NOTICE OF MEETING

AUDIT, RISK AND IMPROVEMENT
COMMITTEE MEETING

An Audit, Risk and Improvement Committee Meeting of Byron Shire Council will be held as
follows:

Venue Conference Room, Station Street, Mullumbimby
Date Thursday, 14 February 2019
Time 11.30am

Q\AM\AA

Vanessa Adams

Director Corporate and Community Services 12019/166
Distributed 07/02/19




CONFLICT OF INTERESTS

What is a “Conflict of Interests” - A conflict of interests can be of two types:

Pecuniary - an interest that a person has in a matter because of a reasonable likelihood or expectation of appreciable

financial gain or loss to the person or another person with whom the person is associated.

Non-pecuniary — a private or personal interest that a Council official has that does not amount to a pecuniary interest as

defined in the Local Government Act (eg. A friendship, membership of an association, society or trade union or

involvement or interest in an activity and may include an interest of a financial nature).

Remoteness — a person does not have a pecuniary interest in a matter if the interest is so remote or insignificant that it

could not reasonably be regarded as likely to influence any decision the person might make in relation to a matter or if

the interest is of a kind specified in Section 448 of the Local Government Act.

Who has a Pecuniary Interest? - a person has a pecuniary interest in a matter if the pecuniary interest is the interest of

the person, or another person with whom the person is associated (see below).

Relatives, Partners - a person is taken to have a pecuniary interest in a matter if:

= The person’s spouse or de facto partner or a relative of the person has a pecuniary interest in the matter, or

=  The person, or a nominee, partners or employer of the person, is a member of a company or other body that has a
pecuniary interest in the matter.

N.B. “Relative”, in relation to a person means any of the following:

(a) the parent, grandparent, brother, sister, uncle, aunt, nephew, niece, lineal descends or adopted child of the person
or of the person’s spouse;

(b) the spouse or de facto partners of the person or of a person referred to in paragraph (a)

No Interest in the Matter - however, a person is not taken to have a pecuniary interest in a matter:

= |f the person is unaware of the relevant pecuniary interest of the spouse, de facto partner, relative or company or
other body, or

= Just because the person is a member of, or is employed by, the Council.

= Just because the person is a member of, or a delegate of the Council to, a company or other body that has a
pecuniary interest in the matter provided that the person has no beneficial interest in any shares of the company or
body.

Disclosure and participation in meetings

®= A Councillor or a member of a Council Committee who has a pecuniary interest in any matter with which the Council
is concerned and who is present at a meeting of the Council or Committee at which the matter is being considered
must disclose the nature of the interest to the meeting as soon as practicable.

®  The Councillor or member must not be present at, or in sight of, the meeting of the Council or Committee:
(a) at any time during which the matter is being considered or discussed by the Council or Committee, or
(b) at any time during which the Council or Committee is voting on any question in relation to the matter.

No Knowledge - a person does not breach this Clause if the person did not know and could not reasonably be expected

to have known that the matter under consideration at the meeting was a matter in which he or she had a pecuniary

interest.

Participation in Meetings Despite Pecuniary Interest (S 452 Act)

A Councillor is not prevented from taking part in the consideration or discussion of, or from voting on, any of the

matters/questions detailed in Section 452 of the Local Government Act.

Non-pecuniary Interests - Must be disclosed in meetings.

There are a broad range of options available for managing conflicts & the option chosen will depend on an assessment

of the circumstances of the matter, the nature of the interest and the significance of the issue being dealt with. Non-

pecuniary conflicts of interests must be dealt with in at least one of the following ways:

" |t may be appropriate that no action be taken where the potential for conflict is minimal. However, Councillors
should consider providing an explanation of why they consider a conflict does not exist.

= Limit involvement if practical (eg. Participate in discussion but not in decision making or vice-versa). Care needs to
be taken when exercising this option.

=  Remove the source of the conflict (eg. Relinquishing or divesting the personal interest that creates the conflict)

=  Have no involvement by absenting yourself from and not taking part in any debate or voting on the issue as if the
provisions in S451 of the Local Government Act apply (particularly if you have a significant non-pecuniary interest)

RECORDING OF VOTING ON PLANNING MATTERS

Clause 375A of the Local Government Act 1993 — Recording of voting on planning matters

(1) In this section, planning decision means a decision made in the exercise of a function of a council under the
Environmental Planning and Assessment Act 1979:

(a) including a decision relating to a development application, an environmental planning instrument, a
development control plan or a development contribution plan under that Act, but
(b) notincluding the making of an order under Division 2A of Part 6 of that Act.

(2) The general manager is required to keep a register containing, for each planning decision made at a meeting of the
council or a council committee, the names of the councillors who supported the decision and the names of any
councillors who opposed (or are taken to have opposed) the decision.

(3) For the purpose of maintaining the register, a division is required to be called whenever a motion for a planning
decision is put at a meeting of the council or a council committee.

(4) Each decision recorded in the register is to be described in the register or identified in a manner that enables the
description to be obtained from another publicly available document, and is to include the information required by the
regulations.

(5) This section extends to a meeting that is closed to the public.
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STAFF REPORTS - GENERAL MANAGER

Report No. 4.1 2018 Community Survey
Directorate: General Manager

Report Author: Shannon McKelvey, Executive Officer
File No: 12019/106

Summary:

Every 2 years Council contracts an independent expert consultant to conduct a community survey,
to get a snapshot from a representative, statistically valid, sample of Byron Shire residents of their
views on importance and satisfaction with various services Council provides, how they engage with
Council and levels of satisfaction with contact with Council.

The results will be workshopped with Councillors on 7 February 2019 and will be used by staff to
develop 2019/2020, and beyond, Operational Plan activities. Information on the Community Survey
published on Council’'s website will be updated consistent with the outcomes of the Councillor
Workshop. Previous Community Survey Reports have been reported to Council directly but with
the broadening of the Committee’s functions to include ‘improvement’ there is an opportunity for
the Committee, should it want to, to receive and consider them. The 2018 Community Survey
Report is attached for the Committee’s information.

RECOMMENDATION:

That the Committee notes the 2018 Community Survey Report.

Attachments:

1 2018 Community Survey Report, E2019/6804 , page 100 g7
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BYRON SHIRE COUNCIL
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REPORT

Community surveys are conducted to measure, over time, changes in residents’ views of the
importance of a variety of key services Council provides and their levels of satisfaction with those
services. Council also takes the opportunity when conducting the survey to get information on
levels of satisfaction with customer service provided across different services as well as on
methods of engagement with Council.

The survey methodology was reviewed prior to it being carried out, to ensure that the questions
and services remained relevant and to identify ways to improve the value and uses of the data to
Council.

The 2018 Community Survey Report is attached. With all surveys, it is important to remember
that:

1. Thedatais just a snapshot at a point in time and no matter when a survey is conducted,
there is likely to be something occurring in the community that influences the results,
positively and/or negatively.

2.  The results arise from the combination of the full suite of factors that influence each service
area. For example, these results have been influenced by Councillor decisions, staff
decisions and current projects but also community member and media influences, State
Government decisions and other factors that are not within Council’s control.

3.  The data is an important tool Councillors and staff can use to identify potential improvement
opportunities. However, it is only one source of information that has to be taken into account
when making decisions and it can never be the sole driver of, or justification for, a
recommendation.

4, In addition to identifying improvement opportunities, the data is also useful for a variety of
other purposes e.g., for advocacy/lobbying, supporting grant applications and guiding policy
and strategy development.

5.  The survey report uses the word ‘significant’ in the context of ‘statistical significance’ (which
means that the result is likely to have not occurred by chance based on a statistical formula).

In discussing the results with staff, Micromex has observed:

a) That some of the results for Byron Shire are more akin to the challenges and priorities
faced by metropolitan councils. While they confirmed roads are always important across all
council areas, issues such affordability/availability of housing, managing population growth,
managing tourism, public transport and traffic management are unusual to see in survey
results for a regional/rural council.

b) This survey is the first to be conducted post the extensive awareness campaign that
accompanied the 2016 Special Rate Variation Application and this may have been a factor
in Financial Management becoming the main barrier to satisfaction, over local roads, for the
first time. So, to maintain the community’s increased understanding and awareness of
infrastructure needs that came from the SRV campaign and the 2018 Community Solutions
Panel on Infrastructure Prioritisation, Council needs to continue to provide information to
increase awareness of the actions it is taking to address those infrastructure needs.

ARIC Agenda 14 February 2019 page 5
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There are a number of positives in the 2018 data, for example:

v

68% of residents were ‘somewhat’ to ‘very’ satisfied with the way their contact with Council
was handled.

16 of the 36 services areas had a performance gap of less than 1.0, and 4 of the service
areas have satisfaction levels that are exceeding expectations.

4 of the 36 services areas had satisfaction levels at or exceeding the NSW benchmark
satisfaction levels.

Community consultation/engagement, E-services and the Resource Recovery Centre are
positive drivers of satisfaction.

However, the results also include:

Decline in overall levels of satisfaction with Council performance generally — 2.76 (out of a
scale of 0 — 5) down from 2.91 in 2016.

Decline in levels of satisfaction in most service areas — as shown in the report.

Increasing performance gaps (difference between importance and satisfaction levels) in
some service areas.

The Survey Report provides a statistical analysis of the key barriers to or optimisers of satisfaction,
shown below. The 2018 survey shows that Council has more barriers than optimisers and that is
driving the decline in overall satisfaction.

Key Contributors = Barriers/Optimisers

.
Optimisers
il 35 - Overg 8 ). 1% (34%)
Cormmursty consullaion/engagement J.4% _ 34%
Developmen! appication processing 645 _ 0.1%
On-ine Councll e-servwoes 1.7% - 47%
UOltly of 1owr =il ING PUDAC SPOCes 3.9% _ ) 3%
Management of development -3.5% _ 0.4%
Resowce Recovery Centre Barmriers 0.2% I
(66%)
Parks and playgrouncs 1.5% - 1.7%
Dpporfunities to parficipate in Council dedson making 29% - 0.6%
Crme prevenhon and safety 1.1% - 20%
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To improve satisfaction staff will recommend Council focusses on:

- maintaining, or increasing, optimisers — these are important to ‘hold the line’ in performance
in these areas; and

- develop actions focused on the top few barriers (research shows that spreading the focus
too broadly reduces impact across the board whereas focusing on a few items is most
efficient.)

This will be supported by actions targeted at:
i) Performance e.g., projects, programs and actions to deliver improved services.

ii) Information and communication generally as well as about actions to improve
performance because it is critical that residents have all the necessary information to
make informed judgments about importance and delivery of services.

With the barriers and optimisers in mind, Micromex has recommended a focus on:

1. Financial Management
2. Development Assessment, Future Planning and Local Roads
3. Communication and engagement.

Staff from Micromex will attend the Councillor workshop on 7 February 2019 to present the results
and provide their expert advice to Councillors on interpretation and use of data. They will also
provide recommendations for focus areas based on their expertise.

The 2019/2020 Operational Plan is currently under development and staff will use the results to
include specific actions aligned with the recommendations in the Survey Report. For example,
staff will look at activities to improve transparency and availability of financial information and ‘“The
Byron Model’ project will deliver a framework for future engagement that will result in Operational
Plan actions

Finally, for the first time in 2018, a requirement for the supply of the raw (depersonalised) data was
included in the consultancy contract. This means that the raw data can now be interrogated to
produce additional data, over and above that which is supplied in the Report, increasing its value to
Council for no additional cost.

