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ACCESS AND
INCLUSION 

in ACT alcohol, tobacco
and other drug services

How the survey was developed

To develop the survey, we went through a co-
design process with service users. They told
us what issues were most important and we
used that information to make the questions
for the survey. This means that the questions
are more relevant, and that the results are
likely to provide better information to help
improve the services and the sector.

The design of the 2023 survey was a
collaboration between the Alcohol, Tobacco
and Other Drug Association ACT (ATODA),
service users of ATOD programs, peer
workers from the Canberra Alliance for Harm
Minimisation and Advocacy (CAHMA), ATOD
service providers in the ACT, policy makers
from the ACT Health Directorate, and
researchers from UNSW.

This pamphlet was prepared by the SUSOSE Project
Advisory Group that guided and advised the Project,
including the development, implementation and analysis
of the survey.

As part of its corporate identity in published content, ATODA is proud to feature
artwork titled Unspoken History, Map of Pain (2020) by local artist Sharon. To learn
more about the story behind the artwork, and to view copyright conditions see:
www.atoda.org.au/about/featured-artwork/

The Service Users’ Survey of
Outcomes, Satisfaction and
Experience (SUSOSE) collects
information about service users of
alcohol, tobacco and other drug
(ATOD) services in the ACT, and
asks them about their experiences of
these services, their satisfaction and
outcomes. 

The survey was done at nine alcohol,
tobacco and other drug services in
2023. After taking out surveys that
were filled out twice or that had
errors, there are 302 surveys that are
reported on.

Information from the survey can be
used to improve access to and
experiences of ATOD services in the
ACT. It can also be used to advocate
for change in alcohol, tobacco and
drug policy and decision-making.

For more information on the
survey and the results

About the SUSOSE survey

CONTACT ATODA

info@atoda.org.au

(02) 6249 6358

www.atoda.org.au

© ATODA 2025



38%

Access and inclusion in ACT alcohol, tobacco and other drug services

Fear of being
stigmatised or judged

Lack of support from
family or friends

Someone I know
might find out

of service users identify as 19%
Aboriginal and/or Torres Strait Islander

Services respect
my cultural values

‘Agree’ or
‘Strongly

agree’

74%

of service users
identify as
LGBTIQA+

14%
of service users
identify as someone
with a disability

Note: For each question, non-responses have been excluded. Where relevant, ‘prefer not to say’ is
not reported - for further details see main report.

21%

Female 
36%

Male 

62%

What makes it hard to 
access ATOD services

Non-binary/ 2%

Half
of service
users were
aged 40 years
or older

<40

years old

>40

years old

of service users often have
difficulty getting to the
places they need to

Couldn’t smoke
at the service

Couldn’t get to
the service

The service
or other

people told
me the

waiting list
was too long

Caring or other
responsibilities

Financial
situation

‘Agree’ or
‘Strongly

agree’

96%I feel welcome at
ATOD services

‘Agree’ or
‘Strongly

agree’

79%
The locations of

services are
convenient for me

use a different term 

(in services that are not operated by the Aboriginal
and Torres Strait Islander community)



To develop the survey, we went through a co-
design process with service users. They told
us what issues were most important and we
used that information to make the questions
for the survey. This means that the questions
are more relevant, and that the results are
likely to provide better information to help
improve the services and the sector.

SUSOSE 2023
ACT Alcohol Tobacco and Other Drug 
Service Users’ Survey of Outcomes
Satisfaction and Experience

SERVICES USED
in the ACT

Alcohol, tobacco 
and other drug 
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How the survey was developed

The design of the 2023 survey was a
collaboration between the Alcohol, Tobacco
and Other Drug Association ACT (ATODA),
service users of ATOD programs, peer
workers from the Canberra Alliance for Harm
Minimisation and Advocacy (CAHMA), ATOD
service providers in the ACT, policy makers
from the ACT Health Directorate, and
researchers from UNSW.

This pamphlet was prepared by the SUSOSE Project
Advisory Group that guided and advised the Project,
including the development, implementation and analysis
of the survey.

As part of its corporate identity in published content, ATODA is proud to feature
artwork titled Unspoken History, Map of Pain (2020) by local artist Sharon. To learn
more about the story behind the artwork, and to view copyright conditions see:
www.atoda.org.au/about/featured-artwork/

The Service Users’ Survey of
Outcomes, Satisfaction and
Experience (SUSOSE) collects
information about service users of
alcohol, tobacco and other drug
(ATOD) services in the ACT, and
asks them about their experiences of
these services, their satisfaction and
outcomes. 

The survey was done at nine alcohol,
tobacco and other drug services in
2023. After taking out surveys that
were filled out twice or that had
errors, there are 302 surveys that are
reported on.

Information from the survey can be
used to improve access to and
experiences of ATOD services in the
ACT. It can also be used to advocate
for change in alcohol, tobacco and
drug policy and decision-making.

