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Background
[bookmark: _GoBack]As a service provider, the ARI Management Committee identified the need for reliable client feedback to address any specific delivery issues, drive improvement in project delivery and gather information for KPIs. The first survey was conducted in September 2013, with follow ups in 2014, 2015, 2016, 2018 and 2018. This seventh survey was sent to a client list of 100, spread across the Biodiversity Division, other DELWP divisions and external investors. 
Design
The survey is designed to capture information regarding satisfaction, relationships with ARI, types of research required and the impact of research on client decision making, policy development or on ground actions. Performance information was broken down into key areas. Level of Innovation was added to the 2015 survey, following a review of ARI’s Value Proposition.
Response
41 complete responses were received in 2019, down from 50 in the 2018 survey. The resultant margin of error (+/- 13.5%) means the results are indicative rather than definitive.  As individual responses are linked to a specific project, they also provide highly valuable feedback to ARI program and project leaders and management.
Results
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Why did you choose ARI to provide this research?

m Superior bid/proposal

M Preferred research provider agreement

m Reputation or recognised expertise

B Recommendation from other
organisation/s

m Continuation of previous project/s

M Existing relationship with an ARI staff
member
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Overall, please rate the level of influence or impact this work has had or will have for
your organisation?

® No influence or impact
= A low level of influence or impact
A moderate level of influence or impact

- = A high level of influence or impact

m A very high level of influence or impact
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How would you assess ARI in the following areas of performance?

Overall Value for Money i
ARI’s contract and administrative management I

ARI’s overall management of the project

ARI’s communication with my organisation

ARI’s responsivenessin handling enquiries I
The timeliness of the project’s milestones and outputs ‘
delivered by ARI

The relevance of any recommendation(s) made by ARI

The level of innovation applied to this project
The quality of outputs delivered in this project
(reports/products/services)

The rigour and robustness of the science and thinking
used by ARI to develop the project

ARI’s understanding of my organisation’s needs in
relation to this project
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Based on your experience with ARI on this project, what is your overall satisfaction
with the work performed?

Poor

14%

Fair
Good
Very Good

43%

m Excellent
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