For example, pages 29 — 33 of the Community Survey Report include the analysis of the customer
service results that are included in the standard costs for this type of work. Council staff can now at
no additional cost, look at a number of additional matters, such as correlations between levels of
satisfaction with service received from Council and overall satisfaction, or levels of satisfaction with
resolution of contact with Council and the number of times it took to get that resolution — both of
which are shown below.

Council has been increasingly using data analysis to drive evidence-based performance decisions.
This survey contract is just one of many examples of how Council is improving its access to and
use of data in cost efficient ways.

ARIC Agenda 14 February 2019 page 7
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Comparison between levels of satisfaction with contact with
Covuncil and levels of satisfaction with overall Council
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Legal/Statutory/Policy Considerations
Not applicable
Reviewed by Legal Counsel: [

Financial Considerations

None. The Community Survey, including the workshop with Councillors, will be delivered within the
allocation budget.

Reviewed by Manager Finance: []

Consultation and Engagement

A communication and engagement plan was prepared and actions delivered to inform community
about the survey and encourage resident involvement. For the first time Council included a
mechanism in the survey to identify people who wanted to be informed of the outcome of their
involvement and 43% of residents who participated asked for feedback. Council will now thank
them and email a copy of the report to those residents, together with information on how Council
will use the results. Community and online information will also be updated following the Councillor
workshop.

ARIC Agenda 14 February 2019 page 9
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Byron Shire Councll

Community Satisfaction Research

Prepared by: Micromex Research

Date: November 2018
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4.1 - ATTACHMENT 1

The information contained herein is believed to be reliable and accurate.
However, no guarantee is given as to its accuracy and reliability, and no
responsibility or liability for any information, opinions or commentary contained
herein, or for any consequences of its use, will be accepted by Micromex
Research, or by any person involved in the preparation of this report.
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Summary and Recommendations

Summary

64% of Byron Shire residents are at least ‘somewhat satisfied’ with Council's performance over the last 12
months, There has been a softening compored to the 2016 results. This is possibly partially due to the
intfroduction of a Special Rate Variation (SRV).

On ¢ positive note, of the two thirds of residents who had contacted Council in the previous 2 yeors, 68%
were at least ‘somewhat satisfied' with the way their contact was handled.

Compored to the 20146 research results, residents have expressed a significantly higher level of
safisfaction with Council's provision of ‘coastine management' but a significantly lower level of
satistaction with the delivery of:

Local roads - overall

Planning for the future

Management of development

Quality of town centre and public spoaces
Tourism management

Footpaths

Recycling services

Festival and event mancgement

The Shapley Anclysis hos shown that the key drivers of overcll resident safisfaction ore centred on
financial management, local roads, engocgement ond development. These results support the sense that
the critical challenges of balancing development, housing affordability, tourism and the condition of
public spaces ond infrastructure are top of mind for many residents,

Recommendatfions

The resulis have shown that Byron Shire Council should look to cddress resident expectations and/or more
actively inform residents of Council's position and advocacy across the following areas:

1. Financial management - As a key driver of overall safisfaction, Council could benefit from
increased communication with the community and greater transparency regarding its financial
management of the Shire, particularly around what the SRV has achieved for the LGA.

2. Development/Planning/Roads - Perennial issues for the LGA, ‘'management of development’,
‘development application processing’. ‘planning for the future' and ‘loccl roads - overall' cre
key drivers of satisfaction. Cften these issues are outside of Council's direct control, Council needs
to continue fo engogefinform the community with regard to local planning. Council's
communication and advocacy in these areas will help shape betfer outcomes.

3. Engagement — With ‘community consultation/engagement’, ‘on-line Council e-services' and
‘opportunities to porticipote in Council decision moking” accounting for 17% of overall
satisfaction, a better understanding of the community's expectations regarding communication
and a continued focus on these areas will assist in positively transitioning resident satisfaction.

ARIC Agenda 14 February 2019 page 14



BYRON SHIRE COUNCIL
STAFF REPORTS - GENERAL MANAGER 4.1 - ATTACHMENT 1

Background and
Methodology

ARIC Agenda 14 February 2019 page 15



BYRON SHIRE COUNCIL
STAFF REPORTS - GENERAL MANAGER 4.1 - ATTACHMENT 1

Background and Methodology

Byron Shire Council sought to examine community atfitudes and perceptions towards current and future
services and facilities provided by Council, Key objectives of the research included:

e Assessing ond estoblishing the community's priorities and satisfaction in relation to Council
activities, services, and facilities

Identifying the community’s overall level of satisfaction with Council's performance

Identifying methods of communication and engagement with Council

Identifying top priority areas for Council to focus on

Satisfaction with customer service levels from Councll staff

To facilitate this, Micromex Research was contracted to develop a survey template that enabled Council
to effectively anolyse ottitudes and frends within the community.

Questionnaire

Micromex Research, together with Byron Shire Council, developed the questionnaire.
A copy of the questionnaire is provided in Appendix B.

Data collection

The survey was conducted during the period 29 - 11" October 2018 from 4:30pm to 8:30pm Monday to
Friday, and from 10am to 4pm Saturday.

Survey area
Byron Shire Council Government Area.
Sample selection and emor

A total of 400 resident interviews were completed. 361 of the 400 respondents were selected by means of
a computer bosed random selection process using the electronic White Pages and SamplePages. The
remaining 3% respondents were ‘number harvested' via face-to-face intercept at a number of arecs
around the Byron Shire LGA, i.e. Ocecn Shore Shopping Centre, Mullumbimby Farmers Markets and Byron
Bay IGA.

A sample size of 400 residents provides o moximum sompling error of plus or minus 4.9% at 95%
confidence. This means that if the survey was replicoted with a new universe of N=400 residents, 19 times
out of 20 we would expect to see the same results, i.e. +/- 4.9%.

For the survey under discussion the greatest margin of error is 4.9%. This means, for example, that an
answer such as 'yes' {50%) to a question could vory from 45% to 55%.

The sample was weighted by age and gender o reflect the 2016 ABS Census data for Byron Shire,

Interviewing

Interviewing was conducted in accordance with the AMSRS {Australion Market and Social Research
Society) Code of Professional Behaviour.
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Background and Methodology

Prequalification

Participants in this survey were pre-qualified as being over the age of 18, and not working for, nor having
an immediate family member working for, Byron Shire Council.

Data analysis

The data within this report was analysed using Q Professionol. To identify the statistically significant
differences between the groups of means, 'One-Way Ancvo tests' and ‘Independent Samples T-tests’
were used. 'I Tests' were also used to determine statistically significant differences between column
percentages.

Ratings questions

The Unipolor Scale of 1 to 5, where 1 was the lowest importonce or satisfaction and 5 the highest
importance or satisfoction, was used in cll rating questions.

This scale cllowed us to identify different levels of importonce and satisfaction ccross respondents.

Note: Only respondents who rated services/fecilities a 4 or 5 in impertance were asked 1o rate their
satisfaction with that service/facility,

Percentages

All percentages cre calculatec to the nearest whole number and therefore the total may not exactly
equal 100%.

Micromex Benchmarks
These benchmarks are based on 40 LGAs that we have conducted community research for, and were
revised in 2017 to ensure the most recent comparable data. Since 2008, Micromex has worked for over 70

NSW councils and conducted 100+ community sctisfaction surveys across NSW,

NSW LGA Brand Scores Benchmark

These benchmarks cre based on a branding research study conducted by Micromex in 2017, in which
residents from all 129 LGAs were interviewed in order to esteblish a normative score.
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Sample Profile

Gender

Age

Area

RuralfOther

Brunswick Heods/Ocean
Shares/New Brighton/South 25%
Golden Beach
MAumbimby - 10%
Bangaiow . 5%

R

&
5
8
%

Base: N = 400

A sample size of 400 residents provides a mosmum samping eror of plus of minus 4.9% at 5% confidence. The sample hos been
weighted by oge and gender to reflect the 20146 ABS community profie of Byron Shire Council.

Byron Shire Coungil
Community Research

November 2018
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Key Findings

Key Community Performance Indicators Quick Stats

Overall satisfaction with Council ﬁ
Q@ mmmme— T 64%
O - sald they were at least ‘somewhat

36% of residents were ‘not very' to ‘not satisfied” with the overall
at all' satisfied with the overall performance with Council
performance of Council

..............................................................

--------------------------------------------------------------

of residents had contacted
Council in the past 24 months

Satisfaction with the way their SNy,
contact was handled 6

asee _- -0 7
¢ 68%
sald they were at least ‘somewhat
32% of residents were ‘not very’ to ‘not satisfied with the way their
at all’ satisfied with the way their contact was handled
contact was handied

..............................................................

Residents are most interested keeping informed about Council news and

activities via
CE. =

Local newspaper 63% Local radio
: ¥ Rates notice

newsietter

9.7% A T? 6.6%

Fimancial Develcpment application
management 7.9% 6.8% processing
Local roads Community
- overall consultation/engagement
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Key Findings
Overview (Overall satisfaction)

Summary

64% of residents are at least ‘somewhat satisfied” with the performance of Council, overall, for the last 12
months.

Byron Shire Council has performed significantly lower than the NSW LGA ‘Regional Benchmark' and the
‘All of NSW' Benchmark.

Q20. Owverall for the last 12 months, how satisfied are you with the performance of Council, nof just on one or two
issues, but across afl responsibiity areas?

Overoall Overall

2018 2016 Male Female 18-34 35-49 50-64 65+
Mean ratings 276 291 2.74 2.77 282 285 2.69 2.68
Brunswick Heads/
Ocean Shores
8yron ?,OJ:SMOIK Bangolow Mullumbimby New Brighton/ Rurcl/Other
South Goliden
Beach
Mean ratings 2.64 29N 2.44 282 283
Regiona! All of NSW Byron Shire
FSW LGA BRAND SCORES Benchmark  Benchmark | Council
Mean ratings 331 3.42 276 |

Scole: 1 = not at all satisfied, § = very safisfied

11 = A significontly higher/lower level of safisfaction oy group)

. 3%
\ fisfied
ery satisfie .3%

gt 18% |
s | — -
. 43%
t
24%
19%

Not very satisfied

. 12%
Not at all satisfied
0 0% 40% 60%

m2018 N=400 u 2016 N=404

P |

Novembe
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Key Findings

Overview (Priority Issues for the Byron Shire Local Government Area)

Summary

For residents, the highest priority issues within the Byron Shire Council cre *the condition and maintenance
of local roads' (18%), 'affordability/availabiity of housing” (15%). ‘managing population growth' (14%)
and managing development {13%).

Q2b, Thinking of the next 10 years, what do you believe will be fhe highest priorty issue within the Byron Shire

Council area?
h -

e aﬂurdahle
(s ifrastrcture popation

aans (]S

Verbatim responses for this question were collated ond entered into analytical software. This analyss ‘counts’ the number of times a

porficuiar word of phrase appears ond, based on the frequency of that word or prrase, a font size is generated, The larger the font,
the more frequently the word or senfiment is mentioned.

