
	5%
3
	67%
41
	16%
10
	5%
3

	4. Overall, you feel that the Public Trustee understands ^f('RespondentName')^'s financial needs
	100%
61
	2%
1
	2%
1
	7%
4
	66%
40
	21%
13
	3%
2

	5. Overall, you find the Public Trustee to be accessible for ^f('RespondentName')^
	100%
61
	0%
0
	2%
1
	7%
4
	64%
39
	15%
9
	13%
8

	6. Overall, you're satisfied with the way the staﬀ at the Public Trustee treat ^f('RespondentName')^
	100%
61
	0%
0
	0%
0
	8%
5
	66%
40
	20%
12
	7%
4

	7. Things have improved for ^f('RespondentName')^, since the Public Trustee has become involved
	100%
61
	5%
3
	5%
3
	10%
6
	52%
32
	18%
11
	10%
6

	8. Overall, you're satisfied with the support the Public Trustee provides to help ^f('RespondentName')^ become financially independent
	100%
61
	3%
2
	7%
4
	7%
4
	64%
39
	15%
9
	5%
3

	9. The Public Trustee acts in ^f('RespondentName')^'s best interests
	100%
61
	3%
2
	7%
4
	5%
3
	59%
36
	23%
14
	3%
2

	11. Overall, you're satisfied with the service provided to ^f('RespondentName')^ by the Public Trustee
	100%
61
	2%
1
	5%
3
	5%
3
	67%
41
	18%
11
	3%
2



[bookmark: SN._New_Client_Experience_Statement]SN. New Client Experience Statement

I am going to start by reading you some statements about diﬀerent aspects of the Public Trustee and its service to 'Client Name' Thinking about your experience over the past 12 months, please tell me whether you agree or disagree with the following statements.
On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree). (Asked of those who have become clients in the previous 12 months)
	
	Total
	1 Strongly
Disagree
	2
Disagree
	3
Neutral
	4
Agree
	5 Strongly
Agree
	DK/NA

	10. Overall, you're satisfied with the way the Public Trustee treated ^f('RespondentName')^ when they first became a client
	100%
10
	10%
1
	0%
0
	10%
1
	50%
5
	20%
2
	10%
1







[bookmark: SN._Relationship_with_Public_Trustee_Sta]SN. Relationship with Public Trustee Statements

Now, some more statements about the Public Trustee which are about your relationship with the organisation. Please tell me whether you agree or disagree with each statement. On a scale where 5 = Strongly Agree, 1 = Strongly Disagree (3 = neither agree nor disagree).
	
	Total
	1 Strongly
Disagree
	2
Disagree
	3
Neutral
	4
Agree
	5 Strongly
Agree
	DK/NA

	12. You would recommend the Public Trustee to others
	100%
61
	7%
4
	8%
5
	3%
2
	66%
40
	16%
10
	0%
0

	13. If you knew someone who was not able to manage their own money, the Public Trustee would be your first choice for them
	100%
61
	7%
4
	8%
5
	7%
4
	56%
34
	21%
13
	2%
1

	14. The Public Trustee’s staﬀ provide explanations when they decline client requests
	100%
61
	2%
1
	3%
2
	11%
7
	52%
32
	7%
4
	25%
15

	16. The Public Trustee’s role has been made clear to you
	100%
61
	0%
0
	5%
3
	3%
2
	75%
46
	13%
8
	3%
2

	17. You know who to contact for your queries
	100%
61
	2%
1
	7%
4
	0%
0
	72%
44
	16%
10
	3%
2



[bookmark: SN_6._Public_Trustee's_service]SN 6. Public Trustee's service

Over the past year, has the service you’ve received from the Public Trustee improved, stayed about the same or got worse?
[bookmark: SN_6a._Why_has_Public_Trustee's_service_]
SN 6a. Why has Public Trustee's service improved?

Over the past year, why has the service you’ve received from the Public Trustee improved? (Multiple responses allowed)
Branch Code - Region
Branch Code - Level

Total
Hobart
Launceston
Devonport
10
20
30
Improved
23%
14
24%
6
25%
4
20%
4
16%
4
38%
5
22%
5
Stayed the same
70%
43
68%
17
75%
12
70%
14
72%
18
62%
8
74%
17
Got worse
7%
4
8%
2
0%
0
10%
2
12%
3
0%
0
4%
1


Key themes from open text responses.


	
	Responses

	Contact/ communication/ CAM
	36%
5

	Understanding needs/ easier/ advice/ helping/ listening
	29%
4

	Generally better/ good/ improved
	14%
2

	Other
	21%
3

	Total
	100%
14



[bookmark: SN_7a._Future_improvements]SN 7a. Future improvements

How could the Public Trustee improve its service to you and 'client'? (Multiple responses allowed)
Key themes from open text responses.

	
	Responses

	No improvements needed/ happy with service
	0%
0

	Communication/ contact
	0%
0

	Understanding clients needs/ abilities
	0%
0

	Finances/ statements
	0%
0

	Change in CAMs/ staﬀ
	0%
0

	Visits to clients/ meetings/ access to CAM
	0%
0

	Payments/ bills
	0%
0

	Other
	0%
0

	Fees
	0%
0

	Nothing
	0%
0

	No comment/ unsure
	0%
0

	Total
	100%
47



[bookmark: Verbatims_-_Represented_Persons]Verbatims - Represented Persons

[bookmark: s1._My_Money_is_safe_with_the_Public_Tru]s1. My Money is safe with the Public Trustee (6)

	BranchCode
	Comments
	Rating

	H30
	I hope it is.
	4 Agree

	H30
	I think it is safe but I wonder if they take out a fee for helping me.
	4 Agree

	H30
	no option but to have it there
	3 Neutral

	H10
	Last year there was a worker taking around $150 out of my account to pay lawyers in relation to my mother's estate however, this was wrong as the payment to the worker was supposed to come out of my mother's
estate when settled.
	2 Disagree

	H30
	I would rather be in charge of it myself at the moment.
	2 Disagree

	H10
	I'm trying to get out of PT
	2 Disagree



[bookmark: s2._Public_Trustee_will_support_me_to_pa]s2. Public Trustee will support me to pay my bills on time (5)

	BranchCode
	Comments
	Rating

	H10
	I pay most bills myself. PT really only helped me when I was more vulnerable and they helped me sell my house, etc. I was mentally ill but it is managed now.
	DK/NA

	H30
	Some bills are coming to me and I don't know if they are being paid or not.
	DK/NA

	H30
	They don't tell me what bills I have
	2 Disagree

	H10
	I have had multiple issues re the phone bill not being paid. Things have resolved now I have a new manager.
	2 Disagree

	H10
	Some bills are not paid
	2 Disagree



[bookmark: s3._I_am_confident_my_bills_are_paid_cor]s3. I am confident my bills are paid correctly (10)

	BranchCode
	Comments
	Rating

	H30
	I suppose so.
	DK/NA

	D10
	my Dad pays my bills
	DK/NA

	H30
	I assume they are paying all of my bills on time but I don't really know.
	4 Agree

	H30
	I hope so
	4 Agree

	H10
	My old worker often paid incorrectly. I have had a new worker for around 2 months and she is much better.
	2 Disagree

	H10
	My phone bill has not been paid. It is the only bill that has not been paid.
	2 Disagree

	D30
	I get reminders to say bills are in arrears.
	2 Disagree

	H10
	They do not pay my bills on time
	2 Disagree

	D10
	I have been put into the debt collectors recently. because of my CAM.
	2 Disagree

	H30
	Not sure if they are being paid?
	2 Disagree



[bookmark: s4._I_receive_my_regular_spending_money_]s4. I receive my regular spending money when I expect it (8)

	BranchCode
	Comments
	Rating

	H10
	I have to pay for food so it's not spending money exactly.
	4 Agree

	H30
	In emergencies I can ask them for more
	4 Agree

	D10
	usually
	4 Agree

	H30
	My trustee person wants to not give me as much money as I want
	2 Disagree

	H10
	They don't give me enough money
	2 Disagree

	D10
	I don't have access to cash.
	2 Disagree

	L30
	I don't know when to expect it.
	2 Disagree

	H30
	They don't give me any money at all.
	2 Disagree



[bookmark: s5._The_PT_gives_me_as_much_spending_mon]s5. The PT gives me as much spending money as I can aﬀord (12)

	BranchCode
	Comments
	Rating

	H30
	I don't know.
	DK/NA

	H20
	I don't know how much money I have got.
	DK/NA

	H30
	I might be running a risk of taking too much money out.
	DK/NA

	H30
	I am not allowed to drive and have to catch taxis and since my pay has gone down, this is very difficult to afford.
	2 Disagree

	H30
	The Public Trustee does not want to give me too much as I got scammed once.
	2 Disagree

	H10
	They don't give me spending money only bill money
	2 Disagree

	H10
	Just not getting enough money
	2 Disagree

	L10
	I need a bit more money
	2 Disagree

	D30
	$100 does not go far. I can only buy small things and not big stuﬀ.
	2 Disagree

	H10
	I think I could have more money as I would like to get extra things such as food and non essentials if need be.
	2 Disagree

	H10
	I only get small amounts.
	2 Disagree

	H10
	They only give me money on special occasions. Like Birthdays.
	2 Disagree



[bookmark: s6._I_know_how_to_request_extra_money_(7]s6. I know how to request extra money (7)

