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BACKGROUND
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The Community Satisfaction Survey 2019 was available online from 9 September to 23 September

2019. 246 completed responses were collected.

This report contains the results of the online survey. Due to the number of respondents all open-

ended responses have been provided to Council in a separate report.
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SAMPLE PROFILE



SAMPLE PROFILE - DEMOGRAPHICS

Length of time living in

Gender % 7 the Shellharbour area % #

Male 28% 68 Less than 6 manths 2% 4

Female 72% 177 6 months to 1 year 3% 7

Other 0.4% 1 1 to Syears 8% 20
Age % # 6 to 10 years 13% 32
18 to 34 years 20% 48 11 to 15 years 10% 24
35 to 49 years 46% 112 More than 15 years 65% 159
50 to 64 years 24% o8

65+ years 11% 28

Base: All respandents (n=246]
Q: What is your gender?

Q: What is your age?

Q: How long have you lived in the Shellharbour area”
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SAMPLE PROFILE - SUBURB

IRIS

RESEARCH

Suburb % # Suburb % #
Albion Park 46% 112 Calderwood 3% 7
Albion Park Rail 11% 27 Lake Illawarra 3% 7/
Tullimbar 6% 15 Mount Warrigal 2% 5
Shell Cove 5% 13 Barrack Paint 1% 3
Flinders 4% 11 Blackbutt 1% 3
Oak Flats 4% 11 Tongarra 0.8% 2
Barrack Heights 4% 9 Yellow Rock 0.8% 2
Warilla 4% 9 Shellharbour City Centre 0.4% 1
Shellharbour 3% 8 Other 0.4% 1

Base: All respandents (n=246]

Q: Which suburb dao you live in? 5
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COUNCIL SERVICES
& FACILITIES



OPERATIONAL NEEDS

= Can't say m Dissatisfied (1-2] Neutral (3] m Satisfied [4-5) Average

Health and hygiene of local business premises 32% _ 3.6
Animal control 24% _ 3.5

Signage [e.g. street signs and tourism signs) _ 3.4
Tourism promotion 34% _ 3.2

Waste depot facilities (Transfer Station) 16% _ 3.2
Kerbside recycling services 2 12% _ 31

Graffiti prevention and removal

Youth Services 22%

Bush regeneration activities 27%

W w w w
O O B B

Street cleaning 28%

Community Safety information and crime prevention 31% 29
Kerbside garbage collection 2 10% _ 2.9

Condition of shared paths0. 34% _ 29

Condition of local roads [excluding highways and main roads] _ 2.8
Traffic management and parking ¢ 22% _ 2.7

Processing of building and other applications

Cleaning of creeks and waterways 22%
Base: All respondents (n=246]

Q. Please rate your satisfaction with the following using a 5-point scale where 1 means you are ‘very dissatisfied” and 5
means you are ‘very satisfied”.
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RECREATIONAL BENEFITS
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i Can'tsay m Dissatisfied (1-2] Neutral (3]  m Satisfied [4-5) Average
Libraries 15% _ 4.0
Museum 17% _ 3.7
Community events and activities (e.g. Carols, music... 31% _ 3.6
Sporting fields and amenities 30% _ 3.4
Swimming pools 22% _ .

Community centres and halls 29%

Other public buildings 31%

Parks, reserves and other open spaces (e.g. Blackbutt)

Arts and creative initiatives 26%

Playgrounds 24%

3.4
3.4
3.3
3.2
2.8
2.6

Toilet facilities 23%

Base: All respondents (n=246]

Q. Please rate your satisfaction with the following using a 5-point scale where 1 means you are ‘very dissatisfied” and 5
means you are ‘very satisfied”. 8



OVERALL SATISFACTION WITH APPEARANCE OF

SHELLHARBOUR CITY COUNCIL AREA

33%

18%
9%
. .
Can’t say 1 - Very 2 3
dissatisfied A
verage
3.1

Base: All respondents (n=246]

Q: Using the same scale, satisfied are you with the appearance of the Shellharbour City Council area?

