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Veterans' Affairs Rehabilitation Programme survey – 
project overview 
Survey objective 
The Veterans’ Affairs Rehabilitation Programme is designed to give practical support and assistance to the 
men and women who need it so they can be well and independent and achieve the best they can for 
themselves, their whānau, and their communities. The purpose of the Veterans' Affairs Rehabilitation 
Programme survey was to evaluate Veterans’ experiences with the programme. The survey was designed 
to understand veteran experiences from their first engagement with the programme and identify how 
Veterans’ Affairs can best support Veterans. 

Methodology 
The survey has been designed and built by PublicVoice. PublicVoice is an All-of-Government accredited 
supplier contracted to Veterans' Affairs (VA) to conduct this research project.  

84 veterans were randomly selected and contacted to participate in the survey. Of these, 71 chose to 
complete the telephone interviews, resulting in a robust response rate of 85%. This high participation rate 
suggests a strong level of engagement from the veteran community and provides a substantial sample 
size for analysing experiences with the Veterans' Affairs Rehabilitation Programme. The exclusive use of 
telephone interviews ensured consistency in data collection methodology across all respondents. 
 
Start date:   18/06/2024  
End date:    20/07/2024  
Number of responses:  71 

Project management 
The survey has been managed by PublicVoice Ltd. Any queries regarding this report can be addressed to: 

Jared Bothwell 
PublicVoice 
Account Director 
04 589 5552 
jared@publicvoice.co.nz 
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Executive summary 
The Veterans' Affairs Rehabilitation Programme Survey 2024 provides a comprehensive evaluation of 
veterans' experiences with the programme, comparing results to the previous 2020 survey. 

Key findings include: 

1. Improved Overall Satisfaction: The Net Promoter Score increased from 58.1 in 2020 to 72.7 in 
2024, indicating a significant improvement in veterans' overall satisfaction and willingness to 
recommend the programme. 

2. Enhanced Support and Partnership:  
• 75% of veterans felt like equal partners in the rehabilitation process, up from 71% in 2020. 
• 86% felt well-supported by their case managers and rehabilitation advisors, an increase from 

79% in 2020. 
3. Increased Independence: 83% of veterans reported that the programme helped them gain more 

independence, a substantial increase from 65% in 2020. 
4. Improved Comprehensive Care: 79% of veterans felt all aspects of their health were treated with 

care, a significant increase from 51% in 2020. 
5. Maintained Trust: 91% of veterans trusted the service providers they were referred to, up from 

83% in 2020. 
6. Challenges in Accessibility: The percentage of veterans finding the programme simple to access 

and navigate decreased from 71% in 2020 to 61% in 2024, indicating an area for improvement. 
7. Weekly Compensation: 65% of veterans receiving weekly compensation felt well-informed about 

the process and expectations, though some expressed uncertainty about the duration and future 
of their compensation. 

While the survey results show substantial improvements in many areas, veterans identified opportunities 
for enhancement, particularly in communication, accessibility, and transparency. The programme's 
strengths lie in the quality of care provided, the support from case managers, and its contribution to 
veterans' independence. Future focus areas should include improving programme navigation, clearer 
communication about available services and entitlements, and addressing concerns about the weekly 
compensation programme. 
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2020 

n = 43 
2024 

n = 71   
Veterans' Affairs staff 26% 34% ▲ 
Word of mouth from NZDF personnel 19% 15% ▼ 
RSA 0% 15% ▲ 
Referral from NZDF 9% 10% ▲ 
Friends, whānau, family 19% 6% ▼ 
Word of mouth 0% 6% ▲ 
GP 9% 4% ▼ 
Veterans' Affairs website 5% 1% ▼ 
NZDF news 0% 1% ▲ 
Mental health advocates 0% 1% ▲ 
Veteran's club 0% 1% ▲ 
Justice system 0% 1% ▲ 
Social media 0% 1% ▲ 
Sought it out 0% 1% ▲ 
Did not know it was called this 0% 1% ▲ 
Newspaper 2% 0% ▼ 
Meeting 2% 0% ▼ 
Don't know/can't remember 9% 8% ▼ 
Other officials 5% 0% ▼ 

Table 1: How did you find out about the Veterans' Affairs Rehabilitation programme? 
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Cultural Needs 
Have Veterans' Affairs addressed and met any of your specific cultural 
needs as part of your rehabilitation? 
Veterans were asked if Veterans' Affairs addressed and met any of their specific cultural needs as part of 
their rehabilitation. Figure 6 and Table 11 provide a breakdown of responses. 50% of Veterans reported 
that their cultural needs were addressed and met, 33% reported they were not, and 17% were unsure. 