	BranchCode
	Comments
	Rating

	L30
	They don't talk to me.
	DK/NA

	H10
	I do it all the time
	5 Strongly Agree

	H30
	PT talks to me through my support person
	4 Agree

	L30
	I don't ask for extra money
	3 Neutral

	H10
	I did not know that was even possible.
	2 Disagree

	D20
	I do not need extra money so I have not had a need to ask.
	2 Disagree

	L30
	No i don't.
	2 Disagree



[bookmark: s7._I_know_the_Public_Trustee_will_prote]s7. I know the Public Trustee will protect my legal rights (4)

	BranchCode
	Comments
	Rating

	H30
	no other options
	3 Neutral

	D30
	Not on the money side they don't. I should get more money.
	2 Disagree

	H10
	I have been joined up for another 3 years without my consent.
	2 Disagree

	H30
	I'm in a nursing home and the PT will not let me return to my home, they have kidnapped me! They are criminals!
	1 Strongly Disagree



[bookmark: s8._I_understand_what_the_Public_Trustee]s8. I understand what the Public Trustee does for me (6)

	BranchCode
	Comments
	Rating

	H30
	They pay the bills but I don't know what else they do
	DK/NA

	H30
	they pay my power, rent and other bills
	4 Agree

	L10
	I can look after my own money.
	2 Disagree

	H30
	I know what they are doing to me! I'm not sure what they are doing for me! because it feels bad!
	2 Disagree

	H30
	I can't really remember
	2 Disagree

	H30
	I don't understand what they do
	2 Disagree




[bookmark: s9._Overall,_satisfied_with_way_PT_manag]s9. Overall, satisfied with way PT manages my financial aﬀairs (8)

	BranchCode
	Comments
	Rating

	H30
	I never hear from them
	DK/NA

	H30
	I am unsure.
	DK/NA

	H30
	better than they used to be
	4 Agree

	H10
	sometimes
	3 Neutral

	H30
	Disappointed- I used to get $200 per week and recently out of the blue it has gone down to $150.
	2 Disagree

	H10
	I can manage my own money and never missed any bills. I still do not understand why in July 2025 the PT took over.
	2 Disagree

	H30
	I did not employ them in the first place. They have taken over my house and I hardly have any clothes.
	2 Disagree

	D30
	I used to get $200 every Wednesday and now I get $100 Tuesday and $100 on Friday. I need more money.
	2 Disagree



[bookmark: s11._I_feel_my_wishes_were_considered_wh]s11. I feel my wishes were considered when my budget was created (15)

	BranchCode
	Comments
	Rating

	H30
	Can't remember.
	DK/NA

	H20
	Do not really recall- it was after I had a fall.
	DK/NA

	H30
	Can't remember
	DK/NA

	L10
	I lost my foster mum.
	DK/NA

	D10
	I can't remember
	DK/NA

	D10
	At first Yes. But now they don't give me what I want.
	4 Agree

	H30
	I can't recall ever discussing my budget with the PT.
	2 Disagree

	H10
	They withheld money for no reason. And very strict with my money.
	2 Disagree

	H10
	Not at all. I was in hospital and was not informed at all. A guardian was appointed and looked after all the paperwork and I still have not seen the paperwork.
	2 Disagree



	L30
	I was oblivious to what was happening at that time.
	2 Disagree

	D30
	I came under the guardianship laws and had no say in anything- the PT just took over and did not discuss anything with me.
	2 Disagree

	L10
	Bang I was suddenly in the public trustee!
	2 Disagree

	D30
	They did not take into consideration what I want or need.
	2 Disagree

	H10
	They never talked to me about it - it gets done without me knowing.
	2 Disagree

	H30
	No
	2 Disagree



[bookmark: s12._PT’s_staﬀ_give_me_information_in_a_]s12. PT’s staﬀ give me information in a way I can understand (7)

	BranchCode
	Comments
	Rating

	H10
	I don't agree - they try to explain - I don't get it.
	2 Disagree

	H10
	I'm not good at under money matters
	3 Neutral

	H30
	No!
	2 Disagree

	
H20
	
Not really- I haven't really been in direct contact with them. My case manager does this for me.
	
2 Disagree

	H30
	The 2nd person has not been that helpful
	2 Disagree

	D10
	they do
	4 Agree

	
H30
	They don't interact or contact me its only if I contact them. They don't tell me how much I have in the bank etc or how much I've spent
	
2 Disagree



[bookmark: s13._When_I_call_PT,_the_first_person_I_]s13. When I call PT, the first person I talk to can help me (11)

	BranchCode
	Comments
	Rating

	H30
	I don't call them.
	DK/NA

	H30
	normally with support from my support staﬀ at the facility
	DK/NA

	L30
	I don't talk to them
	DK/NA

	L30
	sometimes
	3 Neutral

	H30
	The receptionist refers me to the person
	2 Disagree

	D10
	Sometimes they can help and sometimes not.
	2 Disagree

	H10
	The person I want to talk is not available quite often and the first person has to send a message to who I want to help me. I have to speak to my account manager, Cameron. He is a new one. He is the third one I have had in
  the last 12 to 18 months.	
	2 Disagree

	D10
	They say no to me all the time.
	2 Disagree

	H10
	I have to explain to more than one staﬀ member.
	2 Disagree

	L10
	I have a CAM who is not always avaliable
	2 Disagree

	D10
	they put on to some one else
	2 Disagree



[bookmark: s14._If_I_ask_about_my_finances,_the_PT_]s14. If I ask about my finances, the PT gives me accurate info (4)

	BranchCode
	Comments
	Rating

	H30
	Not sure. "I would hope so".
	DK/NA

	H30
	Midway through the year there was a change of staff and the 2nd person wasn't as helpful but I understand he is leaving
	2 Disagree

	H10
	I have asked for a statement from them and I haven't got it yet.
	2 Disagree

	H10
	They do not ring me or contact me as often as I would like. It is rare I am rung.
	2 Disagree



[bookmark: s15._I_am_satisfied_with_the_way_the_PT_]s15. I am satisfied with the way the PT communicates with me (15)

	BranchCode
	Comments
	Rating

	H30
	I hardly ever hear from them
	DK/NA

	L30
	They don't communicate with me.
	DK/NA

	L10
	we met every month or so and it works well
	4 Agree

	L10
	They've been a great help
	4 Agree

	H30
	I hope so. I have only heard from them twice.
	3 Neutral

	H20
	I still do not know how much money I have and how it is being spent.
	2 Disagree

	H10
	Because sometimes they are rude to me
	2 Disagree

	H30
	Not anymore
	2 Disagree

	L10
	They don't communicate with me.
	2 Disagree

	H10
	I do not hear from them. I have to ring. I would like to be kept in the loop once a week or once a fortnight. All I am told is I have money put away. Apparently 4 or 5 thousand.
	2 Disagree

	D10
	They don't give me what I want, when I ask for it and they don't give any cash money.
	2 Disagree

	H10
	I don't want to annoy them and they don't call me - only ring sometimes.
	2 Disagree

	H30
	They don't communicate with me well.
	2 Disagree

	H30
	I do not hear from them at all. Not satisfied.
	1 Strongly Disagree

	D10
	I was stoped from talking to my CAM.
	1 Strongly Disagree



[bookmark: s16._My_CAM_takes_time_to_listen_to_my_n]s16. My CAM takes time to listen to my needs when making plans (12)

	BranchCode
	Comments
	Rating

	H30
	My memory is a problem.
	DK/NA

	H10
	No, he dosen't listen to me.
	2 Disagree

	L10
	I want more money.
	2 Disagree

	L10
	I don't get to talk to them.
	2 Disagree

	H10
	It seem to me, He dosen't really care. He rushes me off the phone.
	2 Disagree

	H10
	I would like to have more communication as it is very weak at the moment.
	2 Disagree

	H10
	hope so
	4 Agree

	H30
	I do not feel listen to.
	1 Strongly Disagree

	H10
	I'm not getting everything I want or how much I have in my account.
	2 Disagree

	
H30
	The guardianship is bad for me something needs to be done about it. To get no money when I know that I have money is a disgrace.
	
4 Agree

	H30
	they have improved
	4 Agree

	L30
	yes she does
	4 Agree



[bookmark: s17._I_believe_my_CAM_knows_what_they're]s17. I believe my CAM knows what they're doing (6)

	BranchCode
	Comments
	Rating

	H30
	They are supposed to know what they are doing but I have no way of knowing if they do
	DK/NA

	H10
	hope so
	4 Agree

	H10
	It's hard to tell if they do.
	3 Neutral

	H10
	Because he asked me the same questions and he knows my answers.
	2 Disagree

	L10
	I don't know who they are.
	2 Disagree

	H10
	Since Cameron has been appointed to me I have not heard from him or spoken to him. He was appointed about 3 months ago.
	2 Disagree



[bookmark: s18._My_client_account_manager_treats_me]s18. My client account manager treats me with respect (7)

	BranchCode
	Comments
	Rating

	L10
	No
	DK/NA

	H30
	I have only spoken once with this person.
	DK/NA

	H20
	Agree but I still do not know much about my finances and I would like to know.
	4 Agree

	H10
	Sometimes they do - at times I was not very happy.
	3 Neutral

	H10
	I do not get phone calls and this is frustrating. If I need to know something I always have to ring.
	2 Disagree

	H30
	They don't talk to me.
	2 Disagree

	H10
	He's rude to me and my support workers too.
	1 Strongly Disagree



[bookmark: s19._My_CAM_is_open_and_honest_in_their_]s19. My CAM is open and honest in their dealings with me (8)

