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Workshop attendance
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Workshop attendance: primary job

2019 workshop attendees by primary job (n=139)
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Workshop attendance: primary organisation

The two largest organisations
who have gone through the
training are Customer Care —
central, south & east

Customer Care - Central, South & East, 21

Customer Care - Central, 19

2019 workshop attendees by primary organization (n=139)
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Workshop attendance: manager

2019 workshop attendees by manager (n=139)
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Richard Griggs
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Mano Subramaniam 9

have put the most staff vl :

through the training
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Survey data

« Survey undertaken in August-September 2019
« 223 participated (187 were eligible)

What is your day-to-day work environment?

Auckland roadside 51

Train
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| am not customer-facing
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Customer Service Centre (in-person)

Contact Centre (phone lines and written)
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Other

-
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Bus
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HOP Service Delivery
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Office based

-~

On a ferry

w

Ferry terminal / building

O-

Have you received any training to deal with threatening or
aggressive behaviour from customers?

Auckland roadside

Contact Centre (Phone and Written)
Other

Customer Service Centre (in-person)
On a ferry

mNo

Bus mYes
HOP Service Delivery
Office based

Train

Ferry terminal / building
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Survey data

« Survey undertaken in August-September 2019
« 223 participated (187 were eligible)

How useful was the training in helping you deal with How useful was the training in helping you deal with
threatening or aggressive behaviour? threatening or aggressive behaviour?

Customer Service Centre (in-person)

Not at all useful 2%

Train

Somewhat useful 18%

m Extremely useful

m Very useful

Moderately useful 229, Auckland roadside 3 = Moderately useful

= Somewhat useful

m Not at all useful

Very useful 45%, Contact Centre (Phone lines and Written)

Extremely useful 13% Other
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Survey data

« Survey undertaken in August-September 2019
« 223 participated (187 were eligible)

Have you had any training or guidance on how to Which of the below issues have you reported in the past?
report incidents?

Auckland roadside

Customer Service Centre (in-person)

mYes

® No
Contact Centre (phone lines and written)

@

Other

m Swearing m Intimidation u Threatening gesture m Verbal threats
= Use of a weapon Physical assault Unauthorised filming u Other
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