 

Figure 6: Have Veterans' Affairs addressed and met any of your specific cultural needs as part of your rehabilitation? 1 

  % n 
Yes 50% 9 
No 33% 6 
Unsure 17% 3 

Table 11: Have Veterans' Affairs addressed and met any of your specific cultural needs as part of your rehabilitation? 

The next section presents Veterans' experiences regarding the programme's support for their physical, 
spiritual, cultural and mental health needs. It explores the factors contributing to positive perceptions of 
comprehensive care, as well as the reasons some Veterans felt certain aspects of their care were 
inadequately addressed. 

  

 

 
1 The response “I do not have any specific cultural needs” was removed. 

50% 33% 17%%

Yes No Unsure
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Net promoter score 
The Net Promoter Score (NPS) is a business performance metric used to measure growth and customer 
satisfaction. The NPS is calculated by asking respondents to rate their likelihood to recommend the 
programme to others, on a 10-point scale. Those who answer 0-6 are Detractors, 7-8 are Passive, and 9-
10 are Promoters. The NPS is equal to the percentage of Promoters minus the percentage of Detractors. 
A NPS of+50 is excellent and anything over +70 is considered exceptional. 

The NPS for the rehabilitation programme was measured, asking Veterans if they would recommend it to 
other former NZDF personnel. Figure 10 and Table 23 present the Veterans’ Affairs rehabilitation 
programme NPS scores. The Veterans’ Affairs rehabilitation programme received a score of 72.7, an 
increase of 14.6 since 2020, showing that the programme is perceived in a positive light by Veterans. 

 

Figure 10: Would you recommend the rehabilitation programme to other former NZDF personnel? – NPS score 

  
2020 

n = 43 
2024 

n = 66   
NPS 58.1 72.7 ▲ 

Table 23: Would you recommend the rehabilitation programme to other former NZDF personnel? – NPS score 

Veterans were classed as Promoters, Passives, or Detractors, Figure 11 and Table 24 provide a breakdown 
of responses. In 2024 80% of respondents are classified as Promoters, 12% as Passives, and 8% as 
Detractors. This represents an improvement from 2020, where 77% were Promoters, 5% were Passives, 
and 19% were Detractors. The proportion of Promoters increased by 3% while Detractors decreased by 
11%.  

72.7

58.1

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0

2024
n = 66

2020
n = 43











Veterans' Affairs Rehabilitation Programme Survey - 2024 

PublicVoice  38 

Weekly compensation 
Our records indicate that you currently receive weekly compensation 
from Veterans' Affairs. Is that correct? 
Veterans who were receiving weekly compensation were asked to confirm that they were receiving 
weekly compensation. Figure 28 and Table 27 provide a breakdown of this. Of the Veterans who were 
receiving weekly compensation, 100% confirmed that they were receiving weekly compensation. 

 

Figure 13: Our records indicate that you currently receive weekly compensation from Veterans' Affairs  Is that correct? 

  % n 
Yes 100% 23 
No 0% 0 
Unsure 0% 0 

Table 28: Our records indicate that you currently receive weekly compensation from Veterans' Affairs  Is that correct? 

  

Yes No Unsure
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How well did Veterans' Affairs inform you about the process and 
expectations surrounding weekly compensation? 
Veterans were asked how well Veterans' Affairs informed them about the process and expectations 
surrounding weekly compensation. Figure 14 and Table 29 provide a breakdown of responses. In 2024, 
65% of Veterans reported that Veterans' Affairs informed them excellently or above average, 22% 
reported average information, and 13% reported below average or poor information. 

 

Figure 14: How well did Veterans' Affairs inform you about the process and expectations surrounding weekly compensation? 

  % n 
Poor - 1 9% 2 
Below Average - 2 4% 1 
Average -3 22% 5 
Above average - 4 13% 3 
Excellent - 5 52% 12 

Table 29: How well did Veterans' Affairs inform you about the process and expectations surrounding weekly compensation? 
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Do you feel that Veterans' Affairs has provided sufficient contact and 
support during your time on weekly compensation? 
Veterans were asked if they felt that Veterans' Affairs provided sufficient contact and support during their 
time on weekly compensation. Figure 15 and Table 30 provide a breakdown of responses. 74% of Veterans 
reported that Veterans' Affairs provided sufficient contact and support, 13% reported that it did not, and 
13% were unsure. 

 

Figure 15: Do you feel that Veterans' Affairs has provided sufficient contact and support during your time on weekly 
compensation? 

  % n 
Yes 74% 17 
No 13% 3 
Unsure 13% 3 

Table 30: Do you feel that Veterans' Affairs has provided sufficient contact and support during your time on weekly 
compensation? 

