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Executive summary

While the quantitative data suggests stakeholder perceptions are stable, qualitative conversations with senior industry
stakeholders painted a more positive picture of improving industry relationships.

In 2025, around half (51%) of stakeholders are satisfied with their relationship with CASA. Stakeholders gave an average
rating of 6.1out of 10 in 2025 - on par with the 2023 results (6.1).

* The proportion who were ‘very satisfied' with their relationship with CASA has increased significantly since 2023(24%, up
from 16% in 2023).

* The provision of relevant and helpful information is a key driver to stakeholder satisfaction.

* Qualitative interviews suggest CASA has made positive progress. CASA are increasingly seen to be meeting expectations
in addressing industry needs and providing online services, as well as working on fostering and supporting positive
industry relationships.

Positive progress can be attributed to improvements in communication, collaboration and performance.

*  47% of stakeholders are satisfied with the way CASA maintains an open and transparent relationship with them and feel
that CASA are more actively engaged with industry needs and listening to what they are saying about their needs,
challenges and ideal ways of working.

* 36% of stakeholders are satisfied with the way CASA works collaboratively with industry, and believe CASA have a more
active presence across industry and a greater commitment to working with industry across sectors.

« Stakeholdersreport increased speed and efficiency from CASA, supported by the development of plain English guides
and online resources. Qualitative interviews indicated that the approvals process and processing times is seen to have
improved in the last 12-18 months, and online applications and processes have helped to support a faster and more
efficient system.

Senior CASA staff are key contributors to positive shiftsin CASA’s performance.

« Senior staff are seen to have a greater personal commitment to making changes and focus on working collaboratively and
maintaining personal relationships with stakeholders.
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Executive summary

While satisfaction with some aspects of CASA’s performance remain stable, satisfaction with service delivery is trending
downwards.

*  41% of stakeholders are satisfied with the way CASA develops aviation safety requlations, and 37% are satisfied with the
consistency of CASA’s decision making. These results are stable with previous waves.

*  Satisfaction with CASA’s service delivery in trending downwards, down 4 points from 2023 and 12 points since 2018 (now at
42% satisfied).

« Slow service delivery isreported as the main reason for dissatisfaction with CASA and a driver analysis reveals that
service delivery is the 2" most important driver of overall satisfaction. These results suggest that addressing
performance in service delivery is vital to improving overall satisfaction.

Ratings of CASA’s performance of their regulatory philosophy principles vary.

* Fourinten believe CASA communicates meaningfully with stakeholders(41%, a great extent), is committed to maintaining
the trust of the aviation community(41%) and takes a risk-based approach to decision making(39%).

°* However, atleast one in five stakeholders provided neutral ratings to these aspects of CASA’s performance.
Compliance with aviation safety regulations is perceived to be easy, however confidence in doing so is trending down.

* Half(50%)of stakeholders find it easy to fully comply with all aviation safety requlations, including 23% who find it very
easy. This result is on par with 2023 where 52% found it easy or very easy to comply. Two-thirds(67%)are confident in their
ability to comply with all aviation safety reqgulations(down 4 points since 2018).

Stakeholders who are in regular contact with CASA generally rate CASA more negatively.

*  More than half (54%) of stakeholders have been in contact with CASA within the last 3 months. These stakeholders were
more likely to be dissatisfied with CASA overall (28%), the way CASA develops aviation safety regulations(23%), their
service delivery (35%), and consistency in decision making (38%).

* Thisismostlikely due to arecency effect and the increased likelihood that the issues for which they have beenin
contact remain unresolved, and are in the process of being attended to. However, this is potentially related to the
issues noted above around perceptions of slow service delivery, and potentially suggests a need to keep stakeholders
better informed of the progress of their enquiry through the system.

WHERE
» TO



Executive summary

Legacy issues are the key areas for future focus.
* Thereisalack of consistency between operational teams, resulting in varying levels of service quality.

* Thelevels of bureaucracy is causing frustration, with stakeholders calling for a more streamlined approach to working with
CASA. Many stakeholders believe the simplification of rules and regulations should be a key focus area in the future.

* Inaddition, the simplification of application processes to allow for better communication of timelines and status of
applications should be an area of future focus.

* Some stakeholders believe there is a lack of transparency on CASA's behalf. More transparent processes and communications
could drive improvements in stakeholder experience and perceptions.

RPAS operators view CASA more positively than other stakeholders, and are generally more satisfied with CASA.

* RPAS Operators were significantly more likely to be satisfied with the way CASA operates with safety as its primary focus (86 %
vs 50% of other stakeholders), maintains an open and transparent relationship with stakeholders (71% vs 44%), and actively
helps stakeholders comply with regulations(65% vs 40%).

* RPAS Operators were significantly more likely to be very satisfied with:
« The way CASA develops aviation safety requlations(41%, compared to 14% of other stakeholders).
« CASA'sservice delivery(51%, compared to 16% of other stakeholders).
« CASA’'s consistency in decision making(43%, compared to 14% of other stakeholders).
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Research background

CASA has run a biennial 5-minute stakeholder satisfaction survey since 2015 to obtain feedback on
its performance and understand key areas of responsibility in which stakeholders believe require
improvement.

CASA commissioned Whereto Research to run their biennial stakeholder satisfaction survey in
2025.

In 2023, stakeholders gave an average satisfaction rating of 6.1 out of 10 when asked to describe
their relationship with CASA. While most were positive about CASA's safety education resources,
some stakeholders were discontent with aspects of CASA's service delivery.

« This highlighted a need for further tracking of stakeholder satisfaction to further understand
drivers of reduced satisfaction and identify focus areas in CASA’s engagement with
stakeholders that need improvement.

Since 2015, the survey has been refined to produce a survey instrument that is succinct and easy
for stakeholders to complete. In 2025, further refinements were made to understand frequency of
engagement with CASA, and perceptions of CASA’s requlatory philosophy principles.

