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METROPOLITAN CEMETERIES BOARD — KEY PERFORMANCE INDICATORS 
Statement by Minister for Local Government 

MR G.M. CASTRILLI (Bunbury — Minister for Local Government) [9.10 am]: I am pleased to advise 
members of the outstanding results achieved by the Metropolitan Cemeteries Board in its annual customer 
satisfaction survey of key performance indicators. Early last year, the board, the Office of the Auditor General 
and I approved changes to the Metropolitan Cemeteries Board’s KPIs to allow for a broader assessment of 
customer satisfaction. Audited by the Office of the Auditor General, the Metropolitan Cemeteries Board 
achieved a reportable effectiveness indicator in customer satisfaction of 95.2 per cent, which is well above the 
target rating of 85 per cent.  

Several members interjected. 

Mr G.M. CASTRILLI: Should be 100? 

Due to the sensitivity of the topic, the survey was conducted by mail and the outcome was based on feedback 
from 536 respondents who were asked to provide ratings on relevant areas of the Metropolitan Cemeteries 
Board’s facilities and services. Of those who were surveyed, 99.7 per cent expressed satisfaction with the 
condolence lounges, 99.2 per cent with chapels, 96 per cent with the memorial gardens, between 87.8 per cent 
and 95.7 per cent with a range of facilities from burial areas to cafes, and 98.1 per cent felt that their loved ones’ 
religious and cultural beliefs had been accommodated. Respondents rated the Metropolitan Cemeteries Board 
highly for the customer service experience they had received. Professionalism, provision of information and 
responses and understanding and compassion were rated at between 87.7 per cent and 92.8 per cent.  

Several members interjected. 

Mr G.M. CASTRILLI: Of the 148 complaints registered for the reporting period, 100 per cent received 
acknowledgement within four working days and 98 per cent were resolved within 15 working days with no 
further incident. Of the 10 381 funerals, with a combined attendance of many thousands of mourners and service 
providers, only 14 incidents were reported. 

Several members interjected. 

Mr G.M. CASTRILLI: The Metropolitan Cemeteries Board met expectations in the provision of products and 
services with between 85.6 per cent and 86.6 per cent of respondents indicating that it was extremely or very 
easy to find a grave, memorial location, crypt, plaque, granite base or urn that met their needs.  

Several members interjected. 

Mr G.M. CASTRILLI: Although it might be quite easy and comical to listen to this statement, in all 
seriousness, I commend to members the excellent work of the Metropolitan Cemeteries Board and its staff. They 
are delivering exemplary service in a highly sensitive and emotionally charged environment with compassion 
and understanding.  

The SPEAKER: Minister for Agriculture and Food, I am reluctant to give you the call! 
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