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In March 2013 Arts NSW surveyed 600 individuals who had contact with Arts NSW 
staff during the calendar year of 2012. The survey was sent to all applicants to the 
Arts Funding Program in 2012, key contacts of the Infrastructure branch and 
assessment panel members.  

Introduction 

 
Although the survey was designed to gain feedback from a wide range of Arts 
NSW’s clientele, the vast majority of survey recipients were applicants to the Arts 
Funding Program. Accordingly, the survey was divided into two parts - the first 
section targeted all clients and sought to gain general feedback about contact with 
Arts NSW staff, while the second section was designed to gain feedback on the Arts 
Funding Program. Questions in this second part sought to gain feedback about the 
application process, the assessment of grants and the acquittal process.   
 
Out of a total of 600, 175 responses were received, which represents a response 
rate of almost 30%. Of these, 148 respondents provided specific feedback on the 
Arts Funding Program by completing the second part of the survey.  
 
The survey was advertised on the Arts NSW website and in the e-newsletter and 
was open for two weeks from 25 March to 8 April 2013.  
 
Survey respondents 
By far the largest group of respondents (57.1%) were representatives of arts 
organisations. Just over 20% of recipients worked for government agencies, the vast 
majority of whom were from local government agencies. The survey also attracted 
responses from small numbers representatives of peak bodies and academic 
institutions. Approximately 5% of those who responded to the survey were individual 
artists.  
 
The majority of respondents identified as arts professionals, including over 50% who 
were general managers or directors. The survey also captured responses from small 
numbers of project/program co-ordinators, volunteers, project proposers, marketing 
managers, board members and educators.  
 
Most respondents claimed to have had long-term contact with Arts NSW, with over 
60% having had contact with Arts NSW over the past ten years, and a further 30% 
having had contact with Arts NSW for more than ten years. Less than 10% of the 
individuals surveyed were new clients who had only contacted Arts NSW only in the 
past year.  
 
Respondents were also asked to specify the frequency of contact with Arts NSW 
staff. The response to this question was mixed, with almost 45% stating they had 
been in contact with Arts NSW between one and five times, and the remainder 
stating they had been in contact with Arts NSW staff more than five times. Most 
contact was initiated by the client, but just over 35% reported that Arts NSW staff 
had contacted them. 
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Reason for contact 
A large proportion (93%) of survey respondents contacted Arts NSW in relation to 
funding enquiries. Interestingly, as the question asked that respondents tick more 
than one box if applicable, the data shows that many of the respondents who 
contacted Arts NSW in relation to a funding enquiry also had contact with Arts NSW 
staff for other reasons. A detailed breakdown of the reasons for contact is shown in 
Figure 1.  
 
 

Reasons for contact Response 
Percent 

Response 
Count 

Arts Funding Program/funding enquiry 93.1% 163 
Policy consultation and development 21.1% 37 
Arts and education projects 19.4% 34 
Community projects 14.9% 26 
Regional development 17.1% 30 
Creative hubs 8.0% 14 
Aboriginal Arts and Culture 17.7% 31 
Arts and Disability 13.7% 24 
General information, publications or other resources 13.1% 23 
Assessment panel enquiry from a panel member 12.0% 21 
Lease, tenancy or infrastructure issue 11.4% 20 
Sector meetings 11.4% 20 
Tenancy enquiry 5.7% 10 
Partnerships 5.7% 10 
Fellowship, Scholarship or Award 5.7% 10 
Seeking promotion of event or activity 5.1% 9 
Research projects 3.4% 6 
Cultural Facilities Directory 2.3% 4 
Board meetings 0.6% 1 
Total answered question 175 

          Figure 1 
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Part 1: General feedback  
 
Quality of information and service provided 
Overwhelmingly, clients reported high levels of satisfaction in response to questions 
about the quality of information and service provided by Arts NSW staff. 97% of 
respondents found Arts NSW staff to be professional or very professional in their 
interactions, and 81% described staff as helpful. As shown in Figure 2 below, the 
majority of survey recipients (70.9%) answered positively that they had received 
advice or information from an Arts NSW staff member that answered the purpose of 
their inquiry. A further 23.3% answered “mostly” to this question, and only 5.8% 
answered “no”.  

 

 
 

                Figure 2 
 
This high level of satisfaction is consistent with more detailed feedback that was 
received about the quality of service provided by Arts NSW staff: 
 

• 91.9% agreed or strongly agreed that the information provided is useful, 
relevant, well presented and easy to understand. 8% disagreed, and only 
1.7% strongly disagreed.  

• 90.2% agreed or strongly agreed that Arts NSW staff demonstrated the ability 
to communicate clearly and effectively. 6.9% disagreed, and only 2.3% 
strongly disagreed.  

• 88.8% agreed or strongly agreed that Arts NSW staff demonstrated the ability 
to understand the issue being raised. 5.9% disagreed, and only 1.2% strongly 
disagreed.  

