True Colours Report Whiddon

Consumer snapshot

Award-winning care
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Our Client satisfaction with Compliments and
Clients our services complaints trends

Whiddon monitors compliments
and complaints every month
and has a robust consumer
feedback mechanism

12 months period
July 21 - June 22

Levels of complaints and compliments are
very low across the year. Complaints mainly
relate to scheduling challenges and have been
exacerbated by Covid and staff shortages.
Compliments relate to quality of staff, care and
services.
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Consumer engagement

Over the period
July 2021 - June 2022 we ran
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satisfaction and Oneonone
feedback surveys interviews with
These were the annual customer clients as part
satisfaction survey, consumer feedback of our annual
on Coordinator restructuring, and LIFETIME study

individual engagement on scheduling
feedback (see complaints).

Engaging consumers to understand how to improue
client experience and services is important at Whiddon.
Engagement methods include surveys, interviews,
strategic planning workshops and board and client
engagement groups.

Consumer snapshot

Measuring Quality of Life

We are developing innovative
tools to measure quality of life
outcomes.

Every year we measure whether
our services have improved client
quality of life.

Whiddon

Award-winning care
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Relationship based care

94%

This is the score for our relationship
based care (RBC) index.

Whiddon’s award winning relationship based care
program is very important to ensuring tailored care
with continuity of staffing for all our clients. Every
year we measure our RBC index, where clients rate
us against a number of RBC measures. This year our
index went up by 4% , which is a great sign in a very
challenging year.

& 100%

of clients surveyed rated their
relationship with their team of care
workers as either Good or Very Good.