	BranchCode
	Comments
	Rating

	L30
	I don't know who they are.
	DK/NA

	H30
	I live in a nursing home.
	DK/NA

	L10
	I don't think I have one.
	DK/NA

	L10
	My account manager is much better than the last one
	5 Strongly Agree

	H30
	Not sure because I do not recall her discussing the reduction of my money from $200 to $150.
	3 Neutral

	H30
	I have only met my guardian once.
	3 Neutral

	H10
	Because he lies to me all the time.
	2 Disagree

	H10
	I do not get any information. I have been in hospital for a couple of months.
	2 Disagree



[bookmark: s20._Overall,_I_am_satisfied_with_my_cli]s20. Overall, I am satisfied with my client account manager (10)

	BranchCode
	Comments
	Rating

	H30
	I don't really know who my account manager is. Also, the people I speak with keep changing.
	DK/NA

	H10
	I don't think I have a specific account manager.
	DK/NA

	L30
	I get confused about when I get my spending money.
	3 Neutral

	H30
	He has too many clients. I do not get the answers I want.
	2 Disagree

	H10
	I don't trust him.
	2 Disagree

	H30
	Not with the current one
	2 Disagree

	L10
	I don't know who they are.
	2 Disagree

	H10
	I would like to be contacted to see how I am going.
	2 Disagree

	H10
	They won't let me manage my own money.
	2 Disagree

	D10
	Conflict of opinions about my life choices.
	1 Strongly Disagre



[bookmark: s22._If_unhappy_with_decisions_made_by_P]s22. If unhappy with decisions made by PT, I can talk to them (11)

	BranchCode
	Comments
	Rating

	H30
	I'm not unhappy with them
	4 Agree

	H30
	like yesterday they sorted me out when Centrelink had forgotten to pay me and I had no money over the week, but I had to put my foot down!
	4 Agree

	H10
	I did not feel I was able to talk freely to them at all. I never received any education regarding the PT and did not know my rights. I know them a little better now I have a new case manager.
	2 Disagree

	H30
	I do not have a mobile so they would need to ring the oﬀice.
	2 Disagree

	H10
	They don't listen to me
	2 Disagree

	L10
	They don't communicate with me.
	2 Disagree

	H10
	No they don't give me answers to my questions
	2 Disagree

	H10
	Haven't been given a name to talk to someone
	2 Disagree

	H10
	I do not want to deal with the Public Trustees any more.
	2 Disagree

	H10
	I don't get told what is happening.
	2 Disagree

	H30
	I have tried to call them and they have not rung me back. or responded.
	1 Strongly Disagree



[bookmark: s23._Overall,_I_feel_Public_Trustee_staﬀ]s23. Overall, I feel Public Trustee staﬀ understand my needs (13)

	BranchCode
	Comments
	Rating

	H30
	Yes and no. $150 is really not enough for food, taxis, hair cuts, etc.
	3 Neutral

	L30
	I haven't had much dealing with them.
	2 Disagree

	H10
	They don't understand my needs and what i want
	2 Disagree

	H10
	My needs are not clear to them,
	2 Disagree

	L10
	again no
	2 Disagree

	H10
	I prefer to handle things myself
	2 Disagree

	D30
	I want more money instead of 100 on one day and 100 on another.
	2 Disagree

	H10
	They do not know what my needs are. I have not spoken to my new CAM. I do not know his last name, …
	2 Disagree

	H10
	It depends who I talk to.
	2 Disagree

	L30
	I don't hear from them at all
	2 Disagree

	L30
	not really - they don't know me - they never visit me
	2 Disagree

	H10
	They do not understand my needs. I am short of money and need more for food and other things.
	1 Strongly Disagree

	H30
	They don't care about me!
	1 Strongly Disagree



[bookmark: s24._The_Public_Trustee_oﬀice_is_easy_to]s24. The Public Trustee oﬀice is easy to get to (15)

	BranchCode
	Comments
	Rating

	H10
	Talk on the phone only
	DK/NA

	H30
	phone only
	DK/NA

	L30
	Unaware of oﬀice location
	DK/NA

	L20
	sometimes
	4 Agree

	H20
	i can catch a bus to town
	4 Agree



	H10
	Know where it is.
	4 Agree

	H30
	I need to communicate with Greg McLeod by phone
	4 Agree

	L30
	I went there last week
	4 Agree

	H30
	Never been as far as I can remember
	2 Disagree

	L10
	Too far away from me.
	2 Disagree

	H30
	There wasn't wheelchair access
	2 Disagree

	H10
	I live in Dover.
	2 Disagree

	D10
	No because I don't have transport.
	2 Disagree

	H10
	There is no parking.
	2 Disagree

	H10
	Not easy for me. I do not catch buses as I had a bad experience on the buses. I have no transport.
	2 Disagree



[bookmark: s25._The_Public_Trustee’s_opening_hours_]s25. The Public Trustee’s opening hours suit me (9)

	BranchCode
	Comments
	Rating

	L30
	I have never been.
	DK/NA

	H10
	Talk on the phone
	DK/NA

	H30
	no info on that
	DK/NA

	H30
	I don't know what they are
	DK/NA

	H30
	They could open an hour earlier or close an hour later. I would like to see more extended hours. They close too early.
	2 Disagree

	H10
	Want it open from 7am-5pm
	2 Disagree

	H10
	There is a cut oﬀ closing time for money.
	2 Disagree

	H30
	24 hours a day 365 days a year
	2 Disagree

	L10
	Cannot talk to them if I am not paid. If it is a Friday I cannot talk to them till Monday. Need to extend their hours
	1 Strongly Disagree



[bookmark: s26._Overall,_I_find_the_Public_Trustee_]s26. Overall, I find the Public Trustee to be accessible (12)

	BranchCode
	Comments
	Rating

	H10
	Talk on the phone
	DK/NA

	D10
	I don't go into their oﬀices
	DK/NA

	H30
	staﬀ would access PT on behalf of me
	DK/NA

	D10
	sometimes
	3 Neutral

	H30
	I live in Huonville and the oﬀice is in town so I can only get to it if my support worker takes me
	2 Disagree

	H30
	I have not been able to access them.
	2 Disagree

	H10
	It is hard because of the phone bill issue. At the moment I cannot call them.
	2 Disagree

	D30
	If I call them I get an answering machine now and again.
	2 Disagree

	H10
	I do not think they are as accessible as I would like them to be.
	2 Disagree

	H10
	Not easy for me to get to.
	2 Disagree

	H10
	Not accessible as they do not want to listen to my needs.
	2 Disagree

	H30
	I can't leave the nursing home and feel like I'm in prison.
	2 Disagree



[bookmark: s27._When_first_became_client_of_PT_they]s27. When first became client of PT they explained what next (4)

	BranchCode
	Comments
	Rating

	H10
	Nothing was explained to me- no paperwork, no nothing.
	2 Disagree

	D30
	came under the guardianship laws and had no say in anything- the PT just took over and did not dis…
	2 Disagree

	H10
	I thought i was going to have more money than what i get
	2 Disagree

	H30
	No.
	2 Disagree




[bookmark: s28._PT_did_their_best_to_find_out_about]s28. PT did their best to find out about my financial situation (3)

	BranchCode
	Comments
	Rating

	D30
	Guardian took care of it.
	2 Disagree

	H10
	They didn't really tell me anything
	2 Disagree

	H30
	They took all our money away.
	2 Disagree




[bookmark: s29._I_feel_comfortable_talking_with_my_]s29. I feel comfortable talking with my Client Account Manager (2)

	BranchCode
	Comments
	Rating

	H10
	I forget things. My instant recall is not always great. I have ladies that help me.
	2 Disagree

	H30
	They don't talk with me or us.
	2 Disagree



[bookmark: s30._The_PT_reached_out_to_me_when_I_fir]s30. The PT reached out to me when I first became a client (4)

	BranchCode
	Comments
	Rating

	H30
	I can't remember.
	DK/NA

	H30
	Can't remember- I am recovering from a brain tumor.
	DK/NA

	H10
	It was all dealt with by my guardian I think.
	2 Disagree

	L10
	Often they did not tell me what was going on. Once they halved the amount I received but did not tell…
	2 Disagree



[bookmark: s31._Overall,_I'm_satisfied_with_the_way]s31. Overall, I'm satisfied with the way the Public Trustee t (4)

	BranchCode
	Comments
	Rating

	H30
	My memory is failing me.
	DK/NA

	H30
	I have only been with the PT for around 6 months.
	4 Agree

	D30
	I came under the guardianship laws and had no say in anything- the PT just took over and did not dis…
	2 Disagree

	H30
	They put us in a nursing home and that was that. Apparently it's for our own good.
	2 Disagree



[bookmark: s32._Overall,_I_am_satisfied_with_the_Pu]s32. Overall, I am satisfied with the Public Trustee (16)

	BranchCode
	Comments
	Rating

	L30
	I have hardly seen them but have had letters from them.
	DK/NA

	H30
	I can't remember a bloody thing! But I will say this that I think the public Trustee is a good and fair organisation.
	DK/NA

	H30
	not with my account manager though
	4 Agree

	H30
	They have improved
	4 Agree

	H10
	They don't give me what I ask for
	2 Disagree

	L10
	I don't have my own money anymore.
	2 Disagree

	H10
	I want out of the PT.
	2 Disagree

	D30
	Tuesday and Friday I get paid. I need more money.
	2 Disagree

	H10
	They can be a bit hard to communicate with. Even with my last CAM she was not available as regularly as what I would have liked.
	2 Disagree