For more information on the
survey and the results

About the SUSOSE survey



Getting support for alcohol, tobacco and other drug issues

56% had been coming to
the service for more
than 1 year

were coming to the
service weekly or
more often

49%

‘Agree’ or
‘Strongly

agree’

89%Services provide the
support that I need for

alcohol and other
drug issues

Service users average
satisfaction score

88 out of 100

0
4 out of 5 service users were smokers

when they first started to use
the service

1 out of 2 service users had used an
electronic cigarette (vape) in
the past year 

1 out of 3
service users were using
Opioid Maintenance Treatment

Substances that people were 
currently using and/or seeking treatment for

^  Other includes: synthetic/medicinal cannabis; nitrous oxide and other
inhalants; ketamine; LSD; and ‘other’ substances

Note: For each question, non-responses have been excluded. Where relevant, ‘prefer not
to say’ is not reported - for further details see main report

Day
program/
groups

Counselling 
& case

management

Primary
health
care

(including
outreach)

Peer support
& case

management

Youth drop in/
case

management

Residential
rehabilitation

Needle-
syringe

programs

Opioid
Maintenance

Treatment

Residential
withdrawal

20%

12%

9%

13%

16%

10%14%2%

5% Which alcohol,
tobacco and other

drug services
were people

using?*

85% of service users were
using non-residential
services

The proportions represent
how many surveys were
filled out at each ATOD
program; this is different to
a measure such as
episodes of care.

*

20

40

60

80

100
#

Satisfaction was measured with the CSQ-8.
This satisfaction score (88/100) is
equivalent to the CSQ-8 score of 28/32.

#

Alcohol

CannabisHeroin

Other^

Methamphetamine

Cocaine

GHB/
GBL

Benzodiazepines

Other
opioids

MDMA/
Ecstasy

6%

5%

6%

5%

49%

46%

40%

39%

13%

16%

In non-residential services
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AND SUPPORTS

needed by people who
use alcohol, tobacco and

other drug services in
the ACT 
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This pamphlet was prepared by the SUSOSE Project
Advisory Group that guided and advised the Project,
including the development, implementation and analysis
of the survey.

How the survey was developed

To develop the survey, we went through a co-
design process with service users. They told
us what issues were most important and we
used that information to make the questions
for the survey. This means that the questions
are more relevant, and that the results are
likely to provide better information to help
improve the services and the sector.

The design of the 2023 survey was a
collaboration between the Alcohol, Tobacco
and Other Drug Association ACT (ATODA),
service users of ATOD programs, peer
workers from the Canberra Alliance for Harm
Minimisation and Advocacy (CAHMA), ATOD
service providers in the ACT, policy makers
from the ACT Health Directorate, and
researchers from UNSW.

As part of its corporate identity in published content, ATODA is proud to feature
artwork titled Unspoken History, Map of Pain (2020) by local artist Sharon. To learn
more about the story behind the artwork, and to view copyright conditions see:
www.atoda.org.au/about/featured-artwork/

The Service Users’ Survey of
Outcomes, Satisfaction and
Experience (SUSOSE) collects
information about service users of
alcohol, tobacco and other drug
(ATOD) services in the ACT, and
asks them about their experiences of
these services, their satisfaction and
outcomes. 

The survey was done at nine alcohol,
tobacco and other drug services in
2023. After taking out surveys that
were filled out twice or that had
errors, there are 302 surveys that are
reported on.

Information from the survey can be
used to improve access to and
experiences of ATOD services in the
ACT. It can also be used to advocate
for change in alcohol, tobacco and
drug policy and decision-making.

For more information on the
survey and the results

About the SUSOSE survey



58%

41%

79%

45%

80%

35%

What other services and supports do people need and use?

Dental
health

Pharmacies

Other services people might use

Mental
health

services

Housing
services

Hospital
emergency
department

GP or other
community

health

Note: For each question, non-responses and/or ‘n/a’ have been excluded. Where
relevant, ‘prefer not to say’ is not reported - for further details see main report

People also used other types of
services in the ACT

(in the past 6 months)

of service users are39%

Housing services

of female service users 45%

Domestic and family violence
support services

homeless or at risk of
homelessness

68% of service users are

Employment services

unemployed or not working

had experienced domestic and/or
family violence in the past 12
months

Services support me
with more than just my
alcohol and other drug

issues if I ask for it

‘Agree’ or
‘Strongly

agree’

88%

General 
health

Centrelink

People said they needed 
support for other issues

asked for support62%

received support39%

Mental 
health asked for support57%

received support44%

asked for support34%

received support25%

asked for support31%

received support27%

Legal
services
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EXPERIENCES

of ACT alcohol, tobacco
and other drug services
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How the survey was developed

To develop the survey, we went through a co-
design process with service users. They told
us what issues were most important and we
used that information to make the questions
for the survey. This means that the questions
are more relevant, and that the results are
likely to provide better information to help
improve the services and the sector.

The design of the 2023 survey was a
collaboration between the Alcohol, Tobacco
and Other Drug Association ACT (ATODA),
service users of ATOD programs, peer
workers from the Canberra Alliance for Harm
Minimisation and Advocacy (CAHMA), ATOD
service providers in the ACT, policy makers
from the ACT Health Directorate, and
researchers from UNSW.

