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[bookmark: _Toc133412367]Research Background & Objectives
[bookmark: _Toc133412368]BACKGROUND 
The Department of Treaty, Aboriginal and Torres Strait Islander Partnerships, Communities and the Arts (TATSIPCA) provide information from the Aboriginal and Torres Strait Islander Cultural Heritage Database and Register to land users seeking to comply with their cultural heritage duty of care. The Cultural Heritage Online Portal enables all land users, who have registered for special access, to undertake cultural heritage search requests. These search requests provide land users with information about Aboriginal or Torres Strait Islander areas and objects of traditional, customary, and archaeological significance to assist land users in meeting their duty of care under the Aboriginal Cultural Heritage Act 2003 and Torres Strait Islander Cultural Heritage Act 2003.
Enhance Research was commissioned by TATSIPCA to undertake an online survey. This report shows the findings of the quantitative research from 2017 to 2024. 

[bookmark: _Toc133412369]RESEARCH OBJECTIVES
The key objective of the survey was to evaluate the Cultural Heritage Online Portal and measure users’ experience and satisfaction.


[bookmark: _Toc133412370]Methodology & Interpretation
[bookmark: _Toc133412371]METHODOLOGY 
Online survey invitations were sent between March 28 and April 19, 2024 to a list of 500 portal users provided by TATSIPCA.
A total of 124 surveys were completed with a response rate of 25%.

	ORGANISATION OF USER
	n =

	Queensland Government
	46

	Other Organisations
	78

	TOTAL
	124



[bookmark: _Toc133412372]REPORT INTERPRETATION
Please note the following when reading this report:
· Where question response percentages do not sum to 100%, this is due either to rounding or a question allowing multiple responses
· Caution is needed in interpreting data with small base sizes of around n=30 or less
· The base note included on each page throughout this report represents the number of respondents who answered the particular question.
Statistical significance testing has been used to examine changes over time. Statistical significance between years will be displayed on line charts with the use of arrows.
 are significantly greater than 

Due to the small sample size, the probability of differences between waves being statistically significant is reduced. This means that figures appearing to have a large difference between them may not be statically different from each other. 

[bookmark: _Toc133412373]ADDITIONAL CONTENT
Users' aspects of the online portal that work well and why, and their suggestions for improvements to the online portal are available in a separate excel document that contains users' open responses.

[bookmark: _Toc133412374]Portal Usage & Satisfaction
[bookmark: _Toc133412375]FREQUENCY OF USE 
Overall, one in four users (28%) access the portal at least several times a week. Around two in five (38%) use it several times a month. One in three users (34%) access the portal several times a year or less. 
Portal Usage in Past 12 Months
[image: ]
Base: All respondents (2024 n=124, QLD Gov Dpt n=46, Other Orgs n=78, Very Frequent n=35, Frequent n=47, Infrequent n=42) 
S1. How many times in the past 12 months have you accessed the Cultural Heritage Online Portal?


[bookmark: _Toc133412376]

OVERALL SATISFACTION 
Overall satisfaction with the online portal has stabilised, after a gradual decline in previous waves. Satisfaction among is highest among QLD Government users (87%) compared with users from other organisations (71%).
Overall satisfaction remains high, with three in four (77%) users happy with the online portal.

Overall Satisfaction with the Cultural Heritage Online Portal


 are significantly greater than 
% satisfied (4) or very satisfied (5)

Base: All respondents (2024 n=124, QLD Gov Dpt n=46, Other Orgs n=78, Very Frequent n=35, Frequent n=47, Infrequent n=42) 
Q3. Overall, how satisfied are you with the Cultural Heritage Online Portal? 


[bookmark: _Toc133412377]POSITIVE ASPECTS OF THE PORTAL
Positive aspects for portal users include the ease of use and navigation, the results produced, the search function, and the timeliness of results and reports. 


Base: Base: (2024 n=124)
Q7. What aspects of the Cultural Heritage Online Portal worked well for you and why?




[bookmark: _Toc133412378]PORTAL ACCESSIBILITY 
Accessibility of the portal remains high, with over four in five users (85%) finding it easy to access. Currently all (100%) very frequent users are satisfied or very satisfied with accessing the Portal and satisfaction also may be rising among infrequent users in 2024.