	D10
	In general about my CAM
	2 Disagree

	L10
	I would like to have access to more money.
	2 Disagree

	L30
	I used to like them although I don't any more
	2 Disagree

	H30
	Have not heard from them. My house has been sold. I told them I wanted a painting in my house and the trustees said they sold it.
	1 Strongly Disagree

	H10
	If I had a choice I wouldn't be with the PT and they don't listen to me.
	1 Strongly Disagree

	L10
	I want them to pay me at 9am instead of 5pm.
	1 Strongly Disagree

	H10
	I want my pension rolled out to me.
	1 Strongly Disagree



[bookmark: s33._Things_improved_since_PT_has_become]s33. Things improved since PT has become involved financially (17)

	BranchCode
	Comments
	Rating

	H30
	I don't know details of what my finances are
	DK/NA

	H30
	The only thing that has improved is that I do not have to worry about paying my bills.
	4 Agree

	H30
	it had until the new client manager
	4 Agree

	L30
	I worry about when my spending money is arriving. I never know when I'm going to be paid.
	3 Neutral

	L30
	I didn't really think i was dealing with them. I have balance in my bank and it is stable and it's there when I need it. It's about 40,000.
	2 Disagree

	H30
	I have not heard from them.
	2 Disagree

	H30
	It just seems harder for me to get things.
	2 Disagree

	H10
	They don't give me enough money
	2 Disagree

	L10
	I don't have any of my own money. I only get one hundred bucks a week!
	2 Disagree

	H10
	I can't do things because they won't give me any money.
	2 Disagree

	H10
	I prefer to handle my own money
	2 Disagree

	H10
	I was doing well before I got involved with them.
	2 Disagree

	D10
	I would still have my $40,000 car if they had supported me to do some repairs.
	2 Disagree

	H10
	I have access to less money now than what I had before.
	2 Disagree

	L10
	I would like to be in control of my financial aﬀairs. I do not need the Public Trustees.
	1 Strongly Disagree

	H10
	Things have got worse for me as I want to be financially independent and am not.
	1 Strongly Disagree

	H30
	No definitely not !
	1 Strongly Disagree



[bookmark: s35._I_feel_supported_by_the_PT_to_becom]s35. I feel supported by the PT to become independent (10)


	BranchCode
	Comments
	Rating

	L10
	I cannot be independent without the Public Trustees
	2 Disagree

	H30
	I have never heard from the Trustees.
	2 Disagree

	H10
	I feel they don't understand me
	2 Disagree

	H10
	Not sure, I don't feel heard.
	2 Disagree

	L10
	I was doing alright before they came on the scene.
	2 Disagree

	H10
	They don't help me do that they don't do that for me.
	2 Disagree

	H10
	I would like things to be better and get back to the way things were before I became associated with t…
	2 Disagree

	H30
	I was before this happened to me and my wife.
	2 Disagree

	L10
	They do not give me the option to get oﬀ them. I need $40 right now and I cannot get it.
	1 Strongly Disagree

	H10
	There is no support for me to become in control of my own money.
	1 Strongly Disagree



4b. If have a concern about PT, do you know who to contact? (44)


	BranchCode
	Comments
	Answer

	H30
	You just call the public trustee
	No

	L10
	Who would you contacted ? My Doctor?
	No

	H30
	Was never told
	No

	L30
	unsure who I should contact
	No

	H10
	They haven't told you
	No

	

H30
	They have not contacted me in quite a while. Two girls came to visit me a few months ago and said I could go to another nursing home if I wasn't happy where I am now. I think they were from the Trustees. I did not know their names.
	

No

	
H30
	
The practice leader at the house would do any communication with the PT on behalf of me
	
No

	H30
	Really don't know
	No

	H30
	Public Trustees do not contact me. They just take my money
	No

	L10
	Not sure
	No

	H10
	No one has told me.
	No

	H10
	No one has told me
	No

	H30
	No one has given me that information.
	No

	H10
	Never looked it up
	No

	D20
	Just forgot
	No

	H30
	Just don't know who to call
	No

	H10
	Just don't know who to call
	No

	H30
	I'm not sure who they are.
	No

	D10
	If I have a problem I just call the public trustee and talk to someone
	No

	H30
	I used to but it is tricky now
	No

	H30
	I only have my solicitors number and I don't have any other numbers.
	No



	L10
	I just ring them and someone deals with me
	No

	H30
	I just don't know to ask for
	No

	D10
	I have not had any problems so far.
	No

	H30
	I have not been told. Or I have forgotten maybe.
	No

	L10
	I have not been told who to contact.
	No

	H10
	I have not been told who to call
	No

	H10
	I have not been told
	No

	D10
	i have not been told
	No

	L10
	I have never had any trouble with them.
	No

	D30
	I forget the person I have to ring up to talk to.
	No

	L10
	I don't know why.
	No

	D10
	I don't know who to talk to
	No

	L30
	I don't know who to contact
	No

	H10
	I don't know who to call
	No

	H10
	I don't know now since David has left
	No

	D20
	I do not know.
	No

	D10
	I could probably speak with my case manager.
	No

	H10
	I can contact my CAM I suppose.
	No

	H10
	Haven't given me someone to contact
	No

	D20
	Haven't been told
	No

	H10
	don't know who to call
	No

	L30
	Because nobody has contacted me from PT
	No

	H10
	Account manager doesn't give information on who to contact
	No



[bookmark: 6a._Over_the_past_year,_has_the_service_]6a. Over the past year, has the service improved or got worse? (61)

	BranchCode
	Answer
	Comments
	Why improved

	


H10
	


Got worse
	You have multiple account managers, never the same. Cause of my mental health problems, changed appointment without you knowing which resulted in me being hospitalised, suppose to get $30 on Monday and $130 Thursday, I have a problem with spending all the money I get at once and also when I asked for extra money they doubled the amount by accident and took it out of my savings so then I could not have my saving so I had no birthday money, vet money, I have had to change account managers a lot because they are so rude and treat my support worker, they constantly add to my support workers and family terribly
	

	H10
	Got worse
	Very limited communication. There is a communication breakdown. Not happy with it.
	

	L10
	Improved
	Too much was spent on things I didn't really need before.
	Advice about finances/ budgeting/ saving

	
H10
	
Improved
	
They understand me better.
	Understanding needs/ easier/ advice/ helping/ listening

	
L10
	
Improved
	
They listen to what I have to say and give me ideas on how to save money
	Understanding needs/ easier/ advice/ helping/ listening, Advice about finances/ budgeting/ saving

	
H20
	
Improved
	
They help me, and make things happen for you.
	Understanding needs/ easier/ advice/ helping/ listening

	D10
	Improved
	They help me better
	Generally better/ good/ improved

	L10
	Improved
	They have made my finances improve a bit
	Advice about finances/ budgeting/ saving

	
D10
	
Improved
	
They have improved and I have more access to funds. I can make more choices and have more responsibilities.
	Understanding needs/ easier/ advice/ helping/ listening, Money - amount/ payments

	L10
	Improved
	They have given me more money.
	Money - amount/ payments

	H10
	Got worse
	They don't give me enough money
	



	L30
	Improved
	They do things for me when I need stuff at home. They organised to put in a few ramps for me at my home and
painted. They put a new bathroom in for me and made organised some painting as well. Also,the toilet and bathroom was made all in one as my wheelchair would not fit. I need new carpet now.
	Understanding needs/ easier/ advice/ helping/ listening

	H10
	Got worse
	They do not give me enough of my own money
	

	
D20
	
Improved
	
They are helping
	Understanding needs/ easier/ advice/ helping/ listening

	H30
	Got worse
	The new client account manager is not as good as the last
	

	H10
	Improved
	The manager is very good and on top of stuff all the time.
	Contact/ communication/ CAM

	
L30
	
Improved
	
Since Mum passed away the PT have helped me.
	Understanding needs/ easier/ advice/ helping/ listening

	

L10
	

Improved
	
Regular communication, understanding of the disability and needs of the individuals and open to planning and dealing with extra expenses eg. I had to buy new sheets a little while ago
	Understanding needs/ easier/ advice/ helping/ listening, Contact/ communication/ CAM, Money - amount/ payments

	L10
	Improved
	Over the last year I have finally learned how to ask for extra money if I need it.
	Money - amount/ payments

	H10
	Got worse
	Not working out for me.
	

	H10
	Improved
	Not sure
	Unsure

	D30
	Improved
	No. They are doing a wonderful job.
	Generally better/ good/ improved

	D20
	Improved
	na
	Unsure

	L10
	Improved
	My bills now get paid on time.
	Money - amount/ payments

	
H10
	
Improved
	
More inclined to listen to you
	Understanding needs/ easier/ advice/ helping/ listening

	D30
	Improved
	More information coming from the PT back to me.
	Contact/ communication/ CAM

	H30
	Improved
	lots (but no could not say in what ways)
	Generally better/ good/ improved



	H10
	Improved
	Listening more to what I want.
	Understanding needs/ easier/
advice/ helping/ listening

	H10
	Improved
	Life has got better in general.
	Generally better/ good/ improved

	D10
	Improved
	Just ringing them up is working good. It used to be a bit awkward
	Contact/ communication/ CAM

	L10
	Improved
	It has improved because I had a visit from Karleen my CAM which I was very happy with.
	Contact/ communication/ CAM

	D30
	Improved
	It has improved
	Generally better/ good/ improved

	
H20
	
Improved
	It has gotten much better with the way the Trustees are handling my affairs. They have done a lot for me. I am very happy with them.
	Understanding needs/ easier/ advice/ helping/ listening

	
D10
	
Improved
	
I'm getting what I want
	Understanding needs/ easier/ advice/ helping/ listening

	L30
	Improved
	I wouldn't have a clue. They have done everything ok by me.
	Unsure

	H10
	Got worse
	I would like them to let me get more money.
	