Consistent with 2023, qualitative interviews were conducted to gather detailed feedback from
stakeholders about their engagement and experience with CASA.
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Research objectives

The 2025 stakeholder survey aims to:

measure stakeholder satisfaction with CASA and identify the key
drivers of that satisfaction,

assess satisfaction levels with CASA’s performance of their
regulatory principles, safety regulations, compliance, service
delivery, consistency in decision-making and safety focus,

identify future areas of focus for each of these categories,

explore and analyse changes in stakeholder ratings of CASA's
performance and relationships compared to 2020 and 2023
results, and

provide deeper insights into stakeholder satisfaction and
highlight areas for improvement.



Methodology and sample

A mixed-method approach was used to measure stakeholder satisfaction in 2025.

Online survey In line with previous iterations of the survey, a stratified random sampling approach was
used to determine the sample for the 2025 survey.

« Similarto 2020 and 2023, using a random stratified sampling
approach, n=6,600 stakeholders were invited to complete the 5- Quotas for each of CASA’s 14 core stakeholder groups were set to ensure the sample is

robust and representative of the CASA stakeholder population. The number of each

minute survey
stakeholder type that were invited and completed the survey is outlined in the table

* n=436 stakeholders completed the survey, resultingin a

response rate of 6.6%, which is similar to, but slightly lower than pelow.

the response rate observed in 2020(11.4%) and 2023(10.4%). Group Type Invited Completed(n) Completed (%)

This has resulted in a slightly higher margin of error in 2025. Group A | Pilot Licence 2640 165 38%

« Quantitative fieldwork was conducted between 28™ April and 4t Group B | Maintenance Licence 660 29 7%

June 2025. Aerodromes 3 1%

- g Air Operators Certificate (AOC) 9 2%

Air Traffic Control (ATC) Licence 17 4%

In-depth interviews Group © Flight Training & Simulation Organisations 41 4 1%

Maintenance Organisation 9 2%

* n=12 in-depth interviews were conducted with stakeholders Maintenance Training Organisations 0 0%

representing key industry associations and aviation sectors. Group D | RPAS Operators 1320 51 12%

* The 45-minute online interviews were conducted via Microsoft Group E | Remote Pilot Licence 660 23 5%

Teams in April 2025. Dangerous Goods Training Organisation 8 2%

« Aninitial email was sent by CASA to stakeholders prior to Group F | Delegates 31 25 6%

Whereto scheduling the interviews. Design and Manufacturing Organisation 1 3%

y Group G | Registered Operator 660 82 19%

.
V\/ H E R E Source: Ala. How satisfied are you with your relationship with CASA?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.



The lower response rate in 2025, combined
with the relatively static overall results and
consistency of survey approach, suggests that
while stakeholders are less likely to have
‘extreme’ positive or negative issues to report
this year, engagement is lower (although still
comparatively strong)because there are fewer
burning platforms...
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Overall satisfaction




Stakeholders are generally satisfied with CASA.

Overall, relationships with, and service from CASA is reported as satisfactory, and moving closer towards ideal.

S r'4
@ CASA performance is
- = delivering to the rational

~ % needs of stakeholders

Stakeholders assess CASA's
performance positively and see them as
meeting expectationsin most areas:

* CASA are seento be focused on
industry needs and making changes to
their processes and approaches based
on industry feedback.

* CASA are providing tools and provision
for aviation that are meeting the need
for better speed, efficiency and points
of interaction(e.g. online services).

* CASA leadership are perceived to be
positively aligned and understanding
of the needs of aviation and making
changes accordingly.
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2)8% CASA is generally supporting

positive relationships

Interactions and relationships with CASA

at the senior stakeholder level are viewed

positively:

* CASA staff are generally approachable
and amenable to open dialogue and
communication.

» Stakeholders perceive an intention
from senior management at CASA to
work on fostering and supporting
positive industry relationships.

* Some sense that CASA have recognised
previous tensions and issues with
historic interactions and are working to
address them.

“We are really fortunate that we've come
into that...I've started this tenure at a
time where we've had two great industry
liaison people...really helped set the
scene for a very professional liaison
between us and CASA.”

“The relationship we have is really
positive... | think that's partly because
we're very active and partly because
CASA is very responsive.”

“One of the great things CASA have
done... was develop a regulatory
roadmap... industry have a say in that.”
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The survey data shows that overall satisfaction with CASA remains stable.

» Half(51%) of stakeholders are satisfied with their relationship with CASA, on par with 2023. Notably, the proportion who are ‘very
satisfied has increased significantly since 2023.

« Aquarter(24%)of stakeholders reported being very satisfied, an increase of 6-points since 2023. A similar proportion(25%) provided a
neutral response - consistent with previous years.

* Inline with previous years, around one in five (22%)are dissatisfied, including 9% who are very dissatisfied.

Satisfaction with relationship with CASA % 7-10 Average rating

2018 @4 53% 6.2
Stakeholders who have been in
contact with CASA in the last 3

months are significantly more likely to

be dissatisfied with their relationship
with CASA 2020

(28%, compared to 14% of
stakeholders who have not interacted

with CASA in the last 3 months).

54% 6.3

2023 ([SWAVAZ 49% 6.1

This likely reflects the impact of
recent or ongoingissues that
particular stakeholders are
experiencing, rather than emerging 2025 KL
issues with contact centres. e

27% 24% 51% 6.1

mDon't ™ Very dissatisfied (2-3) © (4-6) m(7-8) mVerysatisfied
know  (0-1) (9-10)

V\/ H E R E Source: Ala. How satisfied are you with your relationship with CASA?

Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.
» TO leunwely



CASA'’s provision of relevant and helpful information is driving stakeholder satisfaction, while
slow service delivery continues to be the key reason for dissatisfaction.

Stakeholders who are very dissatisfied with their relationship with CASA were significantly more likely to cite CASA's lack of engagement
with the industry (24%)and over requlation (34 %) as a reason for their low rating.