• 80% of respondents agreed or strongly agreed that Arts NSW kept the client 
informed of the progress of the issue being raised. 16.7% disagreed with this 
statement. 

• 78.4% agreed or strongly agreed that Arts NSW staff demonstrated the ability 
to resolve the issue being raised. 12.3% disagreed, and 3.5% strongly 
disagreed.  
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Part 2: Feedback on the Arts Funding Program 

Sources of information on the Arts Funding Program 
Approximately 70% of respondents to the survey indicated that they knew of the Arts 
Funding Program because they had received funds in the past or were long term 
clients. Approximately 65% of clients found out about the Arts Funding Program from 
the Arts NSW website. A high proportion of clients surveyed also identified email and  
funding information sessions as sources of information. A full breakdown of the 
range of ways in which respondents found out about the Arts Funding Program is 
shown in Figure 3. 
 

How did you find out about the Arts Funding 
Program? 

Response 
Percent 

Response 
Count 

Arts NSW website 66.2% 96 
Received funds in the past  46.9% 68 
Email 38.6% 56 
Industry knowledge  35.2% 51 
Long term client 22.8% 33 
Funding information session 18.6% 27 
Word of mouth 18.6% 27 
ArtsHub 9.0% 13 
Meeting with senior Arts NSW staff 16.6% 24 
Other funding agencies 5.5% 8 
Direct contact from the administrators of a previous 
funding program 

4.1% 6 

Community colleagues 4.1% 6 
Local Regional Arts Development Officer 3.4% 5 
Industry-related material 2.1% 3 
Print media 2.1% 3 
Regional Conservatoriums 1.4% 2 
Mail 1.4% 2 
Google 1.4% 2 
Australia Council 0.7% 1 
Total answered question 145 

          Figure 3 
 
The survey included a question on how clients would like to receive future 
correspondence and information on the Arts Funding Program. 93.8% of clients 
surveyed would prefer to be contacted by email. Approximately 25% indicated a 
preference to receive information via the e-newsletter, and another 25% indicated 
they would like to receive information via the website. Approximately 8% had a 
preference for receiving information by phone.  

Online application system 
The vast majority of clients who applied to the Arts Funding Program used the online 
application system, with only 22 out of 148 reporting that they did not use it. Of those 
who replied that they did not use the online application system, in most cases it was 
because it was not required or not applicable.  
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• Overall, 71.9% agreed or strongly agreed that the structure and content of the 
online application system was clear, convenient and easy to use; and only 
approximately 10% disagreed 

• 81% agreed or strongly agreed that the sections on how to apply and eligibility 
were clear and easy to understand. 8.5% disagreed, and 0.7% strongly 
disagreed.  

• 84.4% agreed or strongly agreed that the sections requiring general 
information about the organisation applying for the grant were clear and easy 
to complete. 6.4% disagreed, and 0.7% strongly disagreed.  

• 69.5% agreed or strongly agreed that the content regarding project summary; 
project information; and audience development, participation and benefits 
were clear and easy to complete. 18.4% disagreed, and 2.8% strongly 
disagreed.  

• 62.7% agreed or strongly agreed that the delivery plan template (which 
required applicants to describe key activities and identify KPI’s) was clear and 
easy to use. 23.2% disagreed, and 3.5% strongly disagreed.  

• 66.2% agreed or strongly agreed that the budget template was clear and easy 
to use. 16.9% disagreed, and 6.3% strongly disagreed.  

• 73.1% agreed or strongly agreed that the organisation capacity section was 
clear and easy to use. 14.2% agreed, and 1.4% strongly disagreed.  

 
Information about the application process 
In a question asking respondents to specify the main sources of information used in 
completing their application, approximately 75% indicated that they were able to 
complete most of the application independently, which shows that most clients found 
the application form easy to use and understand. 
 
The question asked respondents to tick more than one box if applicable. 
Approximately 50% indicated that they had consulted the guidelines during the 
application process. Almost a third had contacted Arts NSW staff for information, and 
almost 20% indicated that they had consulted the Arts NSW website. Almost 30% 
reported that they had attended an Arts Funding Program information session or 
other community consultation.  
 
Funding guidelines 
Feedback on the guidelines was generally positive: 

• 79.2% agreed or strongly agreed that the guidelines contained clear policy 
directions about the Arts Funding Program. 14.6% disagreed, and only 1.4% 
strongly disagreed.  

• 86.8% agreed or strongly agreed that the guidelines contained clear 
information on types and levels of funding. Only 7.6% disagreed with this 
statement, and only 0.7% strongly disagreed.  

• 81.3% agreed or strongly agreed that information on the assessment criteria 
was clear. Only 11.1% disagreed, and 2.8% strongly disagreed.  