Word Frequency Tagging

Condition and maintenance of roads

I 1

Affordability/aveilability of housing

Managing populction growth (i.e. cdequate
infrastructure)

Managing overdevelopment/developments
Managing increcsing fourist numbers

Traffic monogement

Environmenial sustainability

Increasing availability of public fransport
Lack of parking including disability parking

Managing/stopping the West Byron project

Note: For the complate Ist of comments, please see Appendix A

[ BB
I
E—————— AR
I s
I o

B

m =

m =

Base: N = 400
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Key Findings

Key Importance Trends

4.1 - ATTACHMENT 1

Compored to the previous research conducted in 2014, there were significant decreases in residents’
levels of importance for 12 of the comparable 33 services and focilities provided by Council, these were:

Planning for the future

Recycing services

Gaorboge collection

Providing access to information
Community consultotion/engogement
Quaity of town cenfre and public spaces
Parking

Vegetation and weed management
Support for volunteers

Economic development

Community halls

Parks and playgrounds

Scole: 1 = not at all importont, § = very importont

Key Satisfaction Trends

2018
4.49
4.47
4.38
422
4.9
4.4
413
399
3.83
3.78
3.58
3.53

2016
4.48
4.68
455
4.40
443
4.37
4.42
429
432
409
386
405

Over the same pefiod there was an increase in residents' levels of safisfaction with 1 of the 33

comparable services and facilities provided by Council, which included:

Coastline monagement

2018
294

2016
273

There was also a decline in residents' levels of satisfaction across 8 of the comparable 33 services and
facilities provided by Council, these were:

Recycing services

Festival and event management

Quaiity of town centre and public spaces
Tourism management

Footpaths

Planning for the future

Management of development

Locol roads - overall

Scale: 1 = not at all satisfied, 5 = very safisfiea

2018
3.67
3.0
283
2.52
2.49
237
222
1.48

2016
4.01

3.42
304
3.0
2.77
2.48
2.51

1.75
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Key Findings
Importance

The following services/facilities received the highest importance ratings:

Top 5 for Importance 2018
Local roads - overall 4.60
Planning for the future 4.49
Recycing services 447
Coostline management 4.41

Garbage colection 438

The following services/facilities received the lowest importance ratfings:

Bottom § for Importance 2018
Childcare services a4
Dog exercise areas 3.24
Sporfing facilifies 332
Public art 3.35
Swimming pools - 337

Scole: 1 = not at all impoertent, § = very importont

Satisfaction

The following services/tacilities received the highest satisfaction ratings:

Top § for Satisfaction 2018
Water supply 406
Libraries 405
Garboge colection 401
Sewage management services N
Recycing services 3.67

The following services/facilities received the lowest sotisfaction ratings:

Boltom 5 for Satisfackion 2018
Local roads - overall 1.48
Affordable housing 1.74
Public fransport 1.94
Traffic plonning end management 1.96
Management of development 222

Scale: 1 » not at all satisfied, 5 » very sofisfied
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Key Findings

Identifying Priorities via Specialised Analysis (Explanation)

The specified research outcomes required us to measure both community importance and community
satisfoction with a renge of specific service delivery creas. In order to identify core priorities, we
undertook a 2-step cnalysis process on the stated importance and rated satisfaction data, after which
we conducted a third tevel of anaiysis. This level of analysis was a Shapley Regressicnh on the data in
order to identify which facilities and services are the actual drivers of overall satisfaction with Council.

By examining both approaches 1o cnalysis we have been able to:

1. Identify and understand the hierarchy of community priorities

2. Inform the deployment of Council resources in line with community aspirations
Step 1. Performance Gap Analysis (PGA)

PGA establishes the gop between importance and satisfaction. This is calculated by subtracting the
mean scfisfaction score from the mecn importance score. In order to measure performance gaps,
respondents are asked to rcte the importance of, and their satisfaction with, each of a renge of different
services or facilifies on a scale of 1 to 5, where 1 = low importance cr satisfaction and 5 = high
importance or satistaction, These scores are aggregated at a total community level,

The higher the differential between importance and satisfaction. the greater the difference is between
the provision of that service by Insert chent here and the expectation of the community for that
service/facility.

In the table on the foliowing poge, we can see the 39 services and faciliies that residents roted by
importance and then by satisfaction.

When analysing the performance gaps. it is important to recognise that, for the most port, o gap of up to
1.0 is acceptable when the initial importance rating is 4.0+, as it indicates that residents consider the
attribute to be of 'high' to "extremely high' importance and that the satistaction they have with Insert
client here’s performonce on that some measure is ‘moderate’ to ‘moderately high'.

For exomple, ‘Resource Recovery Cenlre' was given an importance score of 4.20, which indicates that it
is considered an area of “very high' importance by residents. At the same time it was given a sctisfaction
score of 3.40, which indicates that residents have a ‘moderate’ level of satisfaction with Byron Shire
Council's performance and focus on that measure.

In the case of a performance gap such as for ‘iibraries' (3.75 importance vs. 4.05 satisfaction)., we can
identify that the facility/service has *'moderately high' importance to the broader community, but for
residents who feel that this facility is important, it is providing a *high’ level of satisfaction.
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Key Findings

4.1 - ATTACHMENT 1

When analysing performance gap datg, it is important to consider both stated satistcction and the
absolute size of the performance gap.

Performance Gap Ranking
Roking  Ronking  Service/Facilty
1 Local reads - overall
N/A 2 Traffic planning and management
2 3  Afiordoble housing
4 4 Planning for the future*
7 5 Management of development
3 & Public fransport
& 7 Public toilets
§ 8 Parking
9 9 Finrancial management
N/A Development cppicalion processing
y 2 134 Tourism management
13 12 Footpaths
10 12 Opquxmilies to participate in Council decision
\ making
12 14 Bikeways and bicycle faciifies
B 15 Coasliine management
1 16 Community consultation/engagement
19 17 Crime prevention and safety
718, 18 Quaiity of town centre and public spaces
16 19 Vegetcetion and weed management
15 20 Providing access to information*
13 21 Economic development
20 22 Al abiifies access*
23 23 Stormwater craincge
N/A Resource Recovery Centre
24 ; .
28 Recycling services
a0 26 Festival and event management
24 27 Support for volunteers
26 28 Parks and playgrounds*®
2% 29 Garbage collection
N/A a0 Public art
N/A 31 On-ine Council eservices
31 32 Sewage monagement services
32 33 Swimming pools
a7 34 Sporting lociities
33 35 Water supply
35 36 Dog exercise areas
38 37 Childcare services
34 Community halls
34 39 Librories

Scale: 1 = not at allimportant/not at ol sofisfied. 5 = very important/very safsfied

1. = Significantly posifive/negative shift in ranking {2018 compared to 2016}
"Note: In 2014 "parks and playgrounds’ was ‘parks’, 'oll abilites occess’ was ‘dsability access’, "planning for the future” was ong

tarm plonning” and 'providing access to information’ was '‘Council provision of information’.

Importance
mean
4.60
435
404
4.49
424
389
4.19
413
423
402
425
412

405

384
4.4
4.19
436
414
3.99
422
3.78
404
399
420
4.47
387
383
3.53
4.38
335
3.42
3.96
3.37
3.32
412
3.24
3.4
3.58
3.75

Safistaction
mean
1.48
1.96
1.74
237
222
1.94
233
231
243
222
2.52
2.49

2.52

2.36
294
275
3.02
283
277
3.03
273
3.00
297
3.40
3.67
3.10
333
3.08
401
3.05
3.16
3N
3.22
320
406
3.30
3.22
3.66
405

312
2.39
230
2.12
2.02
1.95
1.86
1.82
1.80
1.80
1.73
1.63

1.53

1.48
1.47
1.44
1.34
1.37
1.22
1.19
1.05
1.04
1.02
0.80
0.80
0.77
0.50
0.45
0.37
0.3¢
0.26
0.25
0.15
0.12
0.06
0.06
008
0.08
0.30
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Key Findings

When we examine the lorgest performance gops. we can identify that, with the exception of ‘public
transport’, which was rated with ‘'moderate’ importance, all other services or facilities have been rated
with ‘high’ to *extremely high' importance. Resident satisfaction for all of these areas is between 1.48 and
2.43, which indicates that their satisfoction for these measures is ‘very low' to ‘low’.

1 Local roads - overall 460 1.48 3.2

2 Traffic planning and management 435 1.96 2.39

3 Affordabie housing 4.04 1.74 2

4 Planning for the future 4.49 2,37 212

5 Management of development 424 222 202
6 Public transport 3.89 1.94 195

7 Pubiic toilets 4.19 2.33 1.86
8 Parking 413 231 1.82
Financial monagement 423 243 1.80

! Development application processing 4.02 222 1.80

The key cutcomes of this analysis would suggest that, while there are opportunities to improve satisfaction
across a range of services/facilities, ‘local roads - overall’ is the area of least relative satistaction.

Note: Performance gap is the first step in the process, we now need to identity comparative ratings
across all services and facilities to get an understanding of relative importance and satisfaction at an
LGA level. This is when we undertake step 2 of the analysis.

ARIC Agenda 14 February 2019 page 28



BYRON SHIRE COUNCIL
STAFF REPORTS - GENERAL MANAGER 4.1 - ATTACHMENT 1

Key Findings

Quadrant Analysis
Step 2. Quadrant Analysis

Quadrant analysis is often helpful in planning future directions bosed on stated outcomes. It combines
the stated importance of the community and assesses satisfaction with celivery in relation to these needs.

This analysis is completed by plotting the varicbles on x and y oxes, defined by stoted importance and
rated safisfaction. We aggregate the meaon scores for stated importance and rated satisfaction to
identify where the facility or service should be plotled. For these criteria, the average stated importance
score was 3.98 and the average rated satisfaction score was 2.88. Therefore, any facility or setvice that
received a mean stoted importance score of = 3.98 would be plotted in the higher importance section
and, conversely, any that scored < 3.98 would be plotted into the lower importance section. The same
exercise is undertaken with the satisfaction ratings chove, equal to or below 2.88, Each service or facility
is then plotted in terms of satisfaction and importance, resulting in its placement in one of four quadrants.

Y Quadrant Analysis - Importance v Satisfaction
£, %

e u Improve Maintain
i‘h!}; ., Woherimporiance.lowe: soisociion Nigher impodance, highet sotih

.Al e noc e

a70rmwate dainags

.

Swwage mancogeesent
oy

&

153

§ Blbwind o ‘,:«- yvois T

£ . T e 104 5 003450
g Scomoens develnpment *

Lot

rens I
Lower Impattance lower iativoction Lowet Imponanc e, highw talldo tion
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Key Findings

Explaining the 4 quadrants

Attributes in the top right quadrant, MAINTAIN, such as ‘recycling service', are Council's core strengths,
and should be treated cs such. Maintcin, or even attempt to improve your position in these oreas, os
they are influential end address clear community needs.

Altributes in the top left quadrant, IMPROVE, such as ‘local roads - overall' are key concerns in the eyes
of your residents. In the vost majority of cases you should aim to improve your performance in these areas
to better meet the community’s expectations.

Attributes in the bottom left quadrant, NICHE, such as ‘tikeways ond bicycle focilities', cre of a relotively
lower priority {and the word 'relatively’ should be stressed ~ they are still important). These areas tend to
be importent to ¢ particular segment of the community.,

Finally, attributes in the bottom right quadrant, COMMUNITY, such os ‘economic development’, are core
strengths, but in relative terms they are deemed less overtly important than other directly obvious areas.
However, the occupants of this quadrant tend to be the sort of services and facilities that deliver to
community liveability, i.e. make it a good place to live.

Recommendations bosed only on stated importance and satisfaction have mojor limitations, as the
actual questionnaire process essentially ‘silos’ facilities and services as if they are independent variables,
when they are in fact all part of the broader community perception of council performance.,

Residents’ priorities identified in stated importance/satisfaction analysis often tend to be in areas that are
problematic. No matter how much focus a council dedicates to 'local roads - overall’, it will offen be
found in the IMPROVE guadrant. This is because, perceptually, the condition of local roads can always
be better.

Furthermore, the outputs of stated importance and satisfaction analysis address the current dynamics of
the community, they do not predict which focus areas are the most likely agents to chenge the
community's perception of Council's averall performance.

Therefore, in order to identify how Byron Shire Council can actively drive overall community sotisfaction,
we conducted further analysis.