Reasons for level of satisfaction with CASA (2025) 2023

Provides relevant information/helpful [ 16% 13%

Other positive interactions [ 8% 6%

Prompt responses to queries [ 7% 6%

Professional - staff [ 5% NEZS’;(;S,.’:'Z‘:E;)”% 4%

I haven't had any issues i 5% ’ 7%

Easy to deal with [l 3% 4%

Professional - organisation Bl 2% 2%

| have minimal interaction/communication with CASA 12% NE]}S’;T#?S;)B% 9%
Slow service delivery NG 15% 19%

Over requlated and too many changes to requlation [IREGG—_G_G__l 12% 8%
Too bureaucratic [[INGTIEGEGE 1% 4%

Issues with aviation medical requirements [ BA 5%

Not engaged with industry/poor communication [N 10% NET NEGATIVE: 52% 10%
Minimal access to CASA respresentative [l 4% (627% in 2023) 3%

| find it difficult to understand the regulations [l 4% 3%
Cost of compliance is too high [l 3% 3%

Not open or transparent enough with stakeholders - 3% 2%
Issues with MyCASA portal or website B 2% 2%

CASA is under resourced . 2% 1%

other I 6% 4%

V\/ H E R E Source: Alb. Why is that? Reason for level of satisfaction with CASA.

Base: 2025 sample, unweighted, n=436.
» TO e unwelg



Stakeholders have seen change themselves

Stakeholders have noted positive change in their own
interactions with CASA, especially at a senior level:

* Senior stakeholders sense a shift in tone and quality of
relationship that has had positive trickle-down effects into
different aspects of CASA’s service delivery in the last 12-18
months.

* CASA staff also appear to have been briefed on
incorporating different ways of working and seem to be
moving in a more collaborative direction.

* The impacts on stakeholders have been both immediate and
indirect - less management of interactions and issues about
CASA raised by members and staff, as well more positive
working relationships with CASA for themselves, that have
allowed issues to be addressed in a more timely and
effective way.
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“High-level engagement... responsiveness of

Despite stable quantitative results, qualitative interviews suggest CASA has
made positive progress.

Stakeholders have also heard about

positive change from their members and staff

As well as seeing positive change firsthand, senior
stakeholders have heard positive feedback from their
members and staff about CASA’s performance:

* While some tension and points of frustration do exist for
those interacting with CASA at the less senior level,
there is still a sense of positive progress and change.

* Initiatives that save time, and add a sense of efficiency
into what is seen as an administratively heavy process
are key to this positive progress.

“We now have regular meetings with

senior management driven by the CEQO... SR T (e U

that's been something that’s been pursued
proactively.”

“They've definitely listened more in the
last year... before it felt like we were
being talked at. Now there’s more back

“There’s a cultural shift. They've gone from
punitive to more educative in some parts of
the organisation.” and forth.”




However, the sentiment of CASA making positive steps is not yet widespread, evidenced by
consistent levels of satisfaction in the last 12 months (reported below) and over the last few

years (reported earlier).

* When asked to measure the extent to which their satisfaction hasimproved over the last 12 months, two-thirds(65%) of stakeholders

indicated it was about the same as 12 months ago.

* Oneinfive(18%)specified their level of satisfaction with CASA was better than 12 months ago, including 6% who felt it was much better.

* Oneinseven(16%)indicated their level of satisfaction was worse than 12 months ago, with 5% stating it was much worse.

Compared to 12 months ago, would you say your satisfaction with
CASA is better or worse?

2

Much better than 12 months ago . 6
A little better than 12 months ago 12%

About the same as 12 months ago 65%

A little worse than 12 months ago VA

Much worse than 12 months ago 5%

V\/ H E R E Source: Alc. Compared to 12 months ago, would you say your satisfaction with CASA is better or worse?
Base: 2025 sample, unweighted, n=436.
» TO e unwlg

Stakeholders who have been in
contact with CASA in the last 3
months were significantly more likely
to be indicate their satisfaction with
CASA was worse than 12 months ago
(25%, compared to 7% of stakeholders
who have not interacted with CASA in
the last 3 months).
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Where positive progress has been achieved, this can be attributed to systems,
relationship and communications changes.

However, in each of these domains, widespread quantitative changes are not being observed.

Listening to industry Active participation with Speed and efficiency Acknowledgement of sector
industry diversity
And making changes according to Positive initiatives beyond
industry need and feedback ‘traditional’ aviation

“There's definitely been a step change compared to three years ago.”
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CASA are felt to be listening to industry more than in previous times.

Stakeholders feel that CASA are more actively engaged with industry needs and are listening to
what they are saying about their needs, challenges and ideal ways of working.

* Across the sector, stakeholders mention more regular meetings with
CASA, at both a senior and administrative level as a signifier that CASA
are engaged, listening and committed to working together.

* CASA are seen to be taking on board the feedback from industry about
the need for more efficient processes.

* Examples of change due to active listening have been the development “I'm talking to someone at CASA
of the Plain English Guides and the move from a centralised approach probably at least 2-3 times a week. And

back to having more local presence. | have reqgular meetings with senior
leadership.”

“It's better if there’s someone you know
you can just pick up the phone to and

) L call, and it’s not all through formal
relationship with them. 2025 2023 2020 2018 2025 2023 2020 2018 channels.”

6% 12% B 18% 235% 25% 47% 53% 45% 49% 59 6.2 59 6.2

B Don't ®\Verydissatisfied " (2-3) = (4-6) ®(7-8) mVery satisfied
know  (0-1) (9-10)

47% of stakeholders are satisfied with the way
CASA maintains an open and transparent % 7-10 Average rating

W H E R E Source: A2. How satisfied you are with the following aspects of CASA's performance?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.



CASA are seen to be participating with industry more actively.

By attending industry events, both face to face and online, CASA are seen to have moved to a more
active presence across industry, which is seen as positive.

* CASA staff are seen to have had more of a presence at industry
events such as training sessions, industry events and more.

* This presence is seen to be indicative of a commitment to working
together with industry across sectors, and to learn more. ’

* Practically, the increased CASA presence at events gives a sense that We i?ad a CASA person therg fqr the
CASA will become more knowledgeable about the dynamics and entire course, because we invited
intricacies of each sector, that will ultimately facilitate faster and them... that worked really well.”
more efficient interactions, approvals and more.

“Quarterly briefings with safety topics—
that’s very valuable. Our staff react very
positively to that.”

36% of stakeholders are satisfied with the way % 7-10 Average rating “They [CASA]show up. They came to

CASA works collaboratively with industry. our training forum and stayed the whole
2025 2023 2020 2018 2025 2023 2020 2018 day—not just a speech and go.”

