True Colours

P - Consumer Report

Home Care | 2025 - 2026

Our True Colours Reports aim fo provide honest and easily understandable insights into our performance across client satisfaction, governance, workforce, and quality care.
Our Home Care Consumer Report compiles feedback from clients and their families through our Satisfaction Surveys and Advisory Bodies.
In our 2025 - 2026 Annual Survey, 25% of clients and 21% of families participated.
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What can What we're doing
we do better? to improve

€263%

We restructured our scheduling and
service coordination teams based on
your feedback, and both clients and M::":?;T;r
families are already noticing the [y
say we support them to stay
socially connected

difference through our Community

Client Experience

of Kin Experience

Customer Satisfaction index

8% ¥

Family Satisfaction has dipped
| slightly in the last 12 months,
v comparing 83% last year in the

last 12 months.

Customer Satisfaction index

1%®

I\, Client Satisfaction has seen an
l increase over the past 12 months,
comparing to 85% last year.
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Advisory Body (CAB).
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We're supporting clients and families

through the move to the new Support A
at Home program, including dedicated

|
education sessions, clearer financial ‘ J\/T

statements, and improved guidance
on how fo raise a concern or make

Relationship Based Care

(o) agree carers have the
/o right skills

Relationship Based Care 3 complaint.
. . say the same familiar people agree we have provid'ed suppqr'r to 4
93% Vel el ez 81% care for their loved one resume normal social activities 4
with our carers . -
Client research is informing our On
Ml ------=c=cSss-c=ssssosss=sooss=o0 X ,' ------------------------- ‘. reablement programs, including Dossy ~
: agree carers know them o rate Thelr I.ovefi one's : : and Telehealth, and shaping the design )
: O/ well & are responsive 4 /o relaflons.hlp with our : Bllllng & Compllance ' of new Allied Health offerings for Home
- o to their needs carers highly T T T e ‘ Care clients.

Quality of Life & Independence

87% 82%

[
We've introduced dedicated buses
across a number of our services, giving

clients greater access to social activities
and their communities.
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Quality of Life & Independence
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: Happy living feel quality of  feel supported feel that their loved feel their loved one understand know how

. at home with life is fo live one is happy living is supported to live monthly fee to make We're expanding the Family Portal to

: the support improved independently at home with the independently statements a complainT improve communication and engagement AT%yaCare
. of Whiddon N support of Whiddon . «  between clients, families, and our teams.