The Shapley Value Regression

This model was developed by conducting specialised analysis from over 30,000 LGA inferviews
conducted since 2005. In essence, it proved that increasing resident satisfaction by actioning the
priorities they stated as being important does not necessarily positively impoct on overall satisfaction with
the council. This regression analysis is o stafistical tool for investigating relationships between dependent
variables and explanatory variables.

In 2014, we revised the Shapley Regression Analysis 10 identify the directional contribution of key services
ond facilities with regard to optimisers/barmiers with Council’s overall performance.

What Does This Mean?

The leaming is that if we only rely on the stated community priorities, we will not be allocating the
appropriate resources to the actual service attributes that will improve overall community satisfaction,
Using regression analysis we can identify the attributes that essenticlly build overcll satistaction, We call
the outcomes 'derived importance’,
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Key Findings

Key Drivers of Satisfaction with Byron Shire Council

The resuits in the chort below provide Byron Shire Council with ¢ complete picture of the intrinsic
community priorities ond motivations, and identify whot attributes are the key drivers of community
satisfoction.

These top 12 services/facilities account for over 6% of overall satisfaction with Council. This indicates that
the remaining 27 attributes we obtained measures on have only a limited impact on the community's
satisiaction with Byron Shire Council's performance. Therefore, whilst all 3% service/facility areas cre
important, only o number of them are significant drivers of the community's overcll satisfaction with
Council.

These Top 12 Indicators Contribute to Over 66% of
Overall Satisfaction with Council
soancrimenogeren: | ) 7
Lecd wads - overct [N 7
Communty carautationfengegement [N < >
Dewlopment cppication processrg [ - <>
onane Counci eserdces [T <%
Guatity of town cantre onct pubse spece:  [TGNGN 2=
pionnirg for tha e |GG =
rearogeeent of deveopran [N 25~
Rusource Recovery Ceore [N ==

Parks ond ployoreunc: [N 35

e 1 tied il dec
Oppirtunities owmﬁ::oCo.umwm -35‘

Crime prevention and sctoty - 3=

These 12 services/facilities are the key community priorities and by addressing these, Byron Shire Council
will improve overcll community satisfaction. The score assigned to each area indicates the percentage
of influence each ctiribute contributes to overall sctisfaction with Council.

In the above charl, ‘crime prevention and safety' contributes 3.2% towards overall satisfaction, while
‘financial management' (9.7%) is a for stronger driver, contributing more than three times as much to
overall satisfaction with Council,
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- .
Key Findings
Clarifying Priorities
By mapping satistaction against derived importance, we con see that, for some of the core drivers,
Council is aready providing ‘'moderate’ levels of satisfaction, i.e. the ‘Resource Recovery Centre’, 'online
Council e-services', 'parks and playgrounds’ and ‘crime prevention and safety’.
It is opparent that there is room to elevate satisfaction ccross the variabies thot fall in this ‘moderate’

region and also ‘lower’ satisfaction' region of the chart. If Byron Shire Council can address these core
drivers, they will be able to improve resident satisfaction with their performance.

\ | Mapping Stated Satisfaction and Derived

AN Importance Identifies the Community
"&ﬂf* Priority Areas
. WU e Wecovery Contrm
Sofsiocion
J00-38% 1 s n
§ 220 @ty o fown Corte ooz pRAC
o) wotes .
s mwo'ﬂ‘f’w“_ o
= s 4 "Dpporunitien o pamicicalein
29 Councildecson naming 3
240 4 » Fraroct manogemant
30 Ponvwg for he funas

cigaTTne o ] L rot - @veran (7.9 L4

0% 40% 5% 608 7% 805 7.0% 0I%

Areas such as ‘local roads - overall’, ‘monagement of development’, ‘development application
processing', ‘planning for the future’, ‘financial management’, ‘opportunities to participate in Council
decision maoking', ‘community consultation/engagement’ ond ‘quclity of town centre and public
spaces’ are issues Council should be looking to understand resident expectations and/or more actively
inform/engage residents of Council's position and advocacy across these areas,
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Key Findings
Advanced Shapley Outcomes

The chart below illustrates the positive/negative contribution the key drivers provide towards overall
satisfaction. Some drivers can contribute both negctively and positively depending on the overall
opinion of the residents.

The scores on the negative indicate the contribution the driver makes to impeding transition towards
satisfaction. If we can address these areas we will see a lift in our future overall satisfaction results, as we
will positively transition residents who are cumrently ‘not at all satisfied’ towards being ‘sotisfied” with
Council's overall performance.

The scores on the positive indicate the contribution the driver makes towards oplimising satisfaction. If we
can oddress these areas we wil see o lift in our future overall satisfaction results, as we will positively

fransition residents who are currently already 'somewhat satisfied’, towards being more satisfied with
Council's overall performance.

Key Contributors to Barriers/Optimisers

Fvanciaimorogerent s N 7%

Oplimisers
tocd roods - overst  -7.5% || N © = (34%)
Cormerwnity consultationfangagemeant 3.4% - 345
Development apploation procesng +«= |1
On-fine Counci e-senvices 7= R 4%
Gudity of town centre and pubic spaces 5% | . 23%
Pionring for the future < 1 =
Management of development 5% - 0.A%
Rescurce Recovery Centre Barriers 07% | 3.5%
(66%)

Peris and playgrounds 12% IR 7%
Qpportunities to participate in Councl deciion making 29% - 0.6%

Crime prevention and safety SELS | 20%

Y

Different levers address the different levels of salisfaction across the community
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Section A -
Living in the Byron Shire
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Overall Satisfaction
Summary

64% of residents are at least ‘somewhat satisfied’ with the performance of Council, overall, for the last 12
months.

Byron Shire Council has performed significantly lower than the NSW LGA 'Regional Benchmark™ and the
‘All of NSW' Benchmark.

Whilst not significant, resident satisfaction with the performance of Council has marginally declined
compared toin 2016.

There were no significant differences in results when compored by demographics,

Q2a. Overal for the last 12 months, how satisfied are you with the performance of Counci, nof just on one or two
issues, but across aff responsibifty areas?

Overall Qverall

2018 2016 Male Female 18-34 35-49 50-64 65+
Meon rafings 276 291 2.74 2.77 282 285 2469 2.68
Brunswick Heads/
QOcean Shores
Syvon E’PO(;'(SU"OR Bangaolow Mullumbimby New Brighton/ Rurcl/Other
South Golden
geach
Mean ratings 2.64 291 2.64 282 2483
. Regional All of NSW Byron Shire
NSW LGA BRAND SCORES Benchmark Sanchmark Counch
Mean ratings 331 3.42 276 |

Scaie: 1 = not at all satisfied, S = very satisfied

11 = Asignificontly ghes/lower level of satisfaction [by group)

. 3%
v fisfied
ery safisfie l 3%

N 18% |
' 43%
hat sat
24%
19%

Not very sofisfied
- 12%
Not at oll satisfied - 12%
454 20% 40% &0%
= 2018 N=400 =2016 N=404
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Priority Issues for the Byron Shire LGA

Summary

For residents, the highest priority issues within the Byron Shire Council are "the condition and maintenance
of local roads' (18%), 'affordability/availability of housing’ (15%), 'managing population growth' (14%)
and managing development {13%).

Q2b. Thinking of the next 10 years, what do you believe wil be the highest priority issue within the Byron Shire

Counci area?
h -

naieane affurdahle
tourism - Infrastructure " Wﬂaahsnn

= traffic managing rﬂa
management
T deyalopment

Verbatim responses lor this guestion were collated and entered info analytical software. This analysis ‘counts’ the number of times a
porticular word or phrase appeors and. based on the frequency of that word or phrase, a font size is genercted, The larger the font,
e mote kequently the word or sentiment is mentioned.

Condition and maintenance of roads [ ERREGGNGGGEEEGEEEE 152
Atfordability/availability of housing [ GGG 5
Monoging population growth (i.e. cdequate _ 14%
infrastructure)
Managing overdeveiopment/developments [ EENGTGTGINEGEGEG 12
Managing increasing tourist numbers [ 5%
Traffic management [N 5%
Environmental sustainability [l 3%
Increasing availability of public transport [l 2%
Lack of parking including disability parking [l 2%

Monaging/stopping the West Byron project I} 2%

Base: N = 400

Note: For the complete it of comments, please see Appendix A

November 2018
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Section B -
Customer Service
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Contact with Council in the Past 2 years

Summary

68% of residents had contacted Council in the past 2 years.

Compared to 2016, respondents in 2018 were significantly more likely to have contacted Council.
Residents aged 18-34 were significantly less likely to have contacted Council.

Q30. Have you contfacted Byron Shire Councit in the last 24 months?2

Overall  Overol Male Female 18-34 35-49 50-64 65+

2018 2016
Yes 8% T 56%° | 68% 9% 52% | 74% 75% 67%
No 32% 44% 2% % 48% 26% 25% 3%
Brunswick Heads/
Ocean Shores
Bywon Bay/Sulfok Bangolow  Mulumbimby  New Brighton/  Rural/Other
South Golden
Beach

Yes 65% 0% 56% 75% 1%
No 35% 40% 44% 25% 29%

1, = Asignificontly higher/lower percentage (by year)

Base: N=400

*Note: In 2016 respondents were asked if they had contocted Councll in the last 12 months. For this recson, the results
of this question should be viewed from an interest point only.

Novembe

ARIC Agenda 14 February 2019 page 38



BYRON SHIRE COUNCIL
STAFF REPORTS - GENERAL MANAGER 4.1 - ATTACHMENT 1

Method of Contact

Summary

Of those who had contacted Council, 47% hod done so by phone, 23% in person and 20% vic email.

Q3b. When you last contacted Council was it by:

47%
v |,
i ..

Ermxil ]?g
Council's website - o
Mail 2:?’:‘
1, ) 2 . 2%
Coungcil's social media pages
Other lo&
f_‘f.’.f, 0% Aifffz L%
w2018 N=273 m 2016 N=227

Note: Ploase see Appendix A for the resuits compared by demographics
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Reason for Contact

Summary

22% of residents had contccted Council about a ‘development application’, 11% 'roads and footpaths’,

9% '‘parking’ and 9% ‘waste management’.

Qic.

Development applications
Roads & footpaths
Parking

Waste management
General information
Make a complaint

Land use planning
Payment of rates/fees
Animal control
Enforcement of local laws
Water or sewer matters
Issue with development
Tree remaval
Recreational facilities
Bookings of venue/halls
Traffic menagement
Library enquiry

Other

Other (specified)

Food and safely licence for business
Dogregistration

Attending a meeting

Bus stops

Busking permit

Railway level crossings

Signage

Beach permit

gridge opening

Thinking of the iast time you contacted Council, what did you contact Councid about?

I 227
—
I
I 5
I 7
| A
I 5%
- %

M 3%

. 3%

. 3%

N 2%

o 2%

2%

| kA

1%

0%
I 0%

Base: N=273

Count
4 Changing of Australia Day
Denial of access to my premises
Grants workshop
Infrastructure
Permit
Rural fires
Safety of beaches
Work strategy
1 Don't know/con't remember

- N NN W

Note: Please see Appendix A for the results compared by demogrophics

Count
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Satisfaction with Contact

Summary

68% of residents who had contacted Council, were al least ‘somewhat satisfied' with the way their
contact was handled.

Whilst there were no significant differences in the resulls when compared by demographics or with the
previous research, residents who had made contact in person were significantly more sctisfied with the
way their contact was handled.

Reviewing the results by the reason for contact has shown those who had an issue relating to ‘porking'
were significanily more satisfied with the way their contact was handled and those with issues regarding
‘roads & footpaths' and those making a complaint, were significantly less sotisfied.

Q3d. How satisfied were you with the way your confact was handied?