14% 14% 14% 20% SV 36% 39% 37% 38% 53 57 53 b4

B Don't ®Verydissatisfied " (2-3) = (4-6) =(7-8) ™ Very satisfied
know  (0-1) (9-10)

W H E R E Source: A2. How satisfied you are with the following aspects of CASA’s performance?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.



Speed and efficiency are seen to have improved.

Instrumental to effective business functioning, CASA’s increased speed and efficiency in recent
times is seen to be supportive of more optimal functioning for stakeholders and industry members.

- The approvals process and processing times is seen to have

improved in the last 12-18 months. “The online portal is miles better than it
* Plain English guides have helped industry work with CASA in used to be... there are still hiccups, but
more effective ways. it's not like the old days.”
< Online applications and processes have helped to support a
faster and more efficient system. “Plain English guides... are awesome.

They really are changing people’s
behavior because they are written so
much better.”

% 7-10 Average rating

2025 2023 2025 2023 “For general aviation, the plain English

. .1 ) ) guides—fantastic. Really, really good...
going through this with legalese.”

58% of stakeholders rate the development of plain
English guides as good or very good.

54% of stakeholders rate the availability of online
resources as good or very good.

5%7% e 27% 27% 54% 56% 6.6 6.7

mDon't MVerypoor ©(2-3)  (4-6) = (7-8) mVerygood
know  (0-1) (9-10)

W H E R E Source: A3. How do you rate CASA on the following aspects?

Base: Total sample, unweighted. 2025, n=436; 2023, n=683.
» TO e, urweg

“They've digitised a lot and that’s
working better for us now.”



CASA have progressed and flexed to acknowledge sector diversit

With an acknowledgement and provision of resources to sectors outside of traditional aviation,
CASA's actions have given stakeholders an impression of flexibility and aqility.

* Thisis mainly driven by initiatives around drones.

* Updating policies and procedures to include issues related to
dronesis seen as positive.

* Dedication of resources, both staff and time, to new sectors s
also seen as positive.

- For some in traditional aviation, a potential sense of too much ‘From alicensing perspective, it sounds
being assigned to new and diverse sectors of aviation leading to like that space they've done really well.
scarcer resources in their sectors.

“Drones are taking up so much
resource... traditional aviation would
have really liked to have had some of
33% of stakeholders are satisfied with the way % 7-10 Average rating that energy.”

CASA balances consistency and flexibility.

2025 2023 2020 2018 2025 2023 2020 2018

N% F12% 17% 17% 17% 33% 36% 33% 33% 52 53 51 b2

mDon't ®\Verydissatisfied ©(2-3) = (4-6) ™(7-8) mVery satisfied
know  (0-1) (9-10)

W H E R E Source: A2. How satisfied you are with the following aspects of CASA’s performance?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.
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Stakeholders who have recently interacted with CASA (within the last 3

months) were significantly more likely to be dissatisfied with the way CASA:

» Balances consistency and flexibility (38 %, compared to 19% who have not
interacted with CASA in the last 3 months),

* Works collaboratively with industry (34 %, compared to 21%),

« Maintains an open and transparent relationship with stakeholders(30%,
compared to 19%).

RPAS Operators were significantly more likely to be satisfied with each
aspect of CASA’'s performance listed above.
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Satisfaction with the way CASA supports stakeholders and industry remains stable.

« Fourinten(43%)stakeholders are satisfied with the way CASA actively helps stakeholders comply with regulations, and a third (36%) rate
the implementation of changes to support general aviation as good or very good (compared to 44% and 35% respectively in 2023).

« Comparedto 2023, alarger proportion of stakeholders provided a neutral rating of CASA's safety education activities and initiatives (26 %,
compared to 19% in 2023).

% 7-10 Average rating
How satisfied are you with the following aspects of CASA’s performance? 2025 2023 2020 2018 2025 2023 2020 2018
Operates with safety as its primary focus [ERENA 19% 35% 54% 61% 58% 61% 6.3 6.9 6.6 6.8

Actively helps stakeholders comply with o . 5 o o 0 o o
requlations 1% 12% 22% 21% 43% 46% 42% 44% 5.8 6.1 57 6.0
mDon't M Verydissatisfied (2-3) (4-6) m(7-8) mVery satisfied
know (0-1) (9-10)
% 7-10 Average rating
How do you rate CASA on the following aspects? 2025 2023 2025 2023
CASA's safety education activities and initiatives [NV V2 26% 27% 53% 58% 6.7 6.9
The implementation of changes to support general 16% 17% 18% 18% 36% 359, 59 5.4

aviation

B Don't m Very poor (2-3) (4-6) = (7-8) H Very good
know (0-1) (9-10)

V\/ H E R E Source: A2. How satisfied you are with the following aspects of CASA's performance? A3. How do you rate CASA on the following aspects?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168. 21
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Stakeholders who have recently engaged with CASA were:

significantly less likely to rate CASA as good or very good in relation to
the implementation of changes to support general aviation (31%,
compared to 41% who have not interacted with CASA in the last 3
months)

significantly more likely to be dissatisfied with the way CASA actively
helps stakeholders comply with requlations(30%, compared to 19%),

and operates with safety as its primary focus (30%, compared to 19%).
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Senior CASA staff are key

Those who reported seeing positive shifts in CASA's
performance attribute this to the role of specific senior
CASA staff, who are seen to have implemented positive
change through:

* Personal commitment to the industry and to making
positive changes,

« Afocus on personal relationships - being available,
convening regular meetings with senior stakeholders and
wanting to work collaboratively,

* Ashiftintone in the relationship between CASA and
industry, from one of compliance to a more collegiate
one,

« CASA staff training and feedback with a focus on how
staff can work with and support industry.

It is also noted by stakeholders, that there have been more
recent appointments within CASA of senior staff who have
more understanding of the aviation industry, which has
helped with both policy and procedures as well as
relationships.

It's a really good relationship...
we got good access to, you
know, from the executive down
through senior and middle
management on a Teams
meeting once a month...”