	H10
	Improved
	I think over phone or email are easier to contact them
	Contact/ communication/ CAM

	
H30
	
Improved
	
I no longer have to worry about paying bills. Also, last week they helped me get a leak in my roof fixed.
	Understanding needs/ easier/ advice/ helping/ listening, Money - amount/ payments

	H30
	Got worse
	i never see anyone
	

	H10
	Improved
	I know where I'm at
	Generally better/ good/ improved

	D30
	Improved
	I just have different people appearing and they are good. One Indian man I don't like, asked and didn't want to see him again.
	Contact/ communication/ CAM

	H30
	Got worse
	I have not heard from them for a long time and I am not told what is going on at all. I am just in limbo.
	

	D10
	Improved
	I have got better with saving money, having a limited amount of spending money has taught me to save.
	Advice about finances/ budgeting/ saving

	H10
	Improved
	I have a new account manager and things have improved substantially.
	Contact/ communication/ CAM



	D10
	Improved
	I feel like things are getting better.
	Generally better/ good/
improved

	L10
	Improved
	I don't know.
	Unsure

	L30
	Got worse
	I don't hear from them at all.
	

	H10
	Got worse
	I didn't want to go with them, had no say in it
	

	H10
	Got worse
	I did not sign up for another 3 years. It has been done without my consent.
	

	L10
	Improved
	I can't think of anything in particular.
	Generally better/ good/ improved

	H10
	Improved
	I can feel myself getting better and better at dealing with things
	Generally better/ good/ improved

	
H10
	
Improved
	
I am able to save money now and my bills are paid on time and I have no debt in Australia
	Money - amount/ payments, Advice about finances/ budgeting/ saving

	H30
	Got worse
	Had to deal with a rude client account manager
	

	H10
	Improved
	Don't know
	Unsure

	H10
	Improved
	can't really think right now but is has.
	Unsure

	D30
	Improved
	Cannot be specific
	Unsure

	L10
	Improved
	Bit of everything has improved for me. Happy with the way its going.
	Generally better/ good/ improved

	H10
	Improved
	Before I went on the PT I had saved some money but now I am saving more than I thought I would or could.
	Advice about finances/ budgeting/ saving

	
L20
	
Improved
	
Been easier to talk to and always pay my bills correctly
	Understanding needs/ easier/ advice/ helping/ listening, Money - amount/ payments

	H10
	Improved
	Because I have a new manager who is more open in her dealings.
	Contact/ communication/ CAM

	H10
	Got worse
	Always refuse extra money when I request it
	








	D10
	Improved
	Just ringing them up is working good. It used to be a bit awkward
	Contact/ communication/ CAM

	D10
	Improved
	I feel like things are getting better.
	Generally better/ good/ improved

	H10
	Improved
	Listening more to what I want.
	Understanding needs/ easier/ advice/ helping/ listening

	D30
	Improved
	Cannot be specific
	Unsure

	H10
	Got worse
	Always refuse extra money when I request it
	

	
H10
	
Improved
	I am able to save money now and my bills are paid on time and I have no debt in Australia
	Money - amount/ payments, Advice about finances/ budgeting/ saving

	H10
	Got worse
	They don't give me enough money
	

	H10
	Got worse
	They do not give me enough of my own money
	

	D30
	Improved
	It has improved
	Generally better/ good/ improved

	H30
	Got worse
	The new client account manager is not as good as the last
	

	L10
	Improved
	They have given me more money.
	Money - amount/ payments

	
D30
	
Improved
	I just have different people appearing and they are good. One Indian man I don't like, asked and didn't want to see him again.
	
Contact/ communication/ CAM

	



H10
	



Got worse
	You have multiple account managers, never the same. Cause of my mental health problems, changed appointment without you knowing which resulted in me being hospitalised, suppose to get $30 on Monday and $130 Thursday, I have a problem with spending all the money I get at once and also when I asked for extra money they doubled the amount by accident and took it out of my savings so then I could not have my saving so I
had no birthday money, vet money, I have had to change account managers a lot because they are so rude and treat my support worker, they constantly add to my support workers and family terribly

	H10
	Improved
	The manager is very good and on top of stuff all the time.
	Contact/ communication/ CAM

	L10
	Improved
	Too much was spent on things I didn't really need before.
	Advice about finances/ budgeting/ saving

	
L10
	
Improved
	
They listen to what I have to say and give me ideas on how to save money
	Understanding needs/ easier/ advice/ helping/ listening, Advice about finances/ budgeting/ saving

	

L10
	

Improved
	Regular communication, understanding of the disability and needs of the individuals and open to planning and dealing with extra expenses eg. I had to buy new sheets a little while ago
	
Understanding needs/ easier/ advice/ helping/ listening, Contact/ communication/ CAM, Money - amount/ payments

	H10
	Got worse
	I didn't want to go with them, had no say in it
	

	
L20
	
Improved
	
Been easier to talk to and always pay my bills correctly
	Understanding needs/ easier/ advice/ helping/ listening, Money
- amount/ payments

	H10
	Improved
	Not sure
	Unsure



83| P a g e

	H30
	Got worse
	Had to deal with a rude client account manager
	

	
L10
	
Improved
	Over the last year I have finally learned how to ask for extra money if I need it.
	
Money - amount/ payments

	D30
	Improved
	No. They are doing a wonderful job.
	Generally better/ good/ improved

	H10
	Improved
	Life has got better in general.
	Generally better/ good/ improved

	H10
	Improved
	I can feel myself getting better and better at dealing with things
	Generally better/ good/ improved

	
D10
	
Improved
	I have got better with saving money, having a limited amount of spending money has taught me to save.
	
Advice about finances/ budgeting/ saving

	H10
	Improved
	can't really think right now but is has.
	Unsure

	H10
	Got worse
	Very limited communication. There is a communication breakdown. Not happy with it.

	L10
	Improved
	I can't think of anything in particular.
	Generally better/ good/ improved

	D30
	Improved
	More information coming from the PT back to me.
	Contact/ communication/ CAM

	H20
	Improved
	They help me, and make things happen for you.
	Understanding needs/ easier/ advice/ helping/ listening

	L10
	Improved
	My bills now get paid on time.
	Money - amount/ payments

	L10
	Improved
	I don't know.
	Unsure

	H10
	Improved
	Don't know
	Unsure

	H10
	Improved
	More inclined to listen to you
	Understanding needs/ easier/ advice/ helping/ listening

	D10
	Improved
	They help me better
	Generally better/ good/ improved

	D20
	Improved
	They are helping
	Understanding needs/ easier/ advice/ helping/ listening

	H30
	Improved
	lots (but no could not say in what ways)
	Generally better/ good/ improved

	L30
	Improved
	I wouldn't have a clue. They have done everything ok by me.
	Unsure

	L10
	Improved
	Bit of everything has improved for me. Happy with the way its going.
	Generally better/ good/ improved

	
D10
	
Improved
	They have improved and I have more access to funds. I can make more choices and have more responsibilities.
	Understanding needs/ easier/ advice/ helping/ listening, Money
- amount/ payments

	H10
	Got worse
	I would like them to let me get more money.
	

	H10
	Got worse
	I did not sign up for another 3 years. It has been done without my consent.
	

	D10
	Improved
	I'm getting what I want
	Understanding needs/ easier/ advice/ helping/ listening
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	H10
	Improved
	Before I went on the PT I had saved some money but now I am saving
more than I thought I would or could.
	Advice about finances/ budgeting/ saving

	H10
	Improved
	I have a new account manager and things have improved substantially.
	Contact/ communication/ CAM

	H10
	Got worse
	Not working out for me.
	

	D20
	Improved
	na
	Unsure

	H10
	Improved
	I think over phone or email are easier to contact them
	Contact/ communication/ CAM

	L30
	Got worse
	I don't hear from them at all.
	

	L30
	Improved
	Since Mum passed away the PT have helped me.
	Understanding needs/ easier/ advice/ helping/ listening
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[bookmark: 7._How_could_the_Public_Trustee_improve_]7. How could the Public Trustee improve its service to you? (93)

	Branch Code
	Comments
	Key themes

	H30
	They can't I don't like them
	Don't think they could improve

	L10
	The Public Trustees are much better since they changed my account manager.
	No improvements needed/ happy with service

	H30
	I don't really know what is going on. No-one has really told me.
	Contact/ communication/ transparency

	
H30
	Contacting me more often and explaining things more clearly. The last time I saw someone was last week and she told me that she would see me again in six months. A lot can happen in six months.
	
Contact/ communication/ transparency

	H10
	They do a good job
	No improvements needed/ happy with service

	L10
	More regular contact with the account manger to update me
	Contact/ communication/ transparency

	H10
	I am not always the first to hear about their changes.
	Contact/ communication/ transparency

	L20
	Happy at the moment. When I contact them when I need something they usually can help.
	No improvements needed/ happy with service

	H10
	no suggestions - its good
	No improvements needed/ happy with service

	H20
	Give me more money
	Additional money/ payments

	H30
	I would like them to release some of the funds I have for different things that I need.
	Additional money/ payments

	H20
	I would like them to give me more information about my money.
	Financial information/ statements

	
L30
	More communication, I haven't really seen much of them. They must be doing things in the background.
	