Overall Cverall

2018 2016 Male Female 18-34 35-49 50-64 65+
Meon rafings 326 3.58 3.29 324 3.2) 3.08 3.3¢9 3.35
Brunswick Heads/
Ocean Shores
Byron BPOC;/.{SU"OH‘ Bangolow Mullumbimby New Brighton/ Rurcl/Other
Scuth Golden
8each
Mean ratings 333 30 3.57 3.48 316
Phone Email In person
Mean rating 3.24 305 3661
Land
Development  Rocds & Poxkin Waste General Make a -
appicotions  footpaths 9 mancgement  informotion compiaint ;
planning
Mean rating 306 254 406t 380 334 216} 335
Scole: 1 = not at all safisfied, 5 = very sofisfied
L = Asignificontly higherfiower level of safistaction [by group)
* Coution low base sizes
. 28%
V
. 24%
t
Satisfied 29
Somewhat satisfied 13% 34%
e 1%
Not at all satisfied 21%
0% 20% A0%
m2018 N=273 m2016 N=227
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Resolution of the Issue

Summary

Q3e. How maeny times were you in confact with Council fo resolve the issue?

Whilst 15% of respondents stated that their issue was still not yet resolved, 38% of those that contacted
Council had their issue resolved after the first contact.

For those who had experienced a resolution to their problem, the average number of contocts required
was 2.3, overali. When viewing the avercge number of contacts by the issue experienced, ‘development
applications’ required significantly more contoct, whilst issues regarding ‘waste moncgement' and
‘parking’ required significantly fewer contacts before reaching a resolution.

Analysis by mode of contoct, revealed no significant differences by method used.

Overall Development Roads & Parkin Waste General Maoke a Lond use
2018 applications footpaths 9 management  informalion  complaint planning
Averoge 23 311 29 1.6 1.5] 1.9 2.1 22
Phone Email In person
Average 2.1 24 2.5

1. = Asignificantly higher/lower number of contacts (by ssue/method)
*Caution low base szes

Once

38%

Twice 14%

Three fimes

A

Still not resolved

Not relevant - 5%

Base: N=273

Note: Please see Appendix A for the results compared by demogrophics
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A

Section C -

Information Distribution
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Keeping Informed of Council News and Activities

Summary

88% of residents are informed about Council news and activities vic the ‘local newspaper', 55% via the
‘rates notice newsletter’, 48% via 'local radio’ and 38% via ‘public notice boards'.

Residents in 2018 were significantly more likely to cite ‘community meetings' and ‘social media’ and
significantly less likely to hove selected 'local newspaper’, ‘local radio” and ‘Council's website'.

Qda, How do you curently gef informed of general council news and activities?

Locotnevspoper ||
5
I

48%

Rates notice newsletier

Local radio

Public notice boards _%
.
counci'swebste | —— ;1%
tocal v RS
oty roors G
Community meetings mﬂ%f
Counci's social media* [T 25% 1

SMS Text message -

Other & 10%

None of these 1%

59%

Coundl e-news [electronic newsletiers)

Q
P |

A% 40% i 80% H00%
W 2018 N=400 2016 N=404

G
P

11 = Asignificantly highes/fiower percentage (by year)

*'Council's social media’ wos previously called 'Counci Facebook page'.
**For the purpose of comparison, the 2014 data for ‘Byron Shire Eche’, *Byron Shive News' and the ‘Northern Star' have been
merged to provide @ ‘locol newspaper' result for 2014,

Other (specified) Count
Word of mouth 24
Social media other than Council's 5
Mail b
Email 4
Interaction with Council 4
Non-profit organisafions 1
Over the phone 1

Note: Please see Appendix A for the resutts compaored by demogrophics
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Preferred Means of Keeping Informed of Council
News and Activities

Summary

Local newspaper (80%) is the most preferred methad for keeping informed about general Council news
and activities.

A further 63% of residents are interested in the provision of Council information via the ‘rates notice
newsletter’, 55% the ‘locol radio’ and 50% ‘Council’'s website'.

Q4b. How would you like to be kept informed in future of general councl news and activities?

Locol newspaper [ :o:
Rates notice newsletter [ ERRNGTTNGNGNGGEGEGEGE -
I s
I 5o
I <o
I
E—

Local radio

Council's website

Council e-news (electronic
newsletters)

Community meetings

Public notice boards

Community groups
Local TV

Council's sociol media
SMS Text message
Other

None of these

Other (specified)

Mail

I
[
I 5=
I 5+

B 5=
N~

L A7
205 4%

Base: N=400

Count

Word of mouth 7

Email

Note: Please see Appendix A for the results compared by demogrophics
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Detailed Findings -

Importance of, and Satisfaction with,
Council Services & Facilities
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Influence on Overall Satisfaction

A core element of this community survey was the rating of 39 facilities/services in terms of Importance
and Satisfaction. This section reports the Shapley Regression cnalysis undertaken on these measures - and
the detailed responses 1o the measures themselves.

The chart below summarises the influence of the 39 faciiities/services on overall satisfaction with Council's
performance, based on the Shapley Regression:

Financial mancgement

Local roads - overall

Community consultation/engagement
Development application processing
On-ine Council e-services

Quaikty of town cenfre and public spaces
Planning for the future

Management of development
Resource Recovery Cenfre

Parks and playgrounds

Opportunities to participate in Counci decision making
Crime prevention ond safety

Water supply

Affordable housing

Public tolets

Recycling services

Footpaths

Parking

Sewage mancgement services
Public art

Providing access to information

Al abilities access

Bikeways and bicycle facilties

Dog exarcise aredas

Garbage collection

Economic development

Vegetation ond weed management
Festival and event mancgement
Libraries

Pubic fransport

Traffic planning and management
Community halls
Tourism management

Support for volunteers

Sporting focliities
Coastline management
Swimming pools
Stormwater drainage
Childcore services

0.0%

I 0.7 T
e—— 7
Pe—————
I .67
——— ().
I 6.27
je——— A
I 3.5
T .77
I .57
I 3.5%
I 327

I 25%

I 27%
24

W 2.3%

_— 2.27%

- 2%

¥

. 5%

;A

. 1.3%

. 3%

- 2%

. 1.2%

. %

NS4

M 09%

M 08%

M 0.8%

| 07%

W 07%

W C7%

B 0.6%

R 0.5%

B 0.5%

B 04%

¥ 03%

1 0.2%

10.0% 20.0%
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Key Service Areas’ Contribution to Overall
Satisfaction

By combining the outcomes of the regression data, we can identify the derived importance of the
different Nett Priority Areas.

Contribution to Overall Satisfaction with Council's
Performance

£7.6%
Nett: Counci
Monagement

3

|

2.3%
Neit: Inlrastructure
2%
-~ . 2078
Nelt: Communily
Focifies/Spoaces
2%
i 80%
Natt: Community
Services
1.4%
v'ﬂ!,.!\,l
?.\_':};,3 sNatt Conviousion mAvVeroge ServicasFaciity

Council Management [47.6%) is the key contributor toword overall safisfaction with Council's
performance, with each of the services/facilities grouped under this area averaging 3.7%.
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Service Areas

Each of the 39 facilities/services were grouped into service areas as

Parks ond playgrounds

Sporting facilifies

Libraries

Community halls

Quality of town centre and public spaces
Swimming pools

Dog exarcise creas

Pubiic toilets

Public art

Resource Recovery Centre

Childcare services

Support for volunteers

All abiifies access

Crime prevention and safety
Affordable housing

detailed below

Local roods - overall

Parking

Bikeways and bicycle facilifies
Public fransport

Feotpaths

Traffic planning and management
Garbage coltection

Recycling services

Sewage management services
Water supply

Stormwater droinage

Opportunities to perticipate in Council decision making
Management of development
Development application processing
Pionning for the future

Providing access o information
Economic development

Community consultation/engagement
Vegetation and weed management
Tourism management

Coastiine management

Festival ond event management
Financicl management

On-line Council e-services

An Explanation

The following pages detail the Shapley findings for each service area, and summarise the stated
importance and satisfaction ratings by key demographics.

Importance

For the stated importance ratings, residents were asked ¢ rate how important each of the criteria was to

them, on a scale of 1 10 5,

Satisfaction

Any resident who had rated the importance of o porticular criterion o 4 or 5 wos then osked how satisfied
they were with the performance of Council for that service or facility. There was an option for residents to
answer ‘don't know' to satisfaction, as they may not have personally used a particular service or facility.
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Service Area 1: Community Facilities/Spaces

Shapley Regression

Contributes to Over 21% of Overall Satisfaction with Council

Nett: Community Facilities/Spaces _ 21.2%

Quuality of town centre and public spaces - 6.2%
Resource Recovery Centre - 3.7%
Porks and playgrounds - 3.5%
public toilets [ 2.6%
public art ] 1.5%
Dog exercise areas l 1.2%
Libraries |0.8%
Community halls | 0.7%
sporting facilties | 0.5%

Swimming pools | 0.4%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%
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Service Area 1: Community Facilities/Spaces

Overview of Importance Rating Scores by Key Demographics

Residents were asked to rate the importance of the criteria.

Importance - overall

Very high Resource Recovery Centre

High

Public toliets
Quality of town centre and public spaces

Moderately high Libraries
Moderate Community halls

Porks and playgrounds
Swimming pools

Public art

Sporting facilities

Dog exercise creas

Importance - by gender

Female residents rated the importance of the following services/facilities significantly higher in
importance:

Parks and playgrounds

Libraries

Quality of town centre and public spaces
Swimming pools

Dog exercise areas

Pubiic toilets

Public art

Importance - by age

Residents aged 18-34 roted ‘dog exercise areas’ and ‘public art' significantly more important and
‘swimming pools' significantly less important.

Residents aged 50-44 rated the importance of 'swimming pools' and the 'Resource Recovery Centre'
significantly higher,

Those aged 65+ rated ‘porks and ploygrounds’, ‘sporting facilities’, ‘quality of town centre and public
spaces’, ‘swimming pools', ‘dog exercise arecs', ‘public toillets' and ‘public art' significantly less
important.

Importance - by area

Residents of Byron Bay/Suffolk Park rated the importance of ‘quality of town centre and public spaces’
significantly higher while residents of Mullumbimby rated the importance of 'swimming pools’ significantly

higher.

Residents of Brunswick Heads/Ocean Shores/New Brighton/South Golden Beach rated ‘parks cnd
playgrounds' significantly higher in importance.

Rural/Other residents rated the importance of ‘parks and playgrounds’, ‘sporting facilities’ and ‘quality of
town centre and public spaces’ significantly lower,

Importance - by year

ARIC Agenda 14 February 2019 page 51



BYRON SHIRE COUNCIL
STAFF REPORTS - GENERAL MANAGER 4.1 - ATTACHMENT 1

Residents in 2018 placed significantly less importance on ‘poarks and playgrounds', ‘community halls' and
‘gquality of town centre and public spaces’.
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Service Area 1: Community Facilities/spaces

Importance Mean Scores by Key Demographics

Overall Male Female 18-34 3549 50-64 65+
Parks ond ploygrounds 3.53 331} 3.74% 3an 3.67 3.52 321
Sporting facilities 332 3.28 3.36 3.34 345 339 303]
Libraries 375 352} 3951 38! 374 3.78 3.66
Community halks 3.58 3.48 3.67 3.3 3.67 376 3.3%
Q‘gg{ggmfe""e and 414 3967 4301 437 426 410 381 ]
Swimming pools 337 300} 3.72% 286 | 3.62 3691 3.08 |
Dog exercise areas 3.24 3031 3447 3761t 330 317 2791
Pubsc loilets 419 3951 4411 4.38 426 427 378
Pubic art 3.35 308} 3591 3841 336 3.26 297 |
Resource Recovery Cenlre 420 417 423 4,00 412 4471 4,10
Brunswick
Byron Heads/Ocean
Bay/Suffoik Bangalow Mullumbimby Shores/New Rurai/Other
Park Brighton/South
Golden Becch
Porks ond playgrounds 3.55 3.64 376 3821 318
Sporting facilities 3.52 3.54 3.44 3.52 288 |
Libraries 363 383 372 a9 372
Community halls 3.40 375 387 3.54 3.65
olgg\nrco: ’;g:gscentre and 4371 43 432 408 387}
Swimming pools 344 316 3781 328 328
Dog exercise oreos 345 292 351 336 3.07
Public toilets 4.28 3.99 433 415 41
Pubsic art 3.44 3.28 3.29 3.26 3.36
Resource Recovery Centre 4.17 4.41 4.40 418 4.16

Scale: 1 = not at all important, 5 = very importon!