“The new leadership has made

a difference... we've had better

access and faster responses at
the top level.”

“High-level engagement...
responsiveness of the senior
management driven by senior

leadership... that's been
something that’s been pursued
proactively.”




Despite some existing frustrations and points of tension, CASA's current
performance seen as close to ideal by some stakeholders ‘

Stakeholders recognise the complexity of industry and the challenges facing CASA.

* As such, most stakeholders acknowledge, implicitly or explicitly, the likelihood of some ongoing disconnect in
organisational goals and focus of CASA vs. aviation companies, bodies and associations.

* Realistically, the CASA agenda is not seen as being able to fully align with the agenda of stakeholders, which means that
stakeholder expectations of ideal service include some elements of bureaucracy and processes that may not fully suit
them, their businesses or their association members.

Feedback that CASA is providing a service that is generally not too far away from stakeholder expectations is a positive sign
of the changes that have been evident in the last few years.

“All the working groups, to be honest, they're all working relatively well...
regulatory auditing requirements for compliance—| wouldn't play with that..”

“Versus ideal? Not too far away overall.”
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Satisfaction with the way CASA develops aviation safety requlations is stable

* Fourinten(41%)stakeholders are satisfied with the way CASA develops aviation safety requlations, including 17% who are very satisfied.
These results are on par with 2023 (41% satisfied, 18% very satisfied). However, the proportion who are very dissatisfied has increased
(19%, up 7 points). Stakeholders who cited over requlation and CASA being too bureaucratic as key reasons for dissatisfaction with CASA
overall, were more likely to be dissatisfied with the ways CASA develops aviation safety regulations.

» Theaverage rating has slightly decreased in 2025, now at 5.2 (down from 5.6) .

RPAS stakeholders are significantly
more likely to be very satisfied with the
ways CASA develops aviation safety
regulations
(41%, compared to 14% of other
stakeholders).

Average rating

Satisfaction with the ways CASA develops aviation safety regulations % 7-10
2018 K 15% 21% 19% 40%
2020 EEIFA 16% 21% 20% 42%
2023 IEIFA 12% 23% 18% 1%
2025 [0 24% 17% 41%

EDon't ™ Not at all satisfied (2-3) (4-8) m(7-8) mVery satisfied
know  (0-1) (9-10)

V\/ H E R E Source: C1. How satisfied are you with the ways CASA develops aviation safety regulations relevant to your role or activities?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.

5.5

5.5

5.6

5.2
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Satisfaction with CASA's service delivery is trending down, recording a 12-point decline since
2018.

» Thisresult, along with stakeholders citing slow service delivery as the main reason for dissatisfaction(reported earlier), highlight service
delivery as a key area for improvement.

« Fourinten(42%)stakeholders are satisfied with CASA’s service delivery, including 20% who are very satisfied. While the proportion who
are very satisfied is consistent with 2023, a greater number are very dissatisfied (17%, up from 13% in 2023).

 Theaveragescorein2025is 5.5, downfrom6.2in 2018.

Satisfaction with CASA's service delivery % 7-10 Average rating
Stakeholders who have beenin 2018 I A 299 25% 54% 6.2
contact with CASA in the last 3
months are significantly more likely to
be dissatisfied with CASA’s service
delivery . 5 o .
stakeholders who have not interacted
with CASA in the last 3 months).
RPAS stakeholders are significantly 2023 YA VA 27% 19% 46% 5.7
more likely to be very satisfied with
CASA’s service delivery
(51%, compared to 16% of other
stakeholders). 2025 [T 23% 20% 42% 5.5
EDont M Not at all satisfied (2-3) (4-6) m(7-8) mVerysatisfied
know  (0-1) (9-10)

V\/ H E R E Source: D1. How satisfied are you with CASA’s service delivery relevant to your role or activities?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168. 26



Satisfaction with CASA's consistency in decision making is polarised.

* Morethanathird(37%) of stakeholders are satisfied with the consistency of CASA's decision making, including 17% who are very
satisfied. These results remain stable with previous waves.

« However, the proportion who are dissatisfied with CASA’s consistency in decision makingis increasing, now at 32% (up from 26 % in
2023). This is driven by 4-point increase in the proportion who are very dissatisfied (17%, up from 13%).

Satisfaction with the consistency of CASA’s decision making % 7-10 Average rating

Stakeholders who have been in 2018 17% 14% 21% 15% 35% 5.4

contact with CASA in the last 3
months are significantly more likely to
be dissatisfied with the consistency of

CASA’s decision making 2020 [ERIPA 14% 21% 17% 38% 5.4
(38%, compared to 26% of
stakeholders who have not interacted
with CASA in the last 3 months).

RPAS stakeholders are significantly 2073 13% 20% 16% 367% 5.3
more likely to be very satisfied with the
consistency of CASA’s decision making
(43%, compared to 14% of other
stakeholders). 2025 gpA 17% 20% 17% 37% 5.2

EDon't ™ Not at all satisfied (2-3) (4-8) m(7-8) mVery satisfied
know  (0-1) (9-10)

V\/ H E R E Source: E1. How satisfied are you with the consistency of CASA’s decision making relevant to your role or activities?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.
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Perceptions of CASA
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Perceptions of CASA reqgulations are polarised; regulations are seen to have a positive impact,

despite a lack of transparency in decision-making.

* Many stakeholders(43%)agree CASA regulations have a positive impact on aviation safety. While a third (37%) can easily interpret how
regulations affect the way they operate, a similar proportion do not believe regulations have been easy to follow and implement (38%).

« Similarly, while some agree CASA does a good job at seeking industry feedback on changes to the regulations(37%) and explains the
regulationsin a clear manner(33%), some do not clearly understand why CASA makes the decisions it does(40%).

Perceptions of CASA regulations

% 7-10

2025 2023 2020 2018

Average rating

2025 2023 2020 2018

The regulations have a positive impact on aviation 4% 17%% 19% 249, 439,
safety 1Nl . . . °

| can easily interpret how regulations affect the 49 219
way | operate Il .