Ease of Accessing the Cultural Heritage Online Portal

 are significantly greater than 
% satisfied (4) or very satisfied (5)

Base: All respondents (2024 n=124, QLD Gov Dpt n=46, Other Orgs n=78, Very Frequent n=35, Frequent n=47, Infrequent n=42) 
Q1a. To what extent do you agree that it was easy to access the Cultural Heritage Online Portal?


[bookmark: _Toc133412379]PORTAL EASE OF USE
Overall, the ease of using the online portal has stabilised somewhat. This stabilisation may result from the apparent perceived improvements in ease of use by infrequent and non-Governmental orgs.
Satisfaction remains high among government department users, with more than four in five (85%) finding the portal easy to use.

Ease of Using the Cultural Heritage Online Portal 

 are significantly greater than  
% satisfied (4) or very satisfied (5)

Base: All respondents (2024 n=124, QLD Gov Dpt n=46, Other Orgs n=78, Very Frequent n=35, Frequent n=47, Infrequent n=42) 
Q1b. To what extent do you agree that it was easy to use the Cultural Heritage Online Portal?


[bookmark: _Toc133412380]DESIRABLE OUTCOME 
Satisfaction with getting what they need from the online portal has remained fairly stable with last years levels. Satisfaction with getting this information remains significantly lower than 2022 overall and among infrequent users. 
Objectively, overall satisfaction is high with nearly nine in ten (86%) happy with content they got from the portal.


Frequency Of Gaining the Information or Outcome Needed From The Portal

% often (4) or always (5)
 are significantly greater than  

Base: All respondents (2024 n=124, QLD Gov Dpt n=46, Other Orgs n=78, Very Frequent n=35, Frequent n=47, Infrequent n=42) 
Q2. How often did you get the information or outcome that you needed from the Cultural Heritage Online Portal? 


[bookmark: _Toc133412381]Query Resolution
[bookmark: _Toc133412382]CONTACT WITH TATSIPCA
In the past 12 months, around four in ten users (41%) sought assistance to use the online portal and one in five (22%) requested additional information following a search. 
Users from other organisations were significantly more likely to seek assistance (51%) with the portal when compared with government department users (26%). Infrequent users were more likely to seek assistance (49%) with the portal than Very Frequent (25%).

Sought Assistance To Use The Online Portal


Requested Additional Information Following A Search


 are significantly greater than  

Base: All respondents (2024 n=124, QLD Gov Dpt n=46, Other Orgs n=78, Very Frequent n=35, Frequent n=47, Infrequent n=42) 
Q4a. In the past 12 months, did you contact the Department to seek assistance to use the Cultural Heritage Online Portal
Q4b. In the past 12 months, did you contact the Department to request additional information following a search request?


[bookmark: _Toc133412383]RESOLUTION TIMELINESS 
In 2024, the length of time it takes an enquiry to be resolved has risen. Whilst most enquiries (70%) continue to be settled within 2 business days, the proportions of enquiries taking 3-5 business days (19% in 2024, up from 11% in 2023) or more than five business days (11% in 2024, up from 0% in 2023) have increased.

Length of Time To Resolve Enquiry

Base: Respondents who contacted with the Department (2024 n=62) 
Q5. Thinking about your most recent contact with the Department, how long did it take for your enquiry to be resolved?


[bookmark: _Toc133412384]STAFF PERFORMANCE 
Most users who contacted the Department in the past 12 months are satisfied with the knowledge and competency of staff (91%), the attentiveness (90%), and being kept informed (88%).

Staff Performance on Most Recent Contact


% satisfied (4) or very satisfied (5)

Base: Respondents who had contact with the department (2024 n=62)
Q6. Thinking of your most recent contact with the Department, how much do you agree with the following…?





[bookmark: _Toc133412386]Respondent Profile
[bookmark: _Toc133412387]DEMOGRAPHICS

GENDER


AGE

Base: All respondents (2024 n=124) 



[bookmark: _Toc133412388]FIRMOGRAPHICS

ORGANISATION TYPE


ROLE WITHIN ORGANISATION

Base: All respondents (2024 n=124) 