1. = Asignificontly higher/lower level of importance (by group)

YTmusity K

NOvembe
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Service Area 1: Community Facilities/Spaces

Detailed Overall Response for Importance

Not at i Not very Somewhat Very

impertant  important  important important important Base

 Parks and playgrounds 12% N% 22% 22% 33% 400
Sporting faciities 14% 15% 2% 2% 27% 400
Libraries 9% 10% 20% 20% 41% 400
Community halls 9% 10% 26% 25% 3% 400
Q:‘:';".":s’p'g:gscc""c and % 'l 17% 24% 51% 400
Swimming poois 18% 10% 20% 20% 32% 400
Dog exercise areos 22% 12% 185% 17% axk 400
Pubiic toilets 5% 4% 14% 20% 57% 400
Public art 13% 16% 21% 23% 27% 400
Resource Recovery Centre 4% 3% 15% 23% 54% 400
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Service Area 1: Community Facilities/Spaces

Overview of Satisfaction Rating Scores by Key Demographics
Residents were asked to rate their salisfaction with the criteria.

Satisfaction - overall

High Libraries
Moderately high Community halls
Moderate Resource Recovery Centre

Dog exercise areas
Swimming pools
Sporting facilities

Poarks and playgrounds

Public art
Moderately low Qudility of town centre and public spaces
Low Public toilets

Satisfaction - by gender
There were no significant differences by gender.
Safisfaction - by age

Residents aged 65+ were significantly more satisfied with 'community halls'. whilst those aged 18-34 were
significantly more sotisfied with ‘swimming pools’.

Residents aged 35-49 were significantly less safisfied with “librories’.
Satisfaction - by area

Residents from Bangalow were significantly more satisfied with ‘porks and playgrounds’ and ‘public
toilets’,

Residents from Byron Bay/Suffolk Park were significantly less satisfied with the ‘quality of fown centre and
public spaces’, whilst Rural/Other residents were significantly more satisfied.

Residents from Mullumbimby were significantly more salisfied with ‘swimming pools’. whilst those from
Brunswick Heads/Ocean Shores/New Brighton/South Golden Beach were significantly less satisfied,

Satisfaction - by year

Compoared to 2016, residents this year were significantly less satisfied with the ‘quality of town centre and
public spaces’.
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Service Area 1: Community Facilities/Spaces

Satisfaction Mean Scores by Key Demographics

Overal Male Female 18-34 3549 50-64 65+
Parks ond ploygrounds 3.08 317 3.02 335 287 299 3.28
Sporting facilities 320 319 2 331 301 326 327
Libraries 4.05 402 4.07 4,16 373} 413 420
Community halls 3.66 3.72 3.62 3.57 3.41 3.61 3921
ngg'“‘é‘::):;’c"g; centre and 283 291 276 288 292 270 284
Swimming pools 322 3.3 315 3Nt 287 3.24 3.27
Dog exercise areas 3.30 345 319 3.55 317 3.29 3
Pubkc loilefs 233 2.42 225 262 216 223 238
Pubic art 3.05 291 313 3.8 3.16 286 297
Resource Recovery Cenlre 3.40 341 339 310 341 346 3.56
Brunswick
Byron Heads/Ocean
Bay/Suffolk Bangatow Mullumbimby Shores/New Rural/Other
Park grighton/South
Golden Beach
Porks ond playgrounds 3.7 3591 2.67 329 280
Sporting facilities 3.21 346 278 312 342
Libraries 408 3.88 398 4,07 4,06
Community halls 3.58 3.68 374 3.61 3.72
ng'?{:sf p'g‘ge"sce""e and 252 287 287 290 3121
Swimming pools 3.38 258 3681 281 3.0
Dog exercise oreos 3% 3.08 3.03 345 344
Public toilets 2.27 2791 223 248 2.23
Pubsic art 288 3.04 3.40 312 305
Resource Recovery Centre kWA 349 3.40 3.48 349

Scaie: 1 = not at all satishied, S = very satisfied

1, = Asignificontly higherflower level of satisfaction [oy group)]

MTIMIUNILY

NOvembe
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Service Area 1: Community Facilities/Spaces

Detailed Overall Response for Satisfaction

lolfed oo samfes SOMIOd oy Bow
Parks and playgrounds 10% 19% 35% 24% MN% 221
Sporting faciilies 5% 23% 31% N% M% 191
Librores 2% 4% 19% 36% 9% 242
Community halls 2% 10% 0% 3% 21% 218
e s eniva cnd 14% 20% a% 1% 5% 299
Swimming pools 13% 13% 24% 39% 12% 204
Dog exercise areas 10% 16% 3% 2% 22% 194
Public tollets 3% 21% 29% 13% % 307
Public ort 8% 20% 4% 1% 10% 199
Resource Recovery Cenfre 6% 13% 30% 3% 14% 306
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Service Area 2: Community Services

Shapley Regression

Contributes to 8% of Overall Satisfaction with Council

Nett: Community Services - 8.0%

Crime prevention and safety . 32%
Affordable housing l 2.7%

All abilities access I 1.3%

Support for volunteers | 0.6%

Childcare services | 0.2%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%
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Service Area 2: Community Services
Overview of Importance Rating Scores by Key Demographics

Residents were asked to rate the importance of the critena.

Importance - overall

Very high Crime prevention ond safety

High All abilities access
Afferdoble housing

Moderately high Suppaort for velunteers

Moderate Childcare services

Importance - by gender

Female residents rated the importance of ‘childcare services’, ‘ol abilities access', ‘crime prevention
and safety’ and ‘affordable housing' significantly higher.

Importance - by age

Residents aged 18-34 rated the importonce of ‘support for volunteers' and ‘affordable housing'
significantly higher.

Residents aged 35-49 roted the imporionce of ‘crime prevention and safety' significantly higher and
‘support for volunteers' significantly lower.

Residents aged 50-64 rated 'affordable housing® significantly less important and those aged 65+ rated
‘childcare services' significantly less important.

Importance - by area

Residents from Bongalow rated the importance of *support for volunteers' significantly higher, whilst those
from Byron Bay/Suffolk Park rated ‘afiordable housing' significantly higher in importance.

Rural/Other residents rated the importance of ‘childcare services'., ‘support for volunteers' and
‘affordable housing’ significantly lower.,

Importance - by year

Residents rated ‘support for volunteers' significantly lower in importance in 2018.

ARIC Agenda 14 February 2019 page 59



BYRON SHIRE COUNCIL
STAFF REPORTS - GENERAL MANAGER 4.1 - ATTACHMENT 1

Service Area 2: Community Services

Importance Mean Scores by Key Demographics

Overol Male Femole 18-34 35-49 50-64 65+
Childcare services 3.4 292 3351 342 323 309 284
Suppoert for volunteers 383 375 391 4101 3.55] 385 3.90
All abilifies access 4,04 382 4251 4,08 407 405 3.96
Crime prevention and safety 4,36 413 4561 428 44601 426 427 °
Affordable housing 4.04 372| 4331 4571 405 379 388
Brunswick
Byron Heads/Ocean
Bay/Suffolk Bangaiow Mullumbimby Shores/New Rural/Other
Park Brighton/South
Golder Beach
Childcore services 3.28 295 3.57 329 277
Support for volunteers 3.87 4301 413 390 356 )
All obilities occess 4.05 432 400 403 401
Crime prevention and safety 440 4.50 438 445 4,20
Affordable housing 4301 425 423 401 3469

Scole: 1 = not at all impoertent, § = very importont

+, = Asignificantly higherfiower level of imporfaonce (by group)

Detailed Overall Response for Importance

i'r:z'o?':oc:lr inN;'t;izrr\:t f:m?;fw::t' NPPOHCHN im:oce‘t‘::m Bose
Childcare services 28% % 17% 12% 4% 400
Support for volunteers 6% % 23% 25% 9% 400
Al abilifies access &% 6% 16% 20% 5% 400
Crme prevention and safety 5% 2% 9% 19% 65% 400
Affordable housing 1% 4% 13% 15% 7% 400
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Service Area 2: Community Services

Overview of Satisfaction Rating Scores by Key Demographics
Residents were asked to rate their salisfaction with the criteria.

Satisfaction - overall

Moderate Support for volunteers
Childcare services
Crime prevention and safety
All abilities access
Very low Affordable housing
Satisfaction - by gender
There were no significant differences by gender,
Satisfoction - by age

Residents aged 18-34 were significantly more satisfied with ‘support for volunteers’ cnd ‘all abilities
access', whilst those aged 35-4% were significantly less satisfied.

Satisfaction - by area
Bangalow residents were significantly more satisfied with ‘crime prevention and safety'.

Safisfaction - by year

There were no significant differences by year.
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Service Area 2: Community Services

Satisfaction Mean Scores by Key Demographics

Overal Male Female 18-34 35-49 50-64
Childcore services 3 3.27 319 2.98 340 3.16
Support for volunteers 333 328 3.38 3451 292 3.32
All obilities access 3.00 3.14 288 3431 247 | 301
Crime prevention and sofety 3.02 3.08 297 3.23 289 302
Affordabie housing 1.74 1.77 1.73 1.86 1.54 1.73
Brunswick
Byron Heads/Oceon
Bay/Suffok Bangolow Mullumbimby Shores/New
Park Brighton/South
Golden Beach
Childcare services 3.04 3.48 344 343
Support for volunteers 333 AN 3.4 338
All abiiities access 250 3.23 3.0 289
Crime prevention and safety 3.07 3531 286 299
Affordable housing 1.64 1.84 1.78 196
Scde: 1 = not at all safisfied, 5 = very sofisfied
1] = Asignificantly higher/iower level of sofisfaction by group)
Detailed Overall Response for Satisfaction
Not at ol Not very Somewhat e Very
sotisfied  sofsfied  sotisfied  01e%  cotictied
Childcare services 5% 14% 42% 29% 9%
Support for volunteers 3% 12% 47% 25% 13%
All gbiiities access 7% 21% 43% 22% 6%
Crime prevention and safety 10% 16% 42% 25% 7%
Atfordable housing 5% 29% 14% A% 1%

65+

3.39
3.4
2.93
3.02
1.88

Rural/Other

3.12
339
3.10
2.96
1.64

Base

173
24)
278
332
288
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Service Area 3: Infrastructure

Shapley Regression

Contributes to Over 23% of Overall Satisfaction with Council

Net: Infrastructure _ 233%
Local roads - overall - 7.9%

Water supply . 28%

Recycing services l 2.3%

Footpaths I 2.2%

paring [ 2%

Sewage management services ' 1.6%
Bikeways and bicycle focifties I 1.3%
Garbage collection I 1.2%

Pubkic transport ID.B%

Traffic planning and management I 0.7%

Stormwater drainage ] 03%

0.0% 10.0% 20.0% 30.0% A0.0% 50.0%
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Service Area 3: Infrastructure
Overview of Importance Rating Scores by Key Demographics

Residents were asked to rate the importance of the critena.