Contact/ communication/ transparency

	L10
	I am happy at the moment. Keep going and doing what they are doing.
	No improvements needed/ happy with service

	H20
	They are doing a lot already for me. Very happy with them.
	No improvements needed/ happy with service

	H30
	Don't keep asking questions
	Contact/ communication/ transparency

	
H10
	They could keep me more informed as to what is happening and they should explain everything to me.
	
Contact/ communication/ transparency

	H20
	They ( the Public Trustee) are doing well at the moment with me.
	No improvements needed/ happy with service

	

H30
	I did not employ them in the first place. I would like to know how much longer I am going to be with
them. The locks on my house were changed I believe. My house was sold. Maybe if they contacted me it would be good. Some of my sentimental belongings are missing and I never got them.
	
Contact/ communication/ transparency, Understanding my needs/ empathy/ respect

	L10
	Keep going the same way as they are going now. I like the way they are handling things.
	No improvements needed/ happy with service

	L30
	Happy with the way things are at the moment.
	No improvements needed/ happy with service
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	D10
	They're doing good. I'm saving money and its getting better because of them
	No improvements needed/ happy with service
	

	D10
	Going well at the moment.
	No improvements needed/ happy with service
	

	H10
	I'm Happy
	No improvements needed/ happy with service
	

	D30
	It could give me more money.
	Additional money/ payments
	

	H10
	Let me get more funds
	Additional money/ payments
	

	
H30
	
Contact me more. Keep me more up to date about my finances
	Contact/ communication/ transparency, Financial information/ statements
	

	H10
	I am happy
	No improvements needed/ happy with service
	

	H10
	More money
	Additional money/ payments
	

	
H10
	
Give me more money and explain things to me more
	Contact/ communication/ transparency, Additional money/ payments
	

	D20
	I do not know. Happy with how things are going so far.
	No improvements needed/ happy with service
	

	D30
	Quite happy at the moment.
	No improvements needed/ happy with service
	

	L30
	They have been good to me.
	No improvements needed/ happy with service
	

	H10
	By letting me exit the PT system.
	Independence/ assist with autonomy
	

	H30
	More communication
	Contact/ communication/ transparency
	

	L10
	Pay me at 9am in the morning or 10am.
	Additional money/ payments
	

	D10
	I would like to manage my own budget independently and pay my bills, groceries etc. in the future.
	Independence/ assist with autonomy
	

	L10
	They could talk to me!
	Contact/ communication/ transparency
	

	H30
	Im happy
	No improvements needed/ happy with service
	

	H10
	Listen to their clients more not what they want do to us.
	Contact/ communication/ transparency
	

	H10
	Things are good at the moment.
	No improvements needed/ happy with service
	

	D30
	They are willing to help me.
	No improvements needed/ happy with service
	

	
H10
	Giving me more money and giving me one food voucher every week instead of every day so you can do a big shop
	
Additional money/ payments
	

	H10
	Happy at the moment with things.
	No improvements needed/ happy with service
	

	
H10
	
Treat people with disability better and with respect and get my finances sorted correctly
	Financial information/ statements, Understanding my needs/ empathy/ respect
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	H10
	They need to communicate with me more
	Contact/ communication/ transparency

	H10
	Everything is good at the moment.
	No improvements needed/ happy with service

	H30
	I don't think they can
	Don't think they could improve

	H10
	Give me more money.
	Additional money/ payments

	L10
	If I change something like my email address, work on it more. Also a bit more talking to me
	Contact/ communication/ transparency

	
L10
	
It could tell me how much money I have and keep me better informed.
	Contact/ communication/ transparency, Financial information/ statements

	L10
	Quite happy with the service.
	No improvements needed/ happy with service

	L10
	I don't think they could improve.
	Don't think they could improve

	H10
	Get me out so I can do it
	Independence/ assist with autonomy

	H30
	They've been really good. No suggestions
	No improvements needed/ happy with service

	
H30
	
Nicer communication and not belittling or insulting people, I was called greedy
	Contact/ communication/ transparency, Understanding my needs/ empathy/ respect

	H10
	Be a bit more willing
	Understanding my needs/ empathy/ respect

	D30
	They are already doing a good job.
	No improvements needed/ happy with service

	L10
	Give me a bit moe money
	Additional money/ payments

	



H10
	I was very vulnerable when I first had contact with the PT and was suffering poor mental health. There are things that were discussed that I have no recollection of. For example, I assumed it was a government department and I did not know that I was expected to pay for the service. It they
followed up with me some time after the initial consultation, that would be good. I was not fully aware of my rights.
	


Contact/ communication/ transparency, Understanding my needs/ empathy/ respect

	L20
	No - I'm happy with them
	No improvements needed/ happy with service

	D30
	Give me more money.
	Additional money/ payments

	D10
	I am happy with the way things are going at the moment.
	No improvements needed/ happy with service

	
H10
	I would like to have more money and more communication with my account manager as there are things I need to get when I get home from hospital. I believe I am going home some time next week.
	Contact/ communication/ transparency, Additional money/ payments

	H10
	To help me out a bit more with my money.
	Financial information/ statements

	H20
	I'm happy with the service.
	No improvements needed/ happy with service

	L10
	Nothing but some more money might be nice.
	Additional money/ payments




	H10
	I would like them to teach me more about how to budget my money.
	Financial information/ statements

	L10
	No i am very happy with them
	No improvements needed/ happy with service

	L30
	They are doing what they can.
	No improvements needed/ happy with service

	H10
	No issues.
	No improvements needed/ happy with service

	D10
	Start giving me a bit more freedom.
	Independence/ assist with autonomy

	D10
	End it !If i could be released.
	Independence/ assist with autonomy

	L10
	Keep going as they are.
	No improvements needed/ happy with service

	H20
	Nothing at the moment. Happy with the way things are.
	No improvements needed/ happy with service

	
H10
	I would like them to have more to do with me and visit me regularly to talk to me and organise things to make life better for me. Have only seen them once in 6 months.
	
Contact/ communication/ transparency

	L10
	They could allocate me some more funds.
	Additional money/ payments

	H10
	Allow me to access more money.
	Additional money/ payments

	

H10
	Change the order and give me my pension back and savings. I only get small amounts of money and
cannot manage on that. I would like to be listened to. It is wrong what is happening. I want to be listened to.
	Additional money/ payments, Independence/ assist
with autonomy, Understanding my needs/ empathy/ respect

	L10
	It seems the older I get the less money I get. I would like to have more money.
	Additional money/ payments

	H10
	Nothing I can think of. Stay the same as it is.
	No improvements needed/ happy with service

	
H10
	Leave it as it is I'm happy with them. Just sometimes communication can be a bit sketchy at times like when swapping CAMS.
	
Contact/ communication/ transparency

	
L30
	
I would like to know when my spending money will arrive and on what dates.
	Contact/ communication/ transparency, Financial information/ statements

	H10
	If I had more financial freedom that would be nice.
	Independence/ assist with autonomy

	H30
	Let me out! let me go home!
	Independence/ assist with autonomy

	H10
	It's not working out for me and I want to end the PT looking after my finances.
	Independence/ assist with autonomy

	D10
	When I call they are not available most times
	Contact/ communication/ transparency

	H10
	It's been pretty good - nothing to mention
	No improvements needed/ happy with service

	H10
	I'm happy with what they do for me
	No improvements needed/ happy with service

	H30
	If I call, I would like instant satisfaction and gratification.
	Contact/ communication/ transparency
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	L30
	I would like to hear from them
	Contact/ communication/ transparency

	
L30
	Different people have moved on, very happy now with the trustee and the person that now deals with me directly. Also, my family are happy with the service to me.
	
No improvements needed/ happy with service

	L30
	To call me up and ask questions
	Contact/ communication/ transparency
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[bookmark: Verbatims_-_Support_Network]Verbatims - Support Network


[bookmark: SNs1._Satisfied_with_way_the_PT_supports]SNs1. Satisfied with way the PT supports with financial aﬀairs (6)

	BranchCode
	
	Comments
	Rating

	H30
	
	'Client' is non verbal
	5 Strongly Agree

	H10
	
	PT whenever contacted or talk to, have a good understanding of the client and can provide good insights as to whether specific purchases should be immediate or can wait a while.
	5 Strongly Agree

	D30
	
	partly agree
	3 Neutral

	H30
	
	It is a worry. I do not know where the money is going. Do not know how much money she has.
	2 Disagree

	H10
	
	The PT control everything 'client' does and do not seem to understand his needs. He is always at my house wanting more money for food, etc.
	2 Disagree

	D10
	
	Public Trustee have taken over everything. They took $10,000, unaccounted for and dad is in arrears at
. He got a dishonour from the bank and bills are not getting paid.
	1 Strongly Disagree
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[bookmark: SNs2._Overall,_I’m_satisfied_with_the_wa]SNs2. Overall, I’m satisfied with the way the PT communicates (11)

	BranchCode
	Comments
	Rating

	H10
	They don't communicate with 'client' directly
	DK/NA

	L20
	PT don't communicate with 'client' directly
	DK/NA

	D10
	They don't contact him much.
	DK/NA

	D30
	always easy to communicate with the contacts at the PT
	4 Agree

	H10
	Staﬀ communicate on her behalf because of cognitive impediments.
	3 Neutral

	H30
	There is not a lot of communication. It is a concern.
	2 Disagree

	H10
	Would like to have more communication about what is being purchased for 'client'. Just a simple courtesy call would be good.
	2 Disagree