Overall	
2017	2018	2019	2020	2021	2022	2023	2024	0.820754716981132	0.85057471264367801	0.84523809523809523	0.8484848484848484	0.82	0.78	0.7571236394766	0.77112619163030005	QLD Gov Dpt	[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.86274509803921573	0.92500000000000004	0.97297297297297303	0.91836734693877564	0.8867924528301887	0.92682926829269996	0.84	0.86956521739129999	Other Orgs	[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.78181818181818186	0.78723404255319152	0.74468085106382975	0.78	0.77049180327868849	0.6885245901639	0.70175438596490003	0.70512820512819996	Very Frequent	
2017	2018	2019	2020	2021	2022	2023	2024	0.8125	0.75	0.7142857142857143	0.80769230769230771	0.82	0.78	0.87040205303679996	0.80369318181820004	Frequent	
2017	2018	2019	2020	2021	2022	2023	2024	0.89795918367346939	0.86842105263157909	0.87804878048780499	0.89473684210526316	0.84210526315789469	0.76190476190480005	0.76951423785590001	0.75536480686700003	Infrequent	[VALUE]
[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.73170731707317072	0.89655172413793105	0.90909090909090906	0.82857142857142863	0.81395348837209303	0.81818181818180002	0.65136650315349998	0.76131491186279998	


Overall	
Easy to use/navigate	Produces the results/data required	Search function/parameters	Instant/Timely results/information/reports	Easy to access/DIY access	All aspects work well	Downloadable information/data	Produces clear/easy to understand information/results	Mapping of search/ Location of sites on map	Detailed results/information provided	Other	Unsure	0.28245030134030003	0.28128092111179998	0.21795448412339999	0.19114869119370001	0.15228928667809999	7.3041288117299999E-2	6.0987676531440001E-2	5.1272825402540002E-2	2.6805792929750001E-2	2.5636412701270001E-2	6.8363767203379999E-2	3.6520644058649999E-2	

Overall	
2017	2018	2019	2020	2021	2022	2023	2024	0.83018867924528306	0.90804597701149414	0.86904761904761907	0.8484848484848484	0.85964912280701755	0.79	0.78867555338140005	0.85449991921150004	QLD Gov Dpt	[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.82352941176470584	0.92500000000000004	0.91891891891891897	0.89795918367346939	0.86792452830188682	0.92682926829269996	0.84	0.84782608695649997	Other Orgs	[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.83636363636363631	0.8936170212765957	0.82978723404255317	0.8	0.85245901639344257	0.70491803278690002	0.75438596491230003	0.8589743589744	Very Frequent	[VALUE]
[VALUE]
[VALUE]
 [VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.875	0.9	0.80952380952380953	0.80769230769230771	0.87878787878787878	0.77777777777779999	0.91304347826090004	1	Frequent	[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.8571428571428571	0.92105263157894735	0.90243902439024393	0.86842105263157909	0.86842105263157909	0.80952380952379999	0.83333333333329995	0.83412017167380004	Infrequent	[VALUE]
[VALUE]
[VALUE]
 [VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.78048780487804881	0.9	0.86363636363636365	0.8571428571428571	0.83720930232558144	0.79	0.62068965517240005	0.75512148642209997	


Overall	
2017	2018	2019	2020	2021	2022	2023	2024	0.78301886792452835	0.83908045977011492	0.80952380952380953	0.84	0.85087719298245612	0.81	0.75	0.80077556955889995	QLD Gov Dpt	[VALUE]
[VALUE]
[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.84313725490196079	0.92500000000000004	0.8648648648648648	0.93877551020408168	0.9056603773584907	0.97560975609760003	0.84	0.84782608695649997	Other Orgs	[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.72727272727272729	0.76595744680851074	0.76595744680851074	0.74	0.80327868852459017	0.70491803278690002	0.68421052631580004	0.76923076923080003	Very Frequent	
2017	2018	2019	2020	2021	2022	2023	2024	0.75	0.85	0.7142857142857143	0.84615384615384615	0.8484848484848484	0.85185185185190004	0.82608695652170006	0.86136363636360003	Frequent	
2017	2018	2019	2020	2021	2022	2023	2024	0.8571428571428571	0.81578947368421051	0.85365853658536583	0.84	0.89473684210526316	0.81	0.76666666666670003	0.7729613733906	Infrequent	[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.70731707317073178	0.86206896551724133	0.81818181818181823	0.82857142857142863	0.81395348837209303	0.78787878787879995	0.62068965517240005	0.78084802286800004	