Importance - overall
Extremely high Local rocds - overall
Very high Recycling services

Garbaoge collection

Traffic planning and management
High Parking

Footpaths

Water supply

Stormwater drainage

Sewage management services
Moderately high Public transport

Bikeways and bicycle facilities
Importance - by gender
Female residents rated the following services/tacilities significantly higher in importance:

Parking

Public transport

footpaths

Traffic planning and management
Garbage collection

Sewaoge management services

Importance - by age
Residents aged 18-34 rated the importance of ‘recycling services' and ‘water supply’ significantly higher.
Residents aged 50-44 rated ‘parking' significantly more important.

Residents aged 45+ rated the importance of 'bikeways and bicycle facilities’, ‘public transport’ and
‘recycling services' significantly higher.

Importance - by area

Residents from Byron Bay/Suffolk Park rated the importance of ‘local roads - averall’, ‘parking’, ‘bikeways
and bicycle facllities’, ‘footpaths’, ‘traffic planning and management’, ‘garbage collection’, ‘sewage
management services', ‘water supply' and 'stormwater drainage’ significantly higher,

Residents from Bangolow rated the importance of 'traffic planning and management’ and ‘recycling
services' significantly higher.

Residents frem Mullumbimby rofed ‘parking’, '‘public transport’ and ‘water supply' significantly higher in
importance.

Residents from Brunswick Heods/Ocean Shores/New Brighton/South Golden Beach rated ‘sewage
management services’, 'water supply' and ‘stormwater drainage’ significantly higher in importance.,
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Service Area 3: Infrastructure
Overview of Importance Rating Scores by Key Demographics

Importance - by area (Cont'd)

Residents residing in Rural/Other areas rated the importance of the following services/facilities
significantly lower:

Bikeways and bicycle facilities
Public transport

Footpaths

Garbage collection

Recycling services

Sewage management services
Water supply

Stormwater drainage

Importance - by year

Residents in 2018 rated the importance of ‘parking’, '‘garbage collection' and ‘recycling services'
significantly lower.
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Service Area 3: Infrastructure

Importance Mean Scores by Key Demographics

Overal Male Female 18-34 35-49 50-64 65+
Local roads - overall 4,60 452 4,68 4.56 455 474 452
Parking 4.13 388 4361 4.15 396 4311 4.06
Bikeways and bicycle facifties 3.84 372 395 4.06 399 383 343
Pubic transport 3.89 345 4111 400 4,03 3.90 3591
Footpatns 4.12 390 43117 4.12 409 4.19 4.04
Traffic planning and
manogement 435 419 4501 4,49 413 450 429
Garboge collection 4,38 424 | 4521 4.50 440 430 4,38
Recycling services 4.47 437 4.57 4761 4,40 448 426 ]
Sewage management services  3.96 349 | 4221 4.05 391 409 3.75
Water supply 4,12 3.99 424 4431 407 408 393
Stormwater drainage 399 3.85 4.11 412 382 4.13 3.84
Brunswick
Byron Heads/Oceon
Bay/Suffolk Bangalow Mullumbimby Shores/New Rural/Other
Park Brighton/South
Golden Becch
Local roads - overall 4801 467 475 4,44 4.47
Parking 4331 437 4.40% 401 390
Bikeways and bicycle y
faciifies 4151 381 394 39N 343 )
Pubkic fransport 3.96 3.75 4291 397 3464 |
Footpaths 4421 4.7 423 421 369 ]
Traffic planning and
monagement 4661 4701 407 420 421
Garbage coilection 44651 425 441 436 414
Recycling services 4.59 4771 4.58 4.47 427}
Sewage management )
services 4461t 407 432 4331 302}
Water supply 44691 428 4521 4701 2901
| Stormwater drainage 43461 413 433 4331 318}

Scale: 1 = not at all important, 5 = very importont

+, = Asignificontly NMghes/lower level of importance (by group)
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Service Area 3: Infrastructure

Detailed Overall Response for Importance

Not at il Not very Somewhat Very

important  important  important important important Base
Local roads - overall 5% 1% 4% 12% 9% 400
Parking 6% 2% 16% 25% 51% 400
Bikeways and bicycle facilifies 9% 5% 23% 20% 44% 400
Public transport 9% 6% 18% 20% 47% 400
Footpaths 6% 5% 15% 22% 53% 400
"‘r’:ij‘g'ggxg'md 5% % 10% 17% 66% 400
Goarbage cofection 5% 3% &% 17% 67% 400
Recycling services 4% 2% 7% 17% 70% 400
Sewage management services 14% 5% % 13% 58% 400
Waler supply 14% 4% &% 7% 67% 400
Stormwater drainage % 6% 15% 18% 52% 400
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Service Area 3: Infrastructure

Overview of Satisfaction Rating Scores by Key Demographics
Residents were asked to rate their salisfaction with the criteria.

Satisfaction - overall

High Water supply
Garbage collection

Moderately high Sewage management services
Recycling services

Moderately low Stormwater drainage

Low Footpaths
Bikeways and bicycle facilities
Parking

Very low Traffic planning and management

Public transport
Local roads - overall

Satisfaction - by gender
Males respondents were significantly more satisfied with ‘footpaths'.
Safisfaction - by age

Residents aged 18-34 were significantty more satisfied with 'footpaths’, while those oged 50-64 were
significantly less satisfied with ‘traffic planning and manacgement'.

Residents aged 65+ were significantly more satisfied with ‘parking’, ‘garbage collection’ and ‘water
supply”.

Safisfaction - by area

Residents of Byron Bay/Suffolk Park were significantly more sctisfied with 'public fransport” but significantly
less satisfied with ‘traffic planning and management’ and ‘garbage collection'.

Bangalow residents were significantty more satisfied with ‘stormwater drainage' while Mullumbimby
residents were significantly less satisfied with ‘bikeways and bicycle focilities'.

Residents of Brunswick Heads/Ocean Shores/New Brighton/South Golden Beach were significantly more
satisfied with 'fraffic planning and management', ‘garbage collection’ and '‘sewage monagement
services'.

Rural/Other residents were significantly less satisfied with ‘sewage mancgement services'.

Satisfaction - by year

Residents in 2018 expressed significantly lower levels of satisfaction with “local roads - overall’, ‘footpaths’
and 'recycling services’,
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Service Area 3: Infrastructure

Satisfaction Mean Scores by Key Demographics

Overal Male Female 18-34 35-49 50-64 65+
Local roads - overall 1.48 1.45 1.50 1.52 1.50 140 1.53
Parking 231 2.30 232 217 227 226 2401
Bikeways and bicycle facifties 236 2.44 229 2.54 220 231 2.46
Pubic transport 1.94 2.04 1.86 1.83 1.90 1.96 210
Footpatns 2.49 2661 236 301t 238 230 2.41
Traffic planning and
management 1.96 1.95 1.96 212 197 1.80 ) 202
Garboge collection 401 404 398 3.78 4.10 3.96 4211
Recycling services 3.67 3.60 374 373 376 357 3.66
Sewage management services  3.71 3N 3N 377 3.78 3.60 3.76
Water supply 4.06 402 409 3.90 399 410 429 1
Stormwater drainage 297 3.03 29 299 3.8 287 286
Brunswick
Byron Heads/Oceon
Bay/Suffolk Bangaolow Mullumbimby Shores/New Rural/Other
Park Brighton/South
Golden Becch
Local roads - overal 1.43 1.46 1.47 1.48 1.53
Parking 222 243 217 230 248
Bikeways and bicycle
tacilties 238 2.4 193] 254 232
Pubkic fransport 2171t 1.85 1.92 1.94 1.73
Footpaths 255 274 268 228 2.50
Traffic planning and
monagement 1.59 | 1.88 2,07 2421 1.99
Garbage coilection 381} 42 4,19 4221t 398
Recycling services 3.52 3.62 3584 384 3.64
Sewage management .
servicas 378 3.9% 3.57 3951 325)
Water supply 403 4.9 4,12 4,12 393
| Stormwater droinage 3.04 3491 240 3.08 274

Scale: 1 = not at all satished. S = very satisfied

+1 = Asignificantly higher/lower level of safisfaction [y group)
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Service Area 3: Infrastructure

Detailed Overall Response for Satisfaction

lolied  sofed soied I ey Base
Local roads - overall . 68% 20% 9% 2% 1% ' 365
Parking 30% 26% 29% 10% 4% 304
Bikeways and bicycle facilities 29% 26% 29% 13% 4% 251
Public tfransport A4% 28% 19% 5% 3% 264
Footpaths 26% 2% 34% 16% 3% 299
""J\ﬁ:n‘;gmﬁ;’"d 40% 3% 2% 5% 1% 329
Garbage collection 5% >4 17% 39% 3% 335
Recycling services 5% 8% 25% 36% 25% 348
Sewage management services 5% 8% 27% 2% 28% 279
Water supply 3% 5% 17% 33% 42% 300
Stermwater drainoge 14% 16% 38% 22% 10% 276
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Service Area 4: Council Management

Shapley Regression

Contributes to Almost 47% of Overall Satisfaction with Council

o caucionogenrt | -
Financiol management - 9.7%

Community consuitation/engagement - 68%
Development applicafion processing - 6.6%
On-line Council e-services - 6.4%

Planning for the future - 5.0%

Management of development - 3.9%
Opportunifies to perticipate in Council decision . 257
making
Providing access fo information I 1.4%
Economic development l 1%
Vegetotion ond weed management I 1.1%
Festival and event management I 0.9%

Tourism management | 07%

Coaostine management I 0.5%

0.0% 10.0% 20.0% 30.0% 40.0% 500%
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Service Area 4: Council Management
Overview of Importance Rating Scores by Key Demographics

Residents were asked to rate the importance of the critena.
Importance - overall

Very high Planning for the future
Coastline mancgement
Tourism mancgement
Management of development
Financial management
Providing access to information
High Community consultation/engagement
Opportunities to participate in Council decision making
Development cpplication processing
Vegetation and weed management

Moderately high Festival anad even! management

Economic development
Moderate Ondine Council e-services
Importance - by gender

Female residents raoted ‘providing access to infoermation’ and ‘economic development' significantly
higher in importance.

Importance - by age

Residents aged 50-44 rated the importance of the following services/facilities significantty higher;
Management of development

Development application processing

Vegetation and weed management
Financial mencgement

Importance - by area

Residents of Byron Bay/Suffolk Park rated the importance of ‘opportunities to participate in Council
decision making’, ‘management of development’, ‘development application processing’, ‘ecenomic
development’, ‘tourism maonagement’, ‘financiol management' and ‘on-line Council e-services'
significently higher.

Bangalow residents rated the importance of ‘development apgplication processing' significantly higher.

Rural/Other residents rated 'providing access to information’, ‘finoncicl management' and ‘on-ine
Council e-services' significantly lower inimporiance.