26%

10%

5 - Very satisfied
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OVERALL SATISFACTION WITH SHELLHARBOUR CITY COUNCIL

30%
24% 009,
16%
8%
U'LI% .
Can’t say 1 - Very 2 3 4 5 - Very satisfied
dissatisfied Average
2.6

Base: All respondents (n=246]

Q: Overall, how satisfied are you with Shellharbour City Council? 10



ARE SERVICES AND FACILITIES VALUE FOR MONEY?
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36%
28%
21%
11%
1% o
— ]
Can’t say 1 - Very poor value 2 3 4 5 - Very good value
Average
2.2

Base: All respondents (n=246]

Q. Are the services and facilities provided by Shellharbour Council value for money in terms of what your househald pays in rates and other Council
charges? Please answer using a 1 to 5 scale where 1 means ‘very poor value’ and 5 means ‘very good value’. 11
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COUNCILLORS



EFFECTIVENESS OF COUNCILLORS
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= Can'tsay m Not effective [1-2) Neutral (3]  m Effective (4-5) Average
Representing a broad range of community values fairly 31% 3.1
Effective leadership of the area 25% 2.6

Base: All respondents (n=246]

Q: Using a scale of 1 to 5, where 1 is ‘'not at all effective’ and 5 is ‘highly effective’, thinking about Shellharbour Councillars,
how would you rate their effectiveness in the following areas? 13



OVERALL SATISFACTION WITH PERFORMANCE OF COUNCILLORS

28%
23%
11%
Can’t say 1 - Very 2
dissatisfied Average
2.4

Base: All respondents (n=246]

Q: Using a 1 to 5 scale, how satisfied are you with the overall performance of Councillors?
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24%

12%
2%
]
3 4 5 - Very satisfied

14
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PLAYGROUNDS



PLAYGROUNDS
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To build your ideal playground, should Council reduce the number of small local
playgrounds to upgrade larger playgrounds?

Yes
18%

No
82 %

Open-ended responses related to playgrounds will be coded and include in the final report.

Base: All respondents (n=246] 16
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MOST RECENT CONTACT WITH COUNCIL STAFF MEMBER
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Yes No

Council accepts many recyclable waste
materials free of charge at Dunmaore o o
Waste and Recaovery Centre. Are you 7% 26%
aware of this?

Are you aware that placing your food
waste into your green lid FOGO wheelie 959 59%
bin diverts waste materials from landfill?

Do you play food waste in your kerbside o .
green lid FOGO wheelie bin? 73% 25%

Compared to this time last year, do you
feel more informed about Council's FOGO 439 57%
service?

Base: All respandents (n=246) 18
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ORGANISATIONAL
SKILLS (MEDIATOR])



ORGANISATIONAL SKILLS [MEDIATOR]

i Can't say m Disagree (1-2)
Council employees are highly professianal

Council employees are highly committed to their work

Council members are goaod at representing the Shellharbour community
in the media

Council employees are highly effective in offering solutions

Council members are suitable representatives of the Shellharbour
community

Council aims to communicate their actions to all community members

| am provided with sufficient information about Council’s actions

Council makes an effort to understand community needs and
expectations

Information about Council is communicated equally across suburbs
Council is quick to inform the community about Council’s actions
Council members are successful in building public relations

Council puts the community’s needs first

Base: All respondents (n=246]

Neutral (3]

m Agree (4-5) Average

23% 2.8
20% 2.8
22% 2.6
21% 2.5
26% - 2.4
23% - 4

21% - 2.3
18% - 2.3

21% - 2.3
21% - 2.3
v [ 2o
18% - 2.2

Q: Using a scale of 1 to 5, where 1 means ‘strangly disagree’ and 5 means ‘strongly agree’, please rate your agreement with

the following list of aspects related to Shellharbour City Council.
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CORPORATE PLAN



CORPORATE PLAN

In the future, Council should focus on...

1 Can't say m Disagree (1-2) Neutral (3] m Agree (4-5) Average

Supporting initiatives that enhance the health and wellbeing of our

. 13%
community

L
w

Support for businesses and local employment opportunities 14%

L
no

Ensuring that rural land is not lost to housing developmentO. 11%

=
no

Encouraging business opportunities in the area

=
|_\

Enhancing the appearance of urban areas

Maintaining the character of our residential areas

L=
|_\

Physical planning for Shellharbour City now and for the future

L
=

Supporting initiatives that will reduce people's impact on the
environment

L
=

=
|_\

Promoting and developing the area as a tourist destination 22%

Resources to improve the condition of Council’s assets 25%

w
~

o
o0

Encouraging property development opportunities in the area 28%

no
~

Base: All respondents (n=246]

Q: Now | will read a list of statements about Council’s strategic plan. Using the same scale, please rate the following
statements.

