Cross Sector Survey - Consumer Engagement via Online and Social Media
1. Which

of the following, if any, does your organisation currently have?
Yes

Website

x

Social media presence (e.g. Facebook page, Instagram
account, LinkedIn profile etc.)

x

Social media policy/strategy

x

Online digital policy/strategy

x

Customer engagement policy/strategy

x

2. If

No

Don't know

your organisation has a social media presence, which of the following
platforms does your organisation have?

Please select all that apply
Facebook
Instagram
LinkedIn
Snapchat
Tumblr
Twitter
YouTube
Whatsapp
WeChat
Don’t know
NONE - my organisation does not use social media
Other (please specify)

3. Organisations

media

can engage with consumers/customers via online and/or social
for
a
variety
of
reasons.

Thinking about consumer/customer engagement, which of the following
activities does your organisation conduct via online and/or social media?

Please select all that apply
Disseminating information / guidance / advice
Advertising / Promotional activities
Online sales / Transactions
Community engagement (online forums etc.)
Networking
Gathering business intelligence (e.g. feedback, analytics)
None of the above

4. What

other types of activities not listed above is your organisation involved in
conducting via online and/or social media for consumer/customer
engagement?
Please outline your response in the space provided

Online education and training (Continuing Professional Development)
Conducting occasional meetings (videoconference)
Submissions
Political Lobbying
Oral Health promotion such as Dental Health Week

5. How important are

the following skills & knowledge for your
organisation’s/industry’s current
workforce regarding
engaging
with
consumers/customers
via
online
and
social
media?

Please select one option per row
Not
at
important

all Somewhat
important

Very important

x

Risk management (e.g. crisis control, reputation management, parental and other consent protocols)

x

Privacy regulations & protocols (e.g. disclosure, security, data confidentiality)
Performance monitoring(e.g. tool/application analytics, trends, statistics, measuring reach)

x
x

Copyright regulations & protocols (e.g. posting, curating appropriately)
Awareness of Online/Social Media Users (i.e. understand audiences - demographics, attitudes,
behaviours, expectations)

x
x

Online marketing (e.g. digital promotion / brand awareness online)

x

Content creation (e.g. writing, images, video)

x

Ethical practices (e.g. social responsibility, duty of care, harassment)
Tools and applications (i.e. what, when and how to use)

Extremely
important

x

6. Are

there any other skills not outlined above that are essential for your
organisation / industry for conducting consumer/customer engagement via
online
and
social
media?
Please outline your response in the space provided

The skill to know what is permissible in the healthcare environment in terms of ethical and legal marketing.

7. Thinking about your organisation’s workforce, approximately how many staff

are involved in conducting consumer/customer engagement activities via
online and social media?
Consumer/Customer engagement via online and social media can involve:
•
•
•
•
•
•

Disseminating information/guidance/advice (via digital platforms)
Advertising/promotional activities (via digital platforms)
Online sales/transactions
Community engagement tasks (online forums etc.)
Networking (via digital platforms)
Gathering business intelligence (e.g. feedback, analytics)

Most practices would have some online presence albeit mainly for marketing – yellow pages online etc.

8. How

satisfied are you with the current skills & knowledge of your
organisation’s workforce regarding the following?

Content creation (e.g. writing, images, video)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

*

Copyright regulations & protocols (e.g. posting, curating appropriately)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

*

Privacy regulations & protocols (e.g. disclosure, security, data confidentiality)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

*

Ethical practices (e.g. social responsibility, duty of care, harassment)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

*

Risk management (e.g. crisis control, reputation management, parental and other
consent protocols)

Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

*

Online marketing (e.g. digital promotion/brand awareness online)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

*

Performance monitoring (e.g. tool / application analytics, trends, statistics,
measuring reach)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

N/A

Very satisfied

N/A

*

Tools and applications (i.e. what, when and how to use)
Very dissatisfied

Dissatisfied

Neither

Satisfied

*

Awareness of Online/Social Media Users (i.e. understand audiences - demographics,
attitudes, behaviours, expectations)
Very dissatisfied

Dissatisfied

Neither

Satisfied

Very satisfied

9. Have you ever tried to access training for those skill/s you have

indicated you

are dissatisfied with?
Please select one option only
Yes
No

Overall, how difficult is it for your organisation to recruit staff with
suitable skills to conduct customer/consumer engagement activities via
online and social media?