  

74% 13% 13%%

Yes No Unsure







Content on page 43 redacted to protect client privacy:
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Demographics 
Ethnicity2 
The majority of respondents (66%) identified as European, followed by Māori at 21%. Those categorized 
as Other/Unknown made up 11% of participants, while Pacific Peoples represented the smallest group at 
1% of respondents. 

Figure 16: Ethnicity 

% n 
European 66% 47 
Māori 21% 15 
Other/Unknown 11% 8 
Pacific Peoples 1% 1 

Table 33: Ethnicity 

2 The ethnicity and age data presented in these charts and tables were not collected as part of the survey 
questionnaire. This information was sourced from VA existing records and matched against the survey response 
data. As such, it reflects the ethnicity and age information previously provided by veterans in their interactions with 
VA, rather than self-reported demographics specific to this survey. The age data represents the veterans' ages at the 
time of the survey, calculated based on VA records. 
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Age 
The age distribution of respondents shows a clear majority (61%) were 70 years or older. The second 
largest group was those aged 50-59, comprising 14% of participants. Veterans aged 40-49 and those under 
40 each made up about 10% of respondents. The smallest age group represented was 60-69 year olds at 
6% of the total. 

 

Figure 17: Age 

  % n 
Under 40 10% 7 
40-49 9% 6 
50-59 14% 10 
60-69 6% 4 
70+ 61% 43 

Table 34: Age 
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Survey questionnaire 
Survey questionnaire 

1. How did you find out about the Veterans' Affairs Rehabilitation programme? Select all that apply  

o GP 

o Treating specialist 

o Veterans' Affairs staff 

o Veterans' Affairs website 

o Referral from NZDF 

o Word of mouth from NZDF personnel 

o Friends, whānau, family 

o Other sources (please specify) 

o Don't know/can't remember 

Equal partners 

2. Did you feel like an equal partner throughout the rehabilitation process?  

o Yes 

o No 

o Unsure 

o Not applicable 

3. What made you feel this way? 

Support Network 

4. Did the programme feel like a support network you could rely on when needed?  

o Yes 

o No 

o Unsure 

o Not applicable 

5. What made it feel like that? 

Comprehensive support 

6. Did you feel that all these aspects of your health were treated with care?  

o Yes 

o No 

o Unsure 

o Not applicable 
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7. What aspects of the programme made you feel this way? 

Cultural Needs 

8. Have Veterans' Affairs addressed and met any of your specific cultural needs as part of your 
rehabilitation?  

o Yes 

o No 

o I do not have any specific cultural needs 

o Unsure 

9. Please provide more details about your experience with having your cultural needs met or not 
met. 

Accessibility 

10. Do you feel that the programme has helped you gain more independence? (In terms of being able 
to work and be part of the community)  

o Yes 

o No 

o Unsure 

o Not applicable 

11. Why do you think that? 

12. Did the programme feel simple to access and navigate?  

o Yes 

o No 

o Unsure 

o Not applicable 

13. What made it feel this way? 

Trust 

14. Did you trust the service providers you were referred to?  

o Yes 

o No 

o Unsure 

o Not applicable 

15. Why did you feel this way about them? 

16. Would you recommend the rehabilitation programme to other former NZDF personnel? Definitely 
not (0) - Definitely (10) 

17. Did you feel well supported by your Case Manager and Rehabilitation Advisor?  
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o Yes 

o No 

o Unsure 

o Not applicable 

18. What aspects of their support made you feel this way? 

Weekly Compensation 

19. Our records indicate that you currently receive weekly compensation from Veterans' Affairs. Is 
that correct?  

o Yes 

o No 

o Unsure 

20. On a scale of 1 to 5 (with 1 being poor, and 5 being excellent), how well did Veterans' Affairs 
inform you about the process and expectations surrounding weekly compensation? Poor (1) - 
Excellent (5) 

21. Do you feel that Veterans' Affairs has provided sufficient contact and support during your time on 
weekly compensation?  

o Yes 

o No 

o Unsure 

22. Please share any additional feedback, both positive and negative, about your experience with the 
weekly compensation programme. 

Other comments and contact 

23. Do you have any other comments about the Veterans' Affairs Rehabilitation programme? 

24. Would you like contact from Veterans' Affairs regarding anything you have discussed today?  

o Yes 

o No 

25. How would you prefer to be contacted?  

o Telephone 

o Email 

26. What is your preferred telephone number/email address to be contacted by? 

27. What would you like to be contacted about? We will pass these details onto Veterans' Affairs. 

 