IRIS

RESEARCH

22



RRRRRRRRRRRR

CUSTOMER
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AWARENESS OF CUSTOMER SERVICE CHARTER

Council recently adopted a customer service charter that outlines the
standards used to deliver professional, reliable and consistent customer
services to meet customer expectations. Are you aware of this?

Yes
11%

No
89%

Base: All respondents (n=246] 24



RECENT CONTACT WITH COUNCIL

Have you contacted Shellharbour City Council in the last 12 months?

No
39%

Yes
b1%

Base: All respondents (n=246] 25



METHOD OF CONTACT
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Telephone N 39%
Email FE 23%
Online (via Council's website] IINGGN 18%
Visit the Civic Centre Customer Service Centre [N 15%
Spoke at library I 5%

Other I 4%
Meeting with Council officer [l 3%
Onsite with Council officer M 3%
Spoke to at local park, garden, sports field Bl 2%

Letter B 2%

Base: Contacted Council (n=150]
Q: How did you make contact with Shellharbour City Council [MULTIPLE CHOICE] 26



REASON FOR CONTACT

IRIS

RESEARCH

Infarmation enquiry [ 3%
Making a complaint [ 19%
Request for assistance [N 15%
Pay a bill [ 5%

Building application or related matter - 3%

otrer I -

| don'tknow [ 2%

Base: Contacted Council (n=150]
Q: How did you make contact with Shellharbour City Council [MULTIPLE CHOICE] 27



RECREATIONAL BENEFITS
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" Can'tsay  m Dissatisfied [1-2] Neutral (3]  m Satisfied [4-5] Average

Council staff were professional, respectful and courteous 4.0

Council staff understood my specific needs 3.6

The information from Council staff was clear and easy to 36
understand '

Information provided by Council staff regarding my enquiry 33
was cansistent '

Council staff dealt with my enquiry in a timely manner 3.2

Council staff set clear expectations in commitments made 3.2

In relation to my query, it was easy doing business with 3.0

Council

Base: Contacted Council (n=150]

Q. Please rate your satisfaction with the following using a 5-point scale where 1 means you are ‘very dissatisfied” and 5
means you are ‘very satisfied”. 28



OVERALL SATISFACTION WITH PERFORMANCE WITH QUERY

24%
14%
0.7%
Can't say 1 - Strongly 2
disagree

Base: Contacted Council (n=150]

Q: Overall, | was satisfied with Shellharbour City Council’'s performance with my query

20%
5% I
3 4
Average
3.1

2/%

5 - Strongly agree
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COMMUNICATION



USUAL METHODS OF CONTACTING COUNCIL

By phone [ 61%
By email [N 34%
At the counter [ 20%
Online N 17%
At the library [ 13%
Personal visits to Council customer services B 12%
By Facebook [ 11%
Other J 1%

| don't know B 5%

Base: All respondents (n=246]

Q: How do you usually cantact Shellharbour City Council? [MULTIPLE CHOICE] 31



USUAL METHODS OF CONTACTING COUNCIL

Social media (e.g. Facebook, Twitter])
Council website
Email I 34%
Radio e 22%
Electronic newsletters N 22%
Mail, brochures or flyers in the letterbox GGG 21%
TV I 16%
Local newspapers [N 13%
Community consultation events I 13%
Printed newsletters [ 10%
Notice boards [ 10%
Council events I 8%
Friends, colleagues or word of mouth [l 6%
Other B 1%
No preference B 5%

Base: All respondents (n=601])

Q: How wauld you like to find out about Council news and information? [MULTIPLE CHOICE]
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COUNCIL WEBSITE

Have you visited Council’s website in the past 12 months?

No
24%

Yes
/6%

Base: All respondents (n=246] 33



EASE OF FINDING INFORMATION ON WEBSITE

33%

23%
19%
11% 11%
|
Can't say 1 - Strongly 2 4 5 - Strongly agree
disagree Average
3.0

Base: Visited Council website [(n=186)

Q: On alto S scale, to what extent do you agree with the statement, ‘It was easy to find the information | was looking for
on the website’. 34