	H10
	they don't communicate with her
	2 Disagree

	L30
	PT don't communicate directly with my son
	2 Disagree

	D10
	Dad is blind. There has been very little or no communication from the Trustees.
	1 Strongly Disagree

	H10
	They do not communicate with either of us at all. 'Client' is non verbal with schizophrenia.
	1 Strongly Disagree
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[bookmark: SNs3._Overall,_I’m_satisfied_with_...'s_]SNs3. Overall, I’m satisfied with ...'s client account manager (5)

	BranchCode
	Comments
	Rating

	H10
	They keep changeing on us.
	4 Agree

	D30
	don't know who the CAM is
	4 Agree

	H30
	I am her account manager as I am her husband and have been for 60 years.
	2 Disagree

	D10
	I believe it is Danelle Griﬀin. Have seen her once only. The process has not been a good one.
	1 Strongly Disagree

	H10
	She does not communicate with me enough
	1 Strongly Disagree





[bookmark: SNs4._Overall,_I_feel_that_the_PT_unders]SNs4. Overall, I feel that the PT understands financial needs (5)

	BranchCode
	[image: P5672C2T81#yIS1]	Comments
	Rating

	H10
	PT looks after her money - clothing, bedding whatever she needs money for, this definitely helps her as
                       she does not understand money or have the ability to manage her money.	
	5 Strongly Agree

	D30
	very flexible with extra funding for additional requirements or needs
	5 Strongly Agree



	D30
	It has been a journey to get to where we are now
	4 Agree

	H10
	To do with Tascat. there is no provisions for financial gifts to family members. She traditionally has made gifts
                       to her children but the Public Trustee refused to allow it	
	2 Disagree

	D10
	Bills are not being paid.
	1 Strongly Disagree
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[bookmark: SNs5._Overall,_I_find_the_Public_Trustee]SNs5. Overall, I find the Public Trustee to be accessible (4)

	BranchCode
	Comments
	Rating

	H10
	It wouldn't be 'client', it would be me or my daughter dealing with them
	DK/NA

	H20
	not in contact
	DK/NA

	D30
	'Client' is able and can call PT directly
	4 Agree

	D10
	Never hear from the Public Trustee. Not very accessible at all. My father is blind and has dementia so quite difficult to access Public Trustee. There has been no communication. Things have been taken away. I used to be
dad's administrator and now things are just in limbo. Everything was taken off me.
	2 Disagree




[bookmark: SNs6._Overall,_I’m_satisfied_with_way_th]SNs6. Overall, I’m satisfied with way the staﬀ at PT treat ... (2)

	BranchCode
	Comments
	Rating

	H10
	They don't treat 'client' directly
	DK/NA

	

L30
	PT manages financial affairs. If it is necessary to upgrade or replace service cards or concession cards with Centrelink for example and as parents we are not in a position to do that as PT have legal responsibility for that, they don't show any interest unless they receive financial remuneration for tasks. They never ask to see him - only time they do is when they need to have a review. There would be cases where they are responsible for the day to day welfare of clients. If they don't see it as a financial matter, PT are reluctant to follow up with those
	

DK/NA
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[bookmark: SNs7._Things_have_improved_since_the_PT_]SNs7. Things have improved since the PT has become involved (10)



	BranchCode
	Comments
	Rating

	H20
	unaware
	DK/NA

	
H10
	
When her money was provided by family previously, it was insufficient to allow her to live appropriately.
	
5 Strongly Agree

	H10
	In relation to the management of the client's money
	4 Agree

	L30
	no real change - going along as it always has done
	3 Neutral

	H30
	Things are just the same
	2 Disagree

	H10
	They do not allow him enough money for a good standard of life.
	2 Disagree

	
L10
	As client's carer / parent I made some decisions that he wanted me to do, that caused the PT to get involved and now neither 'client' or I have any control.
	
2 Disagree

	
H10
	
I never wanted the public trustee for him. I went to the Public trustee on the Bank's advice and now he cant get out of it
	
1 Strongly Disagree

	D10
	Bills have not been paid. Things are becoming worse.
	1 Strongly Disagree

	
H10
	The management of her finances is very restrictive and if we had known beforehand we would never have gone with them
	
1 Strongly Disagree
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[bookmark: SNs8._Satisfied_with_the_support_PT_prov]SNs8. Satisfied with the support PT provides become independent (8)

	BranchCode
	Comments
	Rating

	H30
	'Client' is declining since she had a fall
	DK/NA

	L30
	He is not independent financially, he needs help
	DK/NA

	H30
	I would like her to be handling her own aﬀairs
	2 Disagree

	H10
	It is not really an aim for him to become financially independent.
	2 Disagree

	L10
	PT got involved and now neither my son or I have any financial control.
	2 Disagree

	L30
	That won't happen - he can't manage financial decisions
	2 Disagree



	H10
	He can never become financially independent
	1 Strongly Disagree

	H10
	She is in no way financially independent
	1 Strongly Disagree
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[bookmark: SNs9._The_Public_Trustee_acts_in_...'s_b]SNs9. The Public Trustee acts in ...'s best interests (4)

	BranchCode
	Comments
	Rating

	D30
	I believe so
	4 Agree

	H30
	We do not know what is going on. When we get a bill we do not know where her money is going.
	2 Disagree

	L10
	They're not listening to us or 'client', they are too controlling.
	2 Disagree

	D10
	Bills are not being paid.
	1 Strongly Disagree




[bookmark: SNs10._Satisfied_with_way_PT_treated_whe]SNs10. Satisfied with way PT treated when first became client (1)

	BranchCode
	Comments
	Rating

	H10
	I never wanted it to happen. They treated me like a fool. I got angry and upset.
	1 Strongly Disagree
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[bookmark: SNs11._Overall,_I’m_satisfied_with_the_s]SNs11. Overall, I’m satisfied with the service provided by PT (6)

	BranchCode
	Comments
	Rating

	H10
	I never wanted his finances to be managed by the Public Trustee
	DK/NA

	L10
	Except fo their inclination to control it to much.
	4 Agree

	H10
	Bills are not getting paid.
	3 Neutral

	D30
	They could have done things better
	2 Disagree

	H10
	Communication is virtually non existent.
	2 Disagree

	D10
	There is no service.
	1 Strongly Disagree
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[bookmark: SNs12._I_would_recommend_the_Public_Trus]SNs12. I would recommend the Public Trustee to others (13)

	BranchCode
	Comments
	Rating

	
H10
	
If clients are struggling to manage finances, PT are able to make life easy and manageable for them.
	
5 Strongly Agree

	D30
	easily accessible
	5 Strongly Agree

	H10
	When they change account manager we need to know
	4 Agree

	L30
	without knowing other services available
	4 Agree

	D30
	Always able to get hold of someone at PT when it required
	4 Agree

	H20
	Dependent case by case basis
	3 Neutral

	
H20
	Their communication with me as his carer is not very good. They did not make contact with me for 3 years despite me trying to contact them in my role as guardian and carer.
	
2 Disagree

	H10
	It is too early yet to tell. Only been with them for a short time.
	2 Disagree

	D10
	Because of the bad experience we have had I would not recommend Public Trustee.
	2 Disagree

	H10
	No. There is no communication and PT is controlling.
	2 Disagree

	H10
	Not really didn't want this for my partner.
	2 Disagree

	D30
	They have to be more client orientated
	1 Strongly Disagree

	L10
	No they are not listening to us or 'client', they are too controlling than they should be.
	1 Strongly Disagree
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[bookmark: SNs13._Someone_not_able_manage_money,_PT]SNs13. Someone not able manage money, PT would be first choice (10)

	BranchCode
	Comments
	Rating

	H10
	Definitely my first choice.
	5 Strongly Agree

	



L10
	We have multiple people with mental health issues - we have experienced family members who have sweet talked their family member and stripped accounts of funds they could access. Due to brain injuries - we have put our facility phone number in their wallet in case they ever need any support, they know they have that number and can call us at any time. One client had to steal his wallet from his sister to call us for assistance.
That client was unable to buy a ticket to purchase a plane ticket to return to Tasmania. The staff at the facility arranged for that client to return to Tasmania. The facility manager then took the client to PT to have everything organised. As some clients are manipulated by family members and unable to navigate their way out of some situations.
	



