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Learner engagement and employer satisfaction surveys 

 

RTO No. RTO legal name 

4687 

 

Box Hill Institute of TAFE 

 

1. Survey response rates 

 

 Surveys issued (SI) Surveys received 
(SR) 

% response rates  

= SR *100 / SI 

Learner 
engagement 

10,072 997 8.89 

Employer 
satisfaction 

872 93 10.7 

 

Trends of response statistics: 

 which student/employer cohorts provided high/low response rates 

 how did response rates compare with previous years (if applicable) 

Overall response rates for both employers and students by cohort reflected the 
proportions within both surveyed groups, with a good increase in responses for the LQ 
compared with last year and a slight decrease in responses for the EQ. 

When compared with the previous year, the responses from students in Building and 
Furniture, Business, Design, and Hospitality increased as a proportion of total 
responses, while the proportion of students responding from Library and Computer 
studies, Automotive and Health and Community Services courses fell slightly.   

We also observed a slight fall in the proportion of responses from Automotive, 
Engineering, Electrical, and Hairdressing trades employers, together with slight 
increases in the proportion of responses from Building Trades, Health and Community 
Services, and Hospitality sector employers.  

 

 

2. Survey information feedback 
 

What were the expected or unexpected findings from the survey feedback? 

Learner survey results were almost exactly identical to last year, with a 0.1 increase in 
overall satisfaction. There was a good increase in clear expectations, and a similar 
decrease in training resources. All other scales were within 0.2 of last year’s result. 

Employer survey results show a comparative decline across all scales with the exception 
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of “overall satisfaction” which has markedly improved. In 2012 the latter was markedly 
below the all scales average and all other scales individually, whereas in 2013 it is in fact 
higher than the all scales average by 2 points and the highest result of any scale with the 
exception of “trainer quality”.  

 

What does the survey feedback tell you about your organisation’s performance? 

Learner satisfaction remains largely unchanged or slightly improved. 

Employer satisfaction has declined, which is of concern and will be the focus of attention 
in the coming 12 months. 

 

3. Improvement actions 

 

What preventive or corrective actions have you implemented in response to the feedback? 

We have targeted action plans for each teaching area as a result of feedback from 
associated course evaluations, which are based on the LQ. 

In addition, we have developed a customer retention action plan which details specific 
responses to key feedback from the LQ, course evaluations and other learner satisfaction 
surveying. 

We have identified specific customer requirements for employers and have a strategic 
model for improving customer management for employers of apprentices. 

In addition, we are currently rolling out a new CRM. 

We will also tailor a series of targeted employer surveys to make better sense of the 
feedback. 

 

How will/do you monitor the effectiveness of these actions? 

Our internal course evaluation model is based on the same scales and questions as the 
LQ, and we use this to monitor at more regular and granular level the ongoing satisfaction 
of our learners. 

Our customer retention action plan incorporates actions identified as a result of both 
course evaluations and the LQ, and the associated committee will monitor progress. 

We will monitor employer satisfaction at a more granular level through the adoption of 
new and tailored surveys of employers. 

 

 