As part of its corporate identity in published content, ATODA is proud to feature
artwork titled Unspoken History, Map of Pain (2020) by local artist Sharon. To learn
more about the story behind the artwork, and to view copyright conditions see:
www.atoda.org.au/about/featured-artwork/

This pamphlet was prepared by the SUSOSE Project
Advisory Group that guided and advised the Project,
including the development, implementation and analysis
of the survey.

The Service Users’ Survey of
Outcomes, Satisfaction and
Experience (SUSOSE) collects
information about service users of
alcohol, tobacco and other drug
(ATOD) services in the ACT, and
asks them about their experiences of
these services, their satisfaction and
outcomes. 

The survey was done at nine alcohol,
tobacco and other drug services in
2023. After taking out surveys that
were filled out twice or that had
errors, there are 302 surveys that are
reported on.

Information from the survey can be
used to improve access to and
experiences of ATOD services in the
ACT. It can also be used to advocate
for change in alcohol, tobacco and
drug policy and decision-making.

For more information on the
survey and the results

About the SUSOSE survey



Experiences of alcohol, tobacco and other drug services in the ACT

Note: Biased surveys
have been removed. 
For each question, non-
responses have been
excluded. For further
details see main report.

- for further details see main

At services I feel
physically safe

At services I feel
emotionally safe

Services support me to
reach my wellbeing

goals

My family/ significant others
can be involved in my care

and support if I want

Services meet my
mental health needs

At services I’m treated
like a person, not like ‘a

problem’

At services I can say ‘no’
to any care or support

that I don’t want

At services I feel judged for being
someone who uses alcohol & other drugs

The workers are caring
and supportive

The workers understand
what it’s like to be a

person who uses alcohol
or other drugs

Workers follow through
with what they say

they’ll do

I can access a worker
with lived experience of
alcohol and other drugs,

if I want

The workers tell me
what’s going on before

things change in my
treatment or support

40%

47%

Proportions of
people who said they
“agreed” or “strongly

agreed” with these
statements*

46%

42%

42%

30%

29%

34%

53%

38%

54%

39%

31%

46%

47%

43%

44%

41%

52%

40%

39%

43%

49%

40%

39%48% 13%
1%

strongly
disagreed

disagreed neither agreed
nor disagreed

agreed

* Other categories were: neither agreed nor disagreed;
 disagreed; and strongly disagreed.
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How the survey was developed

To develop the survey, we went through a co-
design process with service users. They told
us what issues were most important and we
used that information to make the questions
for the survey. This means that the questions
are more relevant, and that the results are
likely to provide better information to help
improve the services and the sector.

The design of the 2023 survey was a
collaboration between the Alcohol, Tobacco
and Other Drug Association ACT (ATODA),
service users of ATOD programs, peer
workers from the Canberra Alliance for Harm
Minimisation and Advocacy (CAHMA), ATOD
service providers in the ACT, policy makers
from the ACT Health Directorate, and
researchers from UNSW.

SUSOSE 2023
ACT Alcohol Tobacco and Other Drug 
Service Users’ Survey of Outcomes
Satisfaction and Experience

OUTCOMES

of using ACT alcohol,
tobacco and other 

drug services

This pamphlet was prepared by the SUSOSE Project
Advisory Group that guided and advised the Project,
including the development, implementation and analysis
of the survey.

As part of its corporate identity in published content, ATODA is proud to feature
artwork titled Unspoken History, Map of Pain (2020) by local artist Sharon. To learn
more about the story behind the artwork, and to view copyright conditions see:
www.atoda.org.au/about/featured-artwork/

The Service Users’ Survey of
Outcomes, Satisfaction and
Experience (SUSOSE) collects
information about service users of
alcohol, tobacco and other drug
(ATOD) services in the ACT, and
asks them about their experiences of
these services, their satisfaction and
outcomes. 

The survey was done at nine alcohol,
tobacco and other drug services in
2023. After taking out surveys that
were filled out twice or that had
errors, there are 302 surveys that are
reported on.

Information from the survey can be
used to improve access to and
experiences of ATOD services in the
ACT. It can also be used to advocate
for change in alcohol, tobacco and
drug policy and decision-making.

For more information on the
survey and the results

About the SUSOSE survey



74%

54%

69%

74%

64%

60%

52%

55%

“What has changed since you’ve been using this ATOD service?”

ability to keep themselves
safe when using AOD

increased 

of service users said their
AOD use* decreased 

risk of involvement with police
and the justice system

decreased

of service users said their
overall quality of life was better

of service users said their
physical health was better

of service users said their
mental health was better

of service users
who had used
vapes had used
them to stop or
cut down their
smoking

*  Both quantity and

65%49%
of service users
who were
smokers had
either stopped
smoking or were
smoking less 

of service users said their knowledge of
the harms and risks associated with

alcohol and other drug use
had improved a lot

of service users said their knowledge of
where to get support for 

alcohol and other drug use
had improved a lot

Services provide
useful information

about how to reduce
harms from alcohol
and/or other drugs

Note: For each question, non-responses have been excluded. Where relevant,
‘prefer not to say’ is not reported - for further details see main report

‘Agree’ or
‘Strongly

agree’

89%

of service users said their

of service users said their

frequency of AOD use