18% 19% 37%

CASA does agood job at seeking industry feedback & a
. 1M% 17%
on changesto the regulations

19% 18% 37%

CASA explains the regulations and how they affect |pe8 °
. - 6% 19%
industry stakeholdersin a clear manner

16% 17% 33%

| clearly understand why CASA makes the dec.:lsmns Lok 299, 14% 17% 31%
it does

Regulations have been easy to'follow and Lok 259, 16% 16% 31%
implement

B Don't M Strongly disagree (2-3) (4-6) m(7-8) mStronglyagree
know  (0-1) (9-10)

V\/ H E R E Source: B3. On a scale of 0 to 10, where O is 'strongly disagree’and 10 is 'strongly agree’, please indicate your level of agreement with the following statements.
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.

42% 48%

40% 42%

36% 36%

49%

40%

31%

5.5

5.1

5.2

5.0

4.7

4.6

577 58 b8

55 bbb 5.2

51 51 4.8
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Stakeholders who have recently engaged with CASA were significantly less
likely to agree that:

They clearly understand why CASA makes the decisions it does(26%,
compared to 38% who have not interacted with CASA in the last 3 months),
and

Regulations have been easy to follow and implement (25%, compared to
39% who have not interacted with CASA in the last 3 months).

RPAS Operators were significantly more likely to agree that:

The regulations have a positive impact on aviation safety (73% vs 39% of
other stakeholders),

They can easily interpret how requlations affect the way | operate (71%),
Regulations have been easy to follow and implement (67%),

CASA explains the regulations and how they affect industry stakeholdersin a
clear manner (61%),

They clearly understand why CASA makes the decisions it does(61%), and

CASA does a good job at seeking industry feedback on changes to the
regulations(57%).
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Ratings of CASA’s performance of the requlatory philosophy principles are mixed.

 Whenasked to rate CASA's performance of the regulatory philosophy principles, many stakeholders provided neutral ratings.

» Fourintenbelieve CASA communicates meaningfully with stakeholders(41%, a great extent), is committed to maintain the trust of the
aviation community (41%)and takes a risk-based approach to decision making(39%).

« Aroundathird believe CASA is collaborative in their approach to regulation(36%), takes into account relevant considerations beyond just
air safety (34%), and balances flexibility and consistency (32%).

Rating of CASA's performance of their requlatory philosophy principles %7-10 Average rating

CASA communicates meaningfully with 7%, 14% 20% 20% 41% 56
stakeholders

CASAis committed to malntamn?g’Fhetrust ofthe 79 20% 20% 21% 41% 53
aviation community

CASA takes arisk-based approach to deC|s!on 14% 14% 19% 20% 399% 55
making

CASAis collaborative mthewapproach to 10% 16% 18% 17% 36% 5.9
regulation

CASA takes into account relevant cgn8|d9rat|ons 15% 16% 18% 16% 349 5 1
beyond just air safety

CASA balances flexibility and consistency [EEVAZA 16% 15% 17% 32% 5.0

B Don't B Not at all (2-3) (4-6) m(7-8) ™ Agreatextent
know (0-1) (9-10)
V\/ H E R E Source: B2. CASA's regulatory philosophy sets out the principles underpinning the way CASA perform their functions, exercise their power and engage with the aviation community. It includes 10 principles as outlined
> T O here.On a scale of 0 to 10, where O is‘not at all'and 10 is ‘to a great extent’, how much do you think... 31

Base: 2025 sample, unweighted, n=436.
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RPAS Operators were significantly more likely to agree that CASA perform
their regulatory philosophy principles well:

CASA is committed to maintaining the trust of the aviation community (71%
well or to a great extent, compared to 37% of other stakeholders),

CASA communicates meaningfully with stakeholders(67% rate it well or to a
great extent, compared to 37% of other stakeholders),

CASA takes a risk-based approach to decision making (57%, compared to
37% of other stakeholders),

CASA is collaborative in their approach to requlation (57%, compared to 33%
of other stakeholders),

CASA balances flexibility and consistency (57%, compared to 28% of other
stakeholders), and

CASA takes into account relevant considerations beyond just air safety (51%,
compared to 32% of other stakeholders).
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Compliance
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Stakeholders find it easy to comply with all aviation safety requlations.

* Inline with previous years, around half (50%) of stakeholders find it easy to fully comply with all aviation safety requlations, including 23%

who find it very easy.

» However, aquarter(27%)find it difficult to comply with all aviation safety regulations, with a 7-point increase in the proportion of
stakeholders who find it very difficult (14%). Stakeholders who cited over regulation and CASA being too bureaucratic as key reasons for

dissatisfaction with CASA overall, were more likely to find it difficult to fully comply with all safety regulations.

RPAS stakeholders are significantly
more likely to find it easy to comply with
all aviation safety regulations
(71%, compared to 48% of other
stakeholders)

How easy or difficult is it for you to fully comply with all aviation safety % 7-10

Average rating

regulations relevant to your role or activities?

2018 @ENA 28% 22% 50%

2020 s 28% YA 54%

2023 @A 28% 24% 52%

2025 14% 27% 23% 50%

®mDon't | Very difficult (2-3) (4-8) m(7-8) ™ \Veryeasy
know (0-1) (9-10)

V\/ H E R E Source: B4. How easy or difficultis it for you to fully comply with all aviation safety regulations relevant to your role or activities?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.
Note: Labels less than 3% have been removed for clarity.

5.9

6.3

6.3

5.8
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Confidence in ability to comply with all aviation safety regulations is high, however it is

trending downwards.

* In2025, most(67%)stakeholders are confident in their ability to comply with all aviation safety regulations - this result is on par with
2023, and 4 points lower than 2020 and 2018.

* There has been aslight, non-significant decrease in the average rating since 2023.

RPAS stakeholders are significantly
more likely to be very confident in their
ability to comply with all aviation safety

regulations
(61%, compared to 35% of other
stakeholders)

How confident are you in your ability to comply with all aviation safety % 7-10

Average rating

regulations relevant to your role or activities?