Importance - by year

Residents in 2018 rated the importance of ‘planning for the future', ‘providing access to information’,
‘economic development’, ‘community consultation/engagement' and ‘vegetation and weed
management' significantly lower,
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Service Area 4: Council Management

Importance Mean Scores by Key Demographics

Overal Male Female 18-34 3549 50-64 65+
Opportunities to participate in
Council decison moking 4,05 3.93 4.16 407 403 417 3.89
Management of development  4.24 4.19 4.30 4.8 404 4.47 1 4.22
Development application
processing 4.02 3.95 4.08 385 393 4251 395
Planning for the future 4.49 4.38 4.60 4.51 4.54 4.52 4.38
Providing access to
inf tion 422 405 | 4371 4.44 419 4.18 409
Economic development 3.78 356 3991 374 373 n 3.6%9
Community consuitation/
engagement 4.19 4.09 428 415 408 4.30 421
Vegetation and weed
management 3.99 3.94 403 389 388 4181 393
Tourism management 4.25 417 433 427 419 4.30 4.22
Coastline management 4.4) 438 443 4.50 438 443 431
Festival ond event
management 3.87 383 3.90 388 398 389 3.68
Financiol management 423 438 427 396 416 4491 4,9
On-line Council e-services 3.42 336 3.48 322 3.55 344 341
Brunswick
Byron Heads/Ocean
Bay/Suffolk Bangalow Mullumbimby Shores/New Rural/Cther
Park Brighton/South
Golden Beach
Opportunities to participate
in Counci decision 4281 407 414 N s
making
Management of
development 4421 4.48 396 415 420
Development application
DrOCessing 4221 4381 386 380 399
Plenning for the future 4.63 4.67 4.40 443 4.42
Providing access to .
information 432 4.49 4.43 432 392]
Economic development 401 1 3.80 3.78 3.78 3.55
Community consultation/
engagement 422 4.27 445 414 4.10
Vegetation and weed
management 408 412 392 390 397
Tourism management 4531 4.36 412 413 407
Coastline management 4.49 454 4.4 4,44 434
Fesfival and event
management 3.93 3.80 4,02 394 371
Financial management 4481 4,44 4,43 4,15 394
On-line Council e-services ; 3671 3.62 3.5 3.37 314}

Scale: 1 = not at all important, 5 = very importont
1, = Asignificontly highet flower level of importance (by group)
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Service Area 4: Council Management

Detailed Overall Response for Importance

Not at it Notvery  Somewhaot Very
impertant  important important Important important Base

Opportunities to participate in

Council deciion making 6% 5% 15% A% 4% 400
Manogement of development 5% 4% 12% 19% 0% 400
Development aopplication

processing 6% 6% 18% 3% 48% 400
Planning for the futuwre 4% 1% 8% 13% 73% 400
Providing access to information 4% 4% 13% 25% 54% 400
Economic development 8% 8% 20% 26% asxk 400
Community consultation/

engogement 5% 3% 15% 24% 54% 400
Vegetation and weed

mancgement 6% 4% 19% 27% 44% 400
Tourism management 4% 4% 12% 21% 58% 400
Coostiine monagement 3% 3% 12% 16% 67% 400
Festival and event

manogement 8% 6% 21% 23% 43% 400
Financicl menagement 6% 4% 13% 17% 61% 400
On-ine Council e-services 13% 9% 29% 19% 2% 400
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Service Area 4: Council Management

Overview of Satisfaction Rating Scores by Key Demographics
Residents were asked to rate their salisfaction with the criteria.

Satisfaction - overall

Moderate Ondine Council e-services
Festival and event management
Providing access to information
Moderately low Coastline management
Vegetation and weed management
Community consultation/engagement
Economic development
Tourism management
Opportunities to participate in Council decision making
Low Financial management
Planning for the future
Management of development
Development application processing

Safisfaction - by gender

Female residents were significantly more satisfied with ‘opportunities to participate in Council decision
making'.

Safisfaction - by age

Residents aged 18-34 were significantly more satisfied with ‘vegetation and weed management’,
‘tourism management’, ‘coastline management’ and ‘financial management'.

Residents aged 50-64 were significantly less satisfied with ‘coastiine management® and those aged 65+
were significantly less satisfied with ‘festival and event management’,

Safisfaction - by area

Residents of Byron Bay/Suffolk Park were significantly more safisfied with ‘vegetfation and weed
management' and significantly less satisfied with ‘planning for the future’.

Bangalow residents were significantly more satisfied with ‘economic development'.
Rural/Other residents were significantly less satisfied with 'vegetation ond weed manogement'.

Satisfaction - by year

Compored to 2016, residents were significantly more satisfied with ‘coastiine management’ but
significantly less sofisfied with ‘manogement of development’, ‘planning for the future’, ‘tourism
management' and ‘festival and event management'.
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Service Area 4: Council Management

Satisfaction Mean Scores by Key Demographics

Overal Male Female 18-34 35-49 50-64 65+
Opportunities to porticipate in
Council decision making 252 236 2661 2.61 250 2.50 2.49
Management of development 222 215 228 2.48 223 210 218
Development application
processing 222 2.18 226 227 225 215 2.28
Pianning for the future 237 231 243 2.51 231 240 228
Providing access to
information 3.03 293 an 299 3.12 298 3.04
Economic development 273 27 2.74 289 276 2.59 274
Community consultatfion/
engagement 275 2.66 282 2.84 289 246 2.66
Vegetation and weed R
management 277 273 281 3111 274 269 2.65
Toursm management 2.52 2.52 252 2861t 244 244 2.4]
Coastline management 294 29 297 3391¢ 301 259 293
Festival ond event
manag nt 310 3.02 37 338 3.01 322 278 |
Finonciol management 243 2.40 246 27471 228 2.30 2.58
On-line Council e-services 316 313 318 3.00 328 3.0 3.20
Brunswick
Byron Heads/Ocean
Bey/Suffolk Boangalow Mullumbimby  Shores/New Rural/Cther
Park Brighton/South
Golden 8each
Opportunities to porticipate
in Council decision 2.39 2.64 2.59 266 2.51
making
Management of
develo nt 215 223 229 243 2.10
Development application
processing 2.18 2.45 219 232 216
Planning for the future 2191 2.52 273 2.54 230
Providing access to
inf fion 303 303 293 3.0 3.01
Economic development 2.63 3181 2.8) 276 270
Community consultation/
on ment 2.69 2.64 280 284 274
Vegetation and weed )
management 3071 3.00 295 272 241
Tourism monagement 245 2.58 267 259 249
Coastline management 298 313 296 am 279
Festival and event
management 3.02 3.37 336 3.12 304
Financiaol management 2.47 2.44 2.40 245 238
Onine Counci e-services 3.14 3.34 285 326 317

Scale: 1 = not at all safisfied. 5 = very satisfied
11 = Asignificontty highes/fiower level of safistaction [by group)
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Service Area 4: Council Management

Detailed Overall Response for Satisfaction

Not at ol Not very Somewhat - Very
| sofifed  saffied  safsfied 00 sofisied PO
Opportunities to parficipate in
Council decision making 22% 27% 3% 14% 4% 292
Management of development 5% 2% 34% 9% 1% 315
Development appication
processing 33% 25% 3% 9% 2% 281
Planning for the future 24% 27% 38% 10% 1% 343
Providing access to information % 21% 8% 29% 5% 316
Economic development % 25% 51% 14% 1% 255
Community consultation/
engagement 14% 22% 43% 17% 4% 307
Vegetction ond weed
management 14% 22% 40% 22% 2% 283
Tourism management 19% 29% 34% 15% 3% 317
Coastiine mancgement 10% 22% 41% 20% 8% 330
Festival ond event
management 14% 14% 29% 33% 10% 261
Financial management 23% 24% 41% N% 1% 303
Ondine Council e-services % 2% 31% 3% 10% 183
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Comparison to Previous Research

Importonce Satisfaction

Community Facilifies/Spaces 2018 2016 2018 2016
Parks and playgrounds 353 405 3.08 317
Sporting faciffies 3.32 3.17 320 335
Librories 3.75 3.89 4.05 404
Community holls 358 386 3.6 375
Quality of town centre and public spoces 414 437 283 304
Swimming pools 3.37 3.56 K¥.r} N
Dog exercise areas 3.24 3.08 330 3.16
Public toilets 419 429 2.33 239
Community Services

Childcare services 3.4 306 322 333
Support for volunteers 383 432 333 337
All abilfies access 404 416 3.00 KEH)
Crime prevention and safety 436 428 3.02 309

Infrastructure

Local roads - overall 4,60 474 1.48 | 1.75
Parking 413 442 2.31 2.50
Bikeways ond bicycle facilities 384 399 2.36 245
Public fransport 3.89 408 1.94 1.98
Footpaths 412 420 249 | 277
Garbage collecton 438 | 4.55 401 4.0
Recycling services 447 | 468 3.67 ) 40
Sewoge menagement services 3.96 399 an 373
Water supply 412 419 406 403
Stormwater drainage 3.99 405 297 308
Council Management

Opportunities to participate in Council decision making 405 417 2,52 2.55
Management of development 4.24 4.38 222 | 251
Planning for the future 449 | 468 237 ) 2468
Providing access to information 422 4.40 303 N
Economic development 378 409 273 267
Community consultation/engagement 419 443 275 286
Vegetatfion and weed management 399 | 429 277 292
Tourism management 425 409 252 3.10
Coastine management 4.41 455 2941 273
Festival and event management 3.87 385 3.10) 342
Financial management 423 438 2.43 2.60

Scaie: 1 = not at all impertant/not ot all satisfied, 5 = very important/very safisfied

11 = Asignificantly higher/lower level of importance/safisiacticon {by year]
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Comparison to LGA Benchmarks

1 of the 32 comparable measures were rated acbove benchmark threshold of 0.15, this was ‘water
supply’.

28 of the 32 measures were rated lower than the benchmark threshold of -0.15, which can be seen in the
table as follows:

Scale: 1 = not at all satishied, § = very sotisfied

11 = postive/negative difference greater than 0,15 from LGA Benchmark
Note: Benchmark differences are based on assumed varonts of +/- 0.5, with varionts beyond +/- 0.15 mere fkely to be significant
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Demographics
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Demographics

QA2. Which of the folowing areas best describes where you live in the Byron Shire?

8yron Bay/Suffolk Park

Rurai/Other

Brunswick Heads/Ocean Shores/New Brighton/South Golden Beach
Mullumbimby

Bangolow

Base: N=400

Q5. Please stop me when [ read out your age brackel:

%
18-34 20%
35-49 271%
50-64 32%
65+ 21%
Base: N=400
Q8. Gender,
%
Male 48%
Female 52%
Base: N=400

4.1 - ATTACHMENT 1

25%

5%

Emors: Data in this publication is subject to sampling variability because it is based on information

relating to o sampie of residents rather than the total number (sampling error).

In addition, non-scmpling eror may occur due to imperfections in reporting and erors made in

processing the data. This may occur in any enumeration, whether it is @ full count or sample.

Efforts have been made to reduce both sampling and non-sompling eror by careful design of the

sampile cnd guestionnaire, and detailed checking of completed questionnaires.

As the raw data hos been weighted to reflect the real community profile of Byron Shire Council, the
outcomes reported here reflect an ‘effective sample size'; that is, the weighted dato provides outcomes
with the some level of confidence as unweighted data of a different sample size. In some cases, this
effective sample size may be smalier than the true number of surveys conducted,
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Appendix A -
Additional Analysis
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Priority Issues for the Byron Shire Local Government

Area
Q2b. Thinking of the next 10 years, what do you believe wil be the highest priority issue within the Byron Shire
Counci area?
Base
N=400
Condition and maintenance of roads 18%
Afforaabiity/availabilty of housing 15%
Managing population growth [i.e. adequote infrastructure) 14%
Managing overdevelopment/developments 13%

Managing increasing tourist numbers 8%
Traffic moenagement 8%
Environmental sustainabifty 3%
Increasing ovailobility of public transport 7%
Lack of parking including disability parking 2%
Managing/stopping the West Byron project %

Control of floodwaters/natural hazords 1%
Employment opportunities 1%
Focusing too much on tourism rather than the needs of