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J00529 Community Satisfaction Survey 2016 — Queanbeyar-Palerang Regional Council

SNAPSHOT OF KEY FINDINGS

Highest performance

 \Waste management
result ge

Lowest performance
result

Providing value for money for my rates

Residents of the Queanbeyan-Jerrabomberra
Urban area

Aged 65+ years

Most favourably disposed
towards Council

Least favourably
disposed towards
Council

Residents of rural areas

W
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INDEX SCORE RESULTS

J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

SUMMARY OF CORE PERFORMANGE MEASURES:

Performance Measures

Overall performance
Being a well-run and
managed council

Decisions made in the
interest of the community

Community consultation and
engagement

Informing the community

Ease of access to services

The condition of local streets

and footpaths in your area
Recreational facilities

Providing value for money
for my rates

Customer service

Queanbeyan-

Palerang

Regional Council

93

o2

54

56

63

52
65

48

70

55

52

53

o6

63

53
66

o1

69

Regional/ State-witde Highest Lowest
Rural score score

Queanbeyan-
Jerrabomberra Urban

65+ years

Queanbeyan-
Jerrabomberra Jrban

Used/
experienced

65+ years

Queanbeyan-
Jerrabomberra Urban

Queanbeyan-
Jerrabomberra Urban

65+ years

Queanbeyan-
Jerrabomberra Urban

65+ years

Rural

Rural
Urban
Villages

Urban
Villages

Rural

Urban
Villages

Rural

Rural
Rural

Rural

Urban
Fringe

1
























J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

PERSONAL AND HOUSEHOLD USE AND EXPERIENGE OF COUNCIL
SERVICES PERCENTAGE RESULTS

Experience of Services

Recreational facilities

Community consultation and engagement

Community services

Planning and building permits

%

Q4. Recently, have you or has any member of your household used or experienced any of the following
services provided by Council?
Base: All respondents. JWSRESEARCH 29
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J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

OVERALL PERFORMANCE
DETAILED PERCENTAGES

Overall Performance
Queanbeyan-Palerang Regional 10 o 6
Council = 2
state-wide [IE N 14
Regional/Rural 8 - o 7 [T
Queanbeyan-Jerrabomberra e M
Urban sec g fi=ds
Urban Fringe [ SR e 5 [REEEIE
Urban Villages R 16
Rural g ) 9 g™ tggﬂ
Men 13 2 5 9
Women 7 . _ TR0 g s AEB 4 . S
18-39 11 32 _ e i 7
40-64 K RS Vil - L7 W 10
65+ 12 28 et k 15
% mVery good =Good = Average =Poor mVerypoor = Can'tsay
Q1. How do you feel about the current performance of Council, not just on one or two issues,
BUT OVERALL across all responsibility areas? Would you say itis...?

Base: All respondents. Councils asked State-wide: 20 IWSRESEARCH 33




™
\)

KEY CORE MEAS

CUSTOMER SERVICE




J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

CONTACT WITH COUNCIL
SUMMARY

Overall contact with

Queanbeyan-Palerang * 55%
Regional Council

Most contact with « Urban Villages

Queanbeyan-Palerang
Regional Council * Aged 40-64 years

Least contact with - Urban Fringe

Queanbeyan-Palerang * Aged 65+ years

___Regional Council

Customer Service rating
Most satisfied with
Customer Service

Least satisfied with
Customer Service

* Aged 18-39 years

e Index score of 70

Aged 65+ years
Queanbeyan-Jerrabomberra Urban

Urban Fringe
Urban Villages

W

JWSRESEARCH 35
















J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

CONTACT CUSTOMER SERVICE
DETAILED PERCENTAGES

Queanbeyan-Palerang Regional
Council

State-wide

Regional/Rural

Queanbeyan-Jerrabomberra
Urban

Urban Fringe

Urban Villages |

Rural*

Men

Women |

18-39

40-64

65+

Customer Service Rating

43
T
i
29 =
36
32
30
36
38
mVery good = Good

Average

3

a3E

3

28

= Poor

Q5c. Thinking of the most recent contact, how would you rate Council for customer service? Please keep in

mind we do not mean the actual outcome but rather the actual service that was received.

Base: All respondents who have had contact with Council (n=225). Councils asked State-wide: 20

*Caution: small sample size < n=30

Lrf

24

m Very poor

W

32 4 B

24
23

20

Can't say

JWSRESEARCH 40




J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

CONTACT CUSTOMER SERVICE
DETAILED PERCENTAGES BY METHOD OF LAST CONTACT

Customer Service Rating

Queanbeyan-Palerang Regional

Council A 5
By telephone = 28 - =
In person 5‘10 :
By email* 31 20
In writing* 48
Via website* 3 14 29
By social media* 47 -' 7 S 16
By text message* 100

mVery good = Good = Average =Poor mVerypoor = Can'tsay

in mind we do not mean the actual outcome but rather the actual service that was received.
Base: All respondents who have had contact with Council (n=225). Councils asked State-wide: 20

Q5c. Thinking of the most recent contact, how would you rate Council for customer service? Please keep w
*Caution: small sample size < n=30 JWSRESEARCH 41
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J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

USER OF COUNCIL SERVICES

User of Council Services

Queanbeyan-Palerang Regional
Council

State-wide

Regional/Rural

Queanbeyan-Jerrabomberra
Urban

Urban Fringe 52 28
Urban Villages

Rural 27
Men e 11 |
Women a0 = 12

18-39

40-64 13

65+

%

mVery high ~High ~Average =Low ®Verylow = Can'tsay

Q7. Would you consider yourself to be a high or low user of your council services? Is that... “8
Base: All respondents. Councils asked State-wide: 20 JWSRESEARCH 47







JWSRESEARCH




J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Council

KNOWLEDGE OF MERGERS

Knowledge of Mergers

Queanbeyan-PaIergng Regional 38 8 74\1
Council el
State-wide 86 ' 5
Regional/Rural 92 5 ;
Queanbeyan-Jerrabomberra
Urban ik 12
Urban Fringe 90
Urban Villages 96
Rural 96 4
Men 90 10
Women 87 6
18-39 77 16 Bhe%h
40-64 96 31
65+ 96 3
% mYes = No = Don't know
Q8. There have recently been some changes to local government. To your knowledge, has
your council been involved in a merger with another council?

Base: All respondents. Councils asked State-wide: 20 JWSRESEARCH 30
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J00529 Community Satisfaction Survey 2016 — Queanbeyan-Palerang Regional Councif

INFORMING THE COMMUNITY
IMPORTANCE INDEX SCORES

Informing the Community Importance

Urban Villages 824

814

Women

18-39

80
State-wide L}j::f}i o
Regional/Rural _ 78
65+ 78
Queanbeyan-Palerang Regional Council 77
Queanbeyan-Jerrabomberra Urban 76
Urban Fringe 75
40-64 - 74
Rural 73
Men 72¥
Q2. Firstly, how important should ‘informing the community’ be as a responsibility for Council? W

Base: All respondents. Councils asked State-wide: 20 JWSRESEARCH 58