2018 28% 43% 71%

2020 gV 29% 43% %
2023 ¥/ 30% 38% 68%

2025 gV 29% 38% 67%

mDont ™ Not atall confident (2-3) ~ (4-6) m(7-8) ™ Veryconfident
know  (0-1) (9-10)

V\/ H E R E Source: B5. How confidentare you in your ability to comply with all aviation safety regulations relevant to your role or activities?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.
Note: Labels less than 3% have been removed for clarity.

7.4

7.4

7.2

7.0
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High likelihood to make a voluntary safety report in situations of material non-compliance with
safety reqgulations remains stable.

* Morethan half (55%) of stakeholders are likely to make a voluntary safety report in situations of material non-compliance with safety
requlations, including 31% who are very likely.

« The proportionwho are unlikely to make a voluntary report has increased 4 points in 2025(21%, up from 17% in 2023).

RPAS stakeholders are significantly
more likely to make a voluntary safety
report in situations of material non-
compliance with safety regulations
(45%, compared to 29% of other
stakeholders)

Likelihood to make a voluntary safety report in situations of material non- % 7-10

Average rating

compliance with safety reqgulations

vbllt] 10% | 10% 23% 37% 60%
2020 a2 4 21% 39% 59%
2023 gy b 25% 32% 57%
2025 ERy/A VA 24% 31% 55%
® Don't m Very unlikely (2-3) (4-8) m(7-8)  mVerylikely
know (0-1) (9-10)

V\/ H E R E Source: F1. How likely would you be to make a voluntary safety report in situations of material non-compliance with safety regulations?
> T O Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755; 2018, n=1,168.

6.9

6.9

6.6

6.4
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Performance (% positive)

A performance-importance grid identified key priorities to drive increased satisfaction:
Maintaining open and transparent relationships, service delivery, balancing consistency and

flexibility and decision making.

» Areas of highimportance that require improvement include balancing consistency and flexibility (33%) and consistency in decision
making (37%).

« Thestrongest performers are the development of plain English gquides (58%)and CASA operating with safety as its primary focus (54 %).

80% Low Importance, High performance High Importance, High performance
70%
Development of plain English
60% guides Operating with sathy as primary
L focu
CASA's safety education activities ° o @ Availability of online services
509% and initiatives
° Actively helping stakeholders Maintaining an open and
comply wijth regulations CASA's service delivery transparent relationship
The ways CASA develops aviation P ® ()
40% safety regulations
Implementation of changes to ° PY @® CASA's decision making
support general aviation Works collaboratively with ®
30% induslﬁ'y Balances consistency and
flexibility
20% Low Importance, Low performance High Importance, Low performance
® Resources and ® Key performance @ Interaction with Relative importance
support measures stakeholders

W H E R E Source: Relative Importance Driver Analysis. A2 A3. as drivers of Ala

Base: Total sample, unweighted. 2025, n=436.
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Analysis shows that the key drivers of overall
satisfaction with CASA are (in order):

1. Maintaining an open and transparent
relationship

2. Perceptions of CASA’s service delivery

5. A perception of balancing consistency
and flexibility

4. Availability of online resources
5. CASA’'s decision making

Results from this year suggest that
improving 1,2,3 and 5 from the above will be
key to improving the overall satisfaction
number
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The Client Services Centre and Requlatory Services are the main areas of CASA that stakeholders
engage with

Very few indicated that most of their contact with CASA was with Aviation Safety Advisors(5%)or the Guidance Delivery Centre (2%)

Which area of CASA have you had most contact with over the past six months?

Client Services Centre
(including AvMed, maintenance personnel licencing,
flight crew licencing, aircraft registrar)

54%

Regulatory Services
(including airworthiness, flight ops, cabin safety,
dangerous goods, RPAS, aerodromes, etc.)

28%

Aviation Safety Advisors / industry relations 5%

Guidance Delivery Centre | 2%

Some other area 12%

V\/ H E R E Source: H1. Which area of CASA have you had most contact with over the past six months?
Base: Total sample, unweighted. 2025, n=436; 2023, n=683; 2020, n=755.
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More than half (54%) of stakeholders have been in contact with CASA within the
last 3 months

» Resultsindicate that CASA engages with stakeholders regularly, with more than half (56 %) reporting they have been in contact with CASA

at least twice in the last 6 months.
* However, a quarter(25%)mentioned they hadn’t been in contact with CASA in the last 6 months.

How many times in the last 6 months have you When was your most recent interaction with
beenin contact with CASA? CASA

Once - 14% Within the last week - 13%
Twice - 19% Within the last month - 21%
3-5 times - 20% 2-3 months ago - 20%
More than five times - 17% 3-6 months ago - 16%
Don't know / not sure . 5% 6-12 months ago . 7%
reseheenneortoevt N 75 v2years oo [l o
More than 2 years ago . 6%

| have never beenin contact I 39
with CASA °

Don't know / not sure - 9%

V\/ H E R E Source: H2. How many times in the last 6 months have you been in contact with CASA? H3. When was your most recent interaction with CASA?
> T O Base: 2025 sample, unweighted, n=436.
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Recent contact with CASA have mainly been about renewing aviation medical certificates
(28%) or to obtaining or renewing a licence (20%)

Other reasons for contacting CASA are in relation to regulatory compliance/auditing(13%), registering a drone/RPA(8%), or to resolve

communication and access issues (6%).
Some stakeholders wanted some clarification and updated information from CASA, while others wanted information about CASA's

training materials.

Reason for most recent interaction with CASA (2025)

To renew aviation medical _ 28%
To obtain/renew my licence _ 20%
Regulatory compliance/auditing - 13%

To register my drone/remotely piloted aircraft o
(o) I 6%

Toresolve issues | encountered with CASA, e.q., - 79
delayed response, access issues °

Torequest information or clarification from CASA - 6%

To provide/update information to CASA, e.g., non- o
significant changes - 6%

To attend educational seminar/access training . 59
materials °

To apply significant changes in my organisation . 5%
To conduct flight testing/examination . 4%

To register an aircraft I 1%

V\/ H E R E Source: H4. What was this interaction in relation to? (Most recent interaction with CASA)
Base: 2025 sample, unweighted, n=436.
» TO e unwlg
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Stakeholders do see areas for focus and improvement - some of which are legacy

issues, and par for the course in safety / Government departments

Inconsistency across Red tape and bureaucracy Lack of transparency Resourcing issues
operational areas
Making dealing with CASA  Stakeholders feel frustration Increased transparency could Stakeholders see CASA as
somewhat unpredictable  with levels of bureaucracy - a serve to improve day to day generally under resourced -
step change vs their own interactions and overall which has a knock on effect on
areas of expertise relationships business timelines

“What we get is box-ticking, not problem-solving.”
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» TO

44



Some teams and areas within CASA are seen to perform at higher levels than

others, and some inconsistency within functions exists

gzgn

A lack of consistency between operational teams means that
interacting with CASA can be somewhat hit or miss - undermining an
overall expectation of solid and consistent service, with adjustments
needing to be made within aviation businesses.