• 90.1% agreed or strongly agreed that the guidelines provided clear 
instructions on how to apply for funding. 4.9% disagreed, and 1.4% strongly 
disagreed.  
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• 74% agreed or strongly agreed that the guidelines contained clear information 
on the assessment process. 16.2% disagreed, and 5.6% strongly disagreed.  

• 87.2% agreed or strongly agreed that the guidelines provided clear 
information on how to get advice and/or contact Arts NSW staff. 7.1% 
disagreed, and 1.4% strongly disagreed. 

• 75.9% agreed or strongly agreed that the glossary and explanatory notes 
were adequate and easy to read. 7.6% disagreed, and 0.7% strongly 
disagreed.  

 
Funding information sessions 
129 clients answered a question on funding information sessions, of whom 53 had 
attended an information session, as shown in Figure 4. Over 60% attended an 
information session in Sydney.  
 

Location Response Count 

Sydney 33 
Moree 0 
Griffith 1 
Katoomba 4 
Bankstown 1 
Lismore 5 
Muswellbrook 2 
Orange 3 
Bungendore 0 
Port Macquarie 1 
Bega 0 
Newcastle 3 
Coffs Harbour 0 
Total 53 

       Figure 4 
 
Overall, clients who attended an information session reported a high level of 
satisfaction. Respondents were asked to indicate whether they disagreed, strongly 
disagreed, agreed, or strongly agreed with a series of statements about the 
information sessions. They were also given the option to indicate a neutral response 
to the statement. More than 50% of respondents agreed or strongly agreed with 
each of the statements, and over 25% expressed a neutral stance to the statements. 
In each case, the percentage of respondents who disagreed with the statements was 
extremely low and there were no respondents who strongly disagreed with the 
statements. 
 

• 55.9% of respondents agreed or strongly agreed that the information 
presented was useful and relevant, 41.2% were neutral, and only 2.9% 
disagreed. 

• 50.7% agreed or strongly agreed that the level of content was appropriate for 
them, 44.8% were neutral and 4.5% disagreed. 
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• 68.7% agreed or strongly agreed that the speakers were knowledgeable, 
29.7% were neutral and only 1.5% disagreed.  

• 63.7% agreed or strongly agreed that there was enough time for questions 
and discussion, 56.1% were neutral and only 3% disagreed. 

• 57.9% agreed or strongly agreed that the travelling time to and from the 
Funding information session was reasonable, 35.4% were neutral and 6.2% 
disagreed.  

 
Assessment process and post-assessment feedback 
31 respondents indicated that they had requested post-assessment feedback on 
their unsuccessful application, and 28 answered that they had not requested 
feedback. The total response to this question was quite low, but this is 
understandable given that the question was not applicable to those whose 
applications were successful.  
 
Respondents were also asked to indicate whether they strongly disagreed, 
disagreed, agreed or strongly agreed with a series of statements about the 
assessment process and the timing of grant announcements. Respondents were 
also given the option to indicate that they were ‘unsure’ about the given statement.  
 

• 37.4% of 107 respondents agreed or strongly agreed that the assessment 
process was fair and transparent. Only 19.2% disagreed with this statement. 
The largest proportion of clients who responded to the question (43.9%) 
indicated that they were unsure about the statement.  

• 36% of 100 respondents agreed or strongly agreed that the post-assessment 
feedback provided by Arts NSW staff was clear and useful. Only 14% 
disagreed with the statement. Again, a large number of responses, in this 
case 48%, answered that they were ‘unsure’ about the statement.  

• 36.4% of 107 respondents agreed or strongly agreed that the timing of grant 
announcements was reasonable. 23.4% disagreed with this statement, 18.7% 
strongly disagreed, and a further 21.5% responded that they were unsure.  

 
Acquittal process 
Feedback about the acquittal process was generally positive. 75.8% agreed or 
strongly agreed that the acquittal form was easy to use, with only 10% disagreeing or 
strongly disagreeing with the statement.  
 
78.8% agreed or strongly agreed that the acquittal process was adequate and easy 
to comply with. Only 7.6% disagreed or strongly disagreed with this statement.  
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Conclusion 
Overall the survey garnered positive feedback, continuing and in some cases 
improving upon the results of the 2011 survey. In particular, clients reported a high 
level of satisfaction with their experiences with Arts NSW staff. Notably, as in the 
2011 survey, 97% of clients described Arts NSW staff as professional.  
 
The survey suggests that the customer service provided by Arts NSW staff to clients, 
already perceived in the 2011 survey as very high, has improved since last year. The 
areas of improvement include the ability of Arts NSW staff to provide useful and 
relevant advice, to communicate clearly and effectively, to keep clients informed, and 
to understand and resolve issues. 
 
The results indicate that there is some room for improvement in how Arts NSW 
provides feedback on unsuccessful applications and how the timing of grant 
announcements is communicated to clients. However, feedback about the online 
application system, information about the application process, funding information 
sessions and the acquittal process was positive.  
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