10.

Please select one option only
Not difficult
Slightly difficult
Somewhat difficult
Very difficult
Extremely difficult
Don’t know / Have not recruited staff

How do you envisage your organisation will engage with
consumers/customers via online and social media in the short to medium
term future to meet organisational goals?

11.

Our Communications team are engaged in these activities and are developing ongoing projects to achieve these objectives.

Thinking about the next three (3) years how do you expect the volume of
engagement with consumer/customers via online and social media will
change for your organisation, and your industry?

12.

Please select one option per row
Decrease significantly

Decrease slightly

Stay the same

Increase slightly

For your organisation

x

For your industry

x

13.

Increase significantly

To what extent do you agree or disagree with the following statements.

Please select one option per row
Strongly
disagree

Disagree

Skills training for online and social media engagement is relevant for all industries

x

There are sufficient training options available regarding online and social media engagement

x

It is important for workers to be trained in online and social media engagement before performing
tasks

x

Lack of skilled staff is holding my organisation back from engaging more with
customers/stakeholders via online and social media

x

Our organisation should be more active engaging with consumers/customers via online and social
media

Neither

Agree

Strongly agree

x

Which of the following skills/knowledge areas do you consider are
specific to your industry only, and which cross over a number of industries (i.e.
non-industry specific/ general)?

14.

Please select one option per row
Industry-specific skill

Non-industry specific skill
(general)
Don’t know

Awareness of Online/Social Media Users (i.e. understand audiences demographics, attitudes, behaviours, expectations)

x

Risk management (e.g. crisis control, reputation management, parental and
other consent protocols)

x

Copyright regulations & protocols (e.g. posting, curating appropriately)

x

Privacy regulations & protocols (e.g. disclosure, security, data confidentiality)

x

Performance monitoring (e.g. tool/application analytics, trends, statistics,
measuring reach)

x

Ethical practices (e.g. social responsibility, duty of care, harassment)

x

Content creation (e.g. writing, images, video)

x

Online marketing (e.g. digital promotion / brand awareness online)

x

Tools and applications (i.e. what, when and how to use)

x

Are there any other skills not outlined above that you consider are either
specific to your industry, or are non-industry specific, for engaging with
consumers/customers
via
online
and
social
media?

15.

Please outline your response in the space provided and indicate if skill area is INDUSTRY SPECIFIC or NON-INDUSTRY SPECIFIC (i.e. GENERAL)

Industry specific - health practitioner advertising regulations (e.g. no testimonials are allowed).

To what extent do you feel existing Vocational Education and Training
(VET) qualifications are equipping learners with skills to conduct
consumer/customer
engagement
via
online
and
social
media?

16.

Please select one option only
To a great extent
To a moderate extent
To some extent
Not at all
Don’t know

17.

Why

do

you

Please outline your response in the space provided

say

this?

Not a core requirement of allied dental personnel nor dentists set of skills/knowledge when practicing.

Are you aware of any qualifications, units or subjects in Vocational
Education and Training (VET) training packages that currently cover skills
related to engagement via online or social media?

18.

Please
outline
the
qualification,
If you are not aware of any, please type NONE.

None

unit,

subject

or

any

other

details

in

the

space

provided.

In your view, how can current Vocational Education and Training (VET)
be improved to ensure the workforce is equipped with the skills to effectively
engage with consumers/customers via online or social media?

19.

In the dental sphere such skills can be electives perhaps. Practice manager courses may require such skills in their curriculum. Courses are beginning to appear in dental conventions and
congresses for this to fill in the gap.