Senior leadership is seen to be on board with change, pro-active and
01 focused on improvement and positive relationships, but this is not always
reflected in the day-to-day interactions with ‘frontline’ CASA staff.

0 2 Planning and communications across CASA teams and functions not
always seen to be fluid and co-ordinated.

0 3 Operational staff and inspectors perform to varying levels of quality - lack
of overall consistency.

04 Legal interactions seen as more problematic than in other areas.

WHERE
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“The syllabus and exams don't align with
the apprenticeship pathway. The system
just doesn't function.”

“We've been having meetings at the CEO
level... and I'm now down to someone doing
the assessment who's never done this
process before”

“Some people in CASA really appear to be

of the school of thought that you send all

your emails in the last half hour of the day,
so people can't ring you back.”

“There is a disconnect between CASA legal
and CASA operational. The legal team
doesn't always understand the
implications of their actions on operators.”

“You go from constructive conversations

with the ops team, and then once legal
steps in, it becomes combative.”
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CASA is seen as very bureaucratic, held back by red tape and adherence to a

multitude of processes

Dealing with CASA can feel frustrating for stakeholders and others
within their organisations. While it is recognised that as a
Government function and with a need for safety above all else, there

= will be some inevitable amount of red tape, there is seen as space to
reduce this, and to speed things up further.

Bureaucratic approach more apparent during centralisation of CASA. A
move back to more local and regional presence has somewhat mitigated
it, but the overall impression is still one of a high level of bureaucracy
that means longer wait times and an increased burden on the industry.

For some, the lack of deep industry expertise amongst CASA staff seen
to lead to anincreased reliance on bureaucracy and red tape - appetite
exists for more flight expertise hires.

The key impact of bureaucracy is long wait times for action / decisions /
outcomes which are barriers to effective business functioning

WHERE
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“You get told ‘we'll get back to you in 10
days'... and two months later you're still
chasing.”

“Quite honestly, I've just come to expect
the response to be glacial.”

“There’s a broad perception... that field
people [in CASA]are people who couldn't
make it as pilots”

“You can spend weeks chasing them just to

get a phone call returned.”

“It would be good to buy them a coffee,
have a chat. It's more informal. But they
aren't allowed to do that.... We said we'd
put them up in accommodation to come

and they couldn’t do that either...”
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Most stakeholders believe the simplification of rules and processes should
continue to be a key focus area for CASA

* Seveninten stakeholders listed simplifying rules and processes as an important area for CASA to focus onin the next 12-24 months,
including 37% who said it was the most important area to focus on.

« Improving engagement (38%)and communication(37%)with industry and individual operators are also considered important by
stakeholders.

Total % saying area should be a focus
Most important areas for CASA to focus on in the next 12-24 months 2025 2023

Simplify rules / processes N% 70% 69%
On time service delivery 12% 31% 36%

Offer more training / education 15% 33% 37%
More digital / automated services 9% 22% 28%
Improved engagement with industry and individual s o o o
operators 6% 18% 38% 40%
Improved communication with industry and s o o o
individual operators 5% 22% S7% 367%
Better surveillance / enforcement 6% 16% 16%
Or something else 3% 27% 22%
M Most important Second most important Other important

V\/ H E R E Source: G1. Which of the following would you like to see CASA focus on over the next 12-24 months? G2. And which one is the most important for CASA to focus on the most over the next 12-24 months? G3. And what
> T O would be the second most important for CASA to focus on over the next 12-24 months?
Base: Total sample, unweighted. 2025, n=436; 2023, n=683.
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A lack of transparency can inhibit effective business planning and operations

CASA are felt by some to be deliberately obtuse, with a real
opportunity to improve stakeholder experience and perceptions
through more transparent processes and communications.

Transparency and clearer communications around expected timelines
01 for actions and decisions, as well as reqular updates could add to
stakeholder satisfaction with CASA.

The sense that processes and decisions are taking place within a

0 2 mysterious system that is hard for outsiders to understand reduces the
sense of collaboration and partnership that stakeholders would ideally
like to have with CASA.
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There's just no transparency. You lodge
something, and it disappears into a black
hole.”

“There’s no clear reason why some things
are delayed and others aren't... It feels
arbitrary

“We often don't know if someone is even
working on it

“They don't tell you what to expect or how
long it will take—it just disappears.”

“I'l give you an example. A pilot medical.
We need to know when it'll come back
because it impacts operations. But is it
taking so long because it's a complex case
so we need to wait longer and factor that
in, or because it’s just in a pile on
someone'’s desk?”
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Under resourced and light on in-field resourcing, CASA's slower speed seen to be

inevitable by some

The lack of more experienced CASA staff on the ground is a key
barrier to speed and efficiency, but is acknowledged by some as
realistic for a Government department that is stretched and reliant on
finite resources.

For some stakeholders, there is a desire to balance the focus on safety
01 with innovation - to ensure that CASA is up to speed with modern
industry dynamics.

Others believe that a refocusing of resources, with more in field
0 2 personnel vs in office staff could be beneficial to industry.
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“The guys and girls in the field... are either
overly stretched, overburdened or under-
resourced. And | think under-empowered.”

“We've got this non-scalable problem... it's
case by case, labour-intensive and slow...
it's not CASA’s fault, but they're
hamstrung.”

“I would look at it from a workforce
perspective first... we've arguably got a
shortage of pilots, aircraft maintenance

engineers and ground staff.”
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