Overall	[VALUE]
[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.86792452830188682	0.86206896551724133	0.86904761904761907	0.89898989898989901	0.88596491228070173	0.94117647058819998	0.831233948881	0.85870092098890005	QLD Gov Dpt	
2017	2018	2019	2020	2021	2022	2023	2024	0.88235294117647056	0.9	0.89189189189189189	0.88	0.9056603773584907	0.97560975609760003	0.92	0.93478260869569996	Other Orgs	[VALUE]
[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.8545454545454545	0.83	0.85106382978723405	0.92	0.86885245901639341	0.91803278688519996	0.77192982456140002	0.80769230769230005	Very Frequent	[VALUE]  

2017	2018	2019	2020	2021	2022	2023	2024	0.94	0.8	0.8571428571428571	0.88	0.8484848484848484	0.96296296296299999	0.96	0.94602272727269998	Frequent	[VALUE]
[VALUE]
[VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.94	0.92105263157894735	0.90243902439024393	0.94736842105263153	0.94736842105263153	0.90476190476189999	0.78324958123949995	0.85729613733910004	Infrequent	[VALUE]

[VALUE]
 [VALUE]
[VALUE]

2017	2018	2019	2020	2021	2022	2023	2024	0.75609756097560976	0.83	0.81818181818181823	0.8571428571428571	0.86046511627906985	0.96969696969700003	0.77330063069379995	0.78704144830870004	


Sought assistance	[VALUE] 
[VALUE]  
[VALUE] 
[VALUE] 

Total	Queensland Government
 Department	Other Organisations	Very Frequent	Frequent	Infrequent	0.41169817417999999	0.26086956521740001	0.51282051282050001	0.25028409090909998	0.45965665236050002	0.49380657455929999	

Requested additional information	[VALUE] 
[VALUE]  

Total	Queensland Government
 Department	Other Organisations	Very Frequent	Frequent	Infrequent	0.21772499596059999	0.21739130434779999	0.21794871794869999	0.25767045454550003	0.21223175965669999	0.1903287279657	

Less than 1 business day	32%​

2019	2020	2021	2022	2023	2024	0.37	0.54	0.31	0.33	0.37	0.32	3 - 5 business days	11%​

19%​


2019	2020	2021	2022	2023	2024	0.14000000000000001	0.08	0.06	0.11	0.12	0.19	More than 5 business days	
2019	2020	2021	2022	2023	2024	0.08	0.03	0.03	0.02	0	0.11	1 - 2 business days	
2019	2020	2021	2022	2023	2024	0.39	0.28999999999999998	0.57999999999999996	0.51	0.48	0.38	



Kept informed	
2017	2018	2019	2020	2021	2022	2023	2024	0.875	0.875	0.8571428571428571	0.89830508474576276	0.82258064516129037	0.89473684210530002	0.84733364794709998	0.88479790541650005	Attentiveness	
2017	2018	2019	2020	2021	2022	2023	2024	0.92500000000000004	0.92500000000000004	0.91836734693877564	0.96610169491525422	0.93548387096774188	0.91228070175440001	0.89759320434169998	0.90459826542300004	Knowledgeable and competency	

2017	2018	2019	2020	2021	2022	2023	2024	0.95	0.95	0.87755102040816324	0.9152542372881356	0.95161290322580649	0.92982456140350001	0.90821142048140002	0.90672557682870003	Able to answer query	
2017	2018	2019	2020	2021	2022	2023	2024	0.85	0.85	0.83673469387755106	0.9152542372881356	0.87096774193548387	0.8771929824561	0.88791882963659996	0.86925216822119999	


2024	
Male	Female	Preferred 
not to say	0.32727419615449999	0.56002585231860003	0.1050250444337	

2023	
18 - 24 years	25 - 39 years	40 - 54 years	55+ years	Prefer not to say	7.67490709323E-3	0.31192438196799999	0.35660042010019999	0.2079495879787	0.1158507028599	

2023	
Queensland Government Department	Heritage Consultant	Local Government	Mining or resources sector	Other private sector organisation	Government-owned corporation	Commonwealth Government Department	Legal firm	Other (specify)	0.40135724672810003	0.1841977702375	0.1458232347714	7.6749070932300004E-2	4.6049442559379997E-2	3.8374535466150002E-2	2.3024721279689998E-2	2.3024721279689998E-2	6.139925674584E-2	

2022	
Employee	Supervisor/Team Leader	Manager	Senior Manager	Other	0.68912586847629997	0.1444498303442	7.3275165616420002E-2	3.8374535466150002E-2	5.4774600096950003E-2	
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