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National customer aggression survey: 
Employer talking points and staff FAQs

Talking points
Suggested talking points for employers and team leaders to use with their teams:

· ShopCare, with KPMG, has commissioned New Zealand’s first national survey on customer aggression, across all sectors.
· The survey focuses on violence and aggression from customers or members of the public (not any internal workplace issues).
· There is no current data on what staff are experiencing - the goal is to build a national picture and to improve safety, prevention and education.
· The survey takes around five minutes and is completely anonymous – individual responses will not be shared with employers.
· The survey results will help influence practical actions that support safer customer-facing work. 
· The survey is open now – your team should have received an email with the survey link.
· As an organisation, we fully support this initiative – please complete the survey this week.


Frequently Asked Questions (FAQ’s) 

I didn’t get the email, what is the link? 
The survey can be accessed here: https://kpmgnz1.qualtrics.com/jfe/form/SV_3UTAe30pr7ulb3o.

Who can complete the survey?
Everyone in Aotearoa who interacts with customers or the public is encouraged to part, so we can build a strong national view. This survey includes all sectors. 

How will the survey results be used? 
Your feedback will show what’s really happening day to day – and where things need to improve to make work safer. It will help shape how this issue is addressed across New Zealand, so people in roles like yours are better supported.

When does the survey end? 
It closes 21st June 2026 – but we encourage you to complete the survey as soon as possible. 

What if I haven’t had an experience with customer aggression or violence? 
Please complete the survey as it helps build a national understanding of what staff experience.

This is an upsetting topic for me, what if I don’t want to do the survey? 
That’s understandable, and the survey is voluntary. Please let us support you – talk to your manager/HR/health and safety representative, or access free, confidential wellbeing support 24/7 at www.1737.org.nz.  

Who can see my survey answers? 
KPMG is managing the survey, and there is no way of identifying individuals. The survey does not ask you for your name or organisation, so it is completely confidential and anonymous. 

Who is ShopCare?
ShopCare is a charitable trust, funded by ACC, focused on improving health, safety and wellbeing outcomes for workers, working on behalf of organisations across New Zealand. www.shopcare.org.nz 


Download and print the staff poster here.
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