
2021 Local Government Community Satisfaction Survey Results
Core measures - performance

· Overall performance continued an upward trend from 2018 and is now just below the 2015 peak. 

· All core performance measures improved directionally except for waste management and consultation and engagement which both improved significantly.

· Customer service had the highest rating since 2013, rating significantly higher than the Regional Centre and statewide average.

· New core measure, value for money in services and infrastructure rated significantly higher than both the Regional Centres and statewide averages.
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	significantly higher than 2020
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	Index Score
	Performance Implication
	Service Area

	75 - 100
	Council is performing very well in this service area
	Customer service

	60 - 75
	Council is performing well in this service area, but there is room for improvement
	Overall performance

Sealed local roads

Waste management

	50 - 60
	Council is performing satisfactorily in this service area but needs to improve
	Consultation & engagement
Community decisions

Overall council direction

	40 - 50
	Council is performing poorly in this service area
	None

	0 - 40
	Council is performing very poorly well in this service area
	None


Service performance 

· Highest performing services included art centres and libraries, COVID-19 response and recreational facilities. 

· Year on year, perceptions of performance improved significantly for recreational facilities, parking and environmental sustainability. Environmental sustainability, is, however, still rating below both the Regional Centres and statewide average.

· Council rated lowest – relative to its performance in other areas – in the areas of town planning policy, planning for population growth and maintenance of unsealed roads. Scores in these areas were also low for Regional Centres and statewide.

· Council’s response to the COVID-19 crisis was well regarded by the community. 

· Year on year performance declined significantly for tourism development and community and cultural activities most likely due to restrictions caused by the COVID-19 pandemic. Despite a year-on-year decline, tourism development still performed better than the Regional Centres and statewide average.

Comparison Regional Centres and statewide

· Council performed as well or significantly higher compared to the Regional Centres on 21 out of 25 service areas and statewide averages on 23 out of 25 service areas.
· COVID-19 response, tourism development and business and community development all rated higher than both Regional Centres and statewide average.

· Environmental sustainability rated below both the Regional Centres and statewide average.
Contact with Council and Customer Service

· Rate of contact remained unchanged with just over half having contact with Council in the last 12 months.

· Telephone, email and website are the main methods for contacting Council. 

· The rate of contacting council in person declined significantly most likely due to restrictions caused by the COVID-19 pandemic.

· Customer service had the highest rating since 2013 and was significantly higher than the Regional Centre and statewide averages.

· Among those who have had contact with Council, more than three quarters provide a positive customer service rating of ‘very good’ or ‘good’.

Communication

· The preferred form of communication from Council is a newsletter sent via email followed closely by a newsletter sent via mail.

· The greatest change since 2020 has been the increase in preference for social media.

· The preferred form of communication among residents under 50 years is a newsletter sent via email followed by social media.

· The preferred form of communication among residents over 50 years is a newsletter sent via mail or email.
Best things about Council and areas for improvement

· Council’s key strengths are its facilities namely recreational facilities, libraries and public areas.

· Service strengths include customer service, waste management and community support services.

· Areas for improvement reflect the theme of growth including inappropriate/over development, waste management, environmental issues, traffic management and town planning / permits and parking.

· Community consultation and communication were also flagged as future focus areas.

· Both waste management and consultation / engagement / communication were nominated by residents as both a strength and an area for improvement.
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