5 Strongly Agree

	H30
	Second to family if that was possible
	4 Agree

	L20
	I don't know who else would do it
	4 Agree

	D20
	Because of their past history
	2 Disagree

	H10
	I have heard nothing but bad stories about the PT and my son is in a rut with them.
	2 Disagree

	H10
	Not mine / not my idea. We feel we were pressured into it.
	2 Disagree

	L10
	Because they control it for their priorities not for client.
	2 Disagree

	D30
	I wouldn't know who to recommend
	1 Strongly Disagree

	D10
	Not a good choice.
	1 Strongly Disagree

	L10
	No they are not listening to us or 'client', they are too controlling than they should be.
	1 Strongly Disagree
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[bookmark: SNs15._PT’s_staﬀ_provide_explanations_wh]SNs15. PT’s staﬀ provide explanations when decline requests (6)

	BranchCode
	Comments
	Rating

	H20
	We never really hear from them except at the end of a financial year when I have to provide evidence of his income and expenses, etc.
	DK/NA

	L20
	Nothing has been declined
	DK/NA

	L30
	haven't declined anything that has been requested
	DK/NA

	H30
	They do not communicate very much at all.
	2 Disagree

	D20
	Not to my satisfaction
	2 Disagree

	L10
	I think so - although we have a client who has started to be provided with unusually substantial additional funds by the PT. Staff at our facility are concerned that those additional funds have been shared with his brother who has spent all of his family inheritance. Patterns of spending have changed significantly and we are unsure if the PT staff have picked up on that change of spending, as the additional money appears to continue to come
through. We know that the client in concern, has not been spending that additional money on his own requirements.
	1 Strongly Disagree
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[bookmark: SNs16._The_Public_Trustee’s_role_has_bee]SNs16. The Public Trustee’s role has been made clear to me (3)

	BranchCode
	Comments
	Rating

	D10
	There has been no communication. I am confused. There needs to be more communication with the family from Public Trustee.
	2 Disagree

	L30
	I don't think that has happened
	2 Disagree

	H20
	not really
	2 Disagree



102 | Page

[bookmark: SNs17._I_know_who_to_contact_for_my_quer]SNs17. I know who to contact for my queries (4)

	BranchCode
	Comments
	Rating

	D30
	folder is available with all contacts if the requirement to contact PT for anything
	4 Agree

	L10
	I don't know who to contact but I think it's in the file.
	2 Disagree

	L30
	I do not know.
	2 Disagree

	D10
	I wouldn't know who to ring.
	2 Disagree
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[bookmark: SN6._Over_the_past_year,_has_the_service]SN6. Over the past year, has the service improved or got worse? (18)

	BranchCode
	Answer
	Comments
	Why improved

	
H30
	
Improved
	His needs are all being met since the public Trustee become involved. Before that he was in a vulnerable state.
	
Understanding needs/ easier/ advice/ helping/ listening

	H20
	Improved
	Not sure how
	Other

	L10
	Improved
	Because they help make more decisions for 'client'.
	Understanding needs/ easier/ advice/ helping/ listening

	D20
	Improved
	Her finances are being handled well.
	Other

	D30
	Got worse
	Their financial integrity is questionable in other cases.
	

	
H30
	
Improved
	Initially there were some things to sort out but now it is going very smoothly and I don't need to call them. They have taken a great load off my shoulders.
	
Generally better/ good/ improved

	D20
	Improved
	Communication is better
	Contact/ communication/ CAM

	H20
	Improved
	Because I'm involved now
	Other

	D10
	Got worse
	It has been a nightmare. Meercroft has not been paid. Owe $10,000
	

	L10
	Improved
	More communication with 'client'
	Contact/ communication/ CAM

	
H10
	
Got worse
	Initially found the case manager insinuated the kids had taken financial advantage of her. We had to make written declarations in response. Also when her son passed away the public trustee advised that belonging be thrown away before the family had a chance to decide.

	
D30
	
Improved
	I think that they are more person centred now, than what they have been in the past.
	
Understanding needs/ easier/ advice/ helping/ listening

	H10
	Improved
	Pretty quick in answering my questions they make regular visits.
	Contact/ communication/ CAM

	H10
	Got worse
	Less and less communication with me. I don't know what they are doing or why.
	

	H20
	Improved
	They are doing more for them
	Generally better/ good/ improved

	
L30
	
Improved
	I work in closely with PT - their service is very efficient, they communicate well and I will always recommend them to others.
	
Contact/ communication/ CAM

	L30
	Improved
	It's the best it been. It's easier to communicate with The PT
	Contact/ communication/ CAM

	D10
	Improved
	It takes the stress off 'client' and gives him independence
	Understanding needs/ easier/ advice/ helping/ listening
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[bookmark: SN7._How_could_the_Public_Trustee_improv]SN7. How could the Public Trustee improve its service to you? (45)

	BranchCode
	Comments
	Key themes

	D30
	Seems to be going well. Happy with the way things are. Keep going.
	No improvements needed/ happy
with service

	H30
	I do not know. Maybe communicate more in regards to how much money is available etc.
	Communication/ contact, Finances/
statements

	
H30
	Nothing I can think off. I have been involved with the Public Trustee for the last 8 years and I have been very happy with the service they provide to clients.
	No improvements needed/ happy with service

	H30
	They could visit more frequently and communicate more frequently.
	Communication/ contact, Visits to
clients/ meetings/ access to CAM

	H10
	The issue of not being told when the account manager has changed is the only issue and it has arisen with several clients
	Change in CAMs/ staff

	H20
	Make more contact with us.
	Communication/ contact

	
H20
	
so far so good
	No improvements needed/ happy with service

	H10
	No complaints
	No improvements needed/ happy
with service

	L10
	They help her make her individual decisions.
	No improvements needed/ happy
with service

	
L30
	
We are very satisfied. They answer emails etc
	No improvements needed/ happy with service

	H10
	I believe an open conversation needs to be had to touch base to discuss 'client' and what we need. Have not had much interaction with the
Trustees so far.
	Communication/ contact,
Understanding clients needs/ abilities

	
D20
	
Cannot think of anything. 'Client' has not gone without anything that I know of since the Public Trustee has become involved.
	No improvements needed/ happy with service

	L30
	I'm happy
	No improvements needed/ happy
with service

	D30
	Be more client focus.
	Understanding clients needs/ abilities

	
D20
	A greater understanding of what the NDIS do not cover would be helpful for me. There are a lot of cuts happening at the moment and this will affect 'client' considerably.
	
Other

	D30
	Nothing comes to mind. Everything is going satisfactorily at the moment and no issues.
	No improvements needed/ happy
with service

	H10
	More information around everything
	Communication/ contact

	D30
	If the PT had contacted the next of kin when they became involved. That would have been better.
	Communication/ contact

	H30
	nothing- they are doing everything well
	No improvements needed/ happy
with service

	
D20
	
No they are doing a good job.
	No improvements needed/ happy with service
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	H20
	To keep the same client account manager as long as possible to do a detailed hand over if they change
	Change in CAMs/ staff

	
L30
	
Nothing. Happy with the way things are going at the moment.
	No improvements needed/ happy with service

	D20
	Communicate more
	Communication/ contact

	D10
	Pay dad's bills and communicate more with the family. Keep the family in the loop with what is going on.
	Communication/ contact, Payments/
bills

	
H10
	
don't think there is anything. it's all working well for 'client'
	No improvements needed/ happy with service

	D20
	Could send out statements on a regular basis without me asking for them
	Finances/ statements

	L20
	They do a good job. No suggestions
	No improvements needed/ happy
with service

	H10
	Listen to what family are saying
	Communication/ contact

	D30
	They are on a really good path at then moment .
	No improvements needed/ happy
with service

	H10
	They could communicate with me more and advise what is happening with 'client' and why they take the actions they do.
	Communication/ contact

	
D10
	
Keep the communication up and keep supporting 'client' when things get tricky for her.
	Communication/ contact, Understanding clients needs/ abilities

	H30
	We are happy right now.
	No improvements needed/ happy
with service

	L30
	It's all about the communication at the end at the day so clear communication, transparency is the best thing to help 'client'.
	Communication/ contact

	
H10
	
Better communication please. Stop changing the CAM please.
	Communication/ contact, Change in CAMs/ staff

	

H10
	Whenever support staff call to explain the financial situation of a client, we require the PT to provide efficient assistance when we need to re-organise or arrange respite. When the client needs extra money - for her to have fun - often not enough money is provided and the time to
arrange payments or top-ups could be faster.
	Finances/ statements, Payments/ bills, Other

	H10
	They are doing their job well.
	No improvements needed/ happy
with service

	L10
	Let go a bit of control. It makes it hard for 'client'.
	Understanding clients needs/ abilities

	H10
	Unsure if this happens for all clients, although every 2-3 months check in for all residents - advise if there is money available to spend.
	Communication/ contact, Finances/
statements

	

L10
	Not a lot of change or interaction required with the client who is unable to communicate sufficiently with PT. The staff at the facility are the middle people - we relay information to client in a format they can understand without getting stressed or upset. It is important to use the office staff to relay information to the client.
	Understanding clients needs/ abilities, Other

	L30
	I think they are achieving and providing a great service to supporters and clients. Comparing their service to interstate services - they are really
providing great communication and service.
	No improvements needed/ happy
with service

	L30
	At the moment things are going ok - although only as we have spoken up
	No improvements needed/ happy
with service

	L30
	Not sure- keep the communication open.
	Communication/ contact
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D30
	
PT to visit and chat with the client and team leader to understand the needs or requirements of the client
	Understanding clients needs/
abilities, Visits to clients/ meetings/ access to CAM

	D10
	It's fine as is.
	No improvements needed/ happy
with service

	D30
	The client is a challenging case - it will never be perfect and PT are doing their best
	No improvements needed/ happy
with service
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*They e doing good. I'm saving money and its getting better
because of them.”

Represented Person.

*I have been involved with the Public Trustee for the last 8
years and | have been very happy with the service they
provide to clients.”

Support Network.

"Keep going the same way as they are going now. | like the
way they are handling things."

Represented Person.

*Ithink they are achieving and providing a great service to

supporters and clients. Comparing their service to interstate

services - they are really providing great communication and
service.”

Support Network.

"Happy at the moment. When | contact them when | need
something they usually can help.”

Represented Person.

*Different people have moved on, very happy now with the
trustee and the person that now deals with me directly. Also,
my family are happy with the service to me.”

Represented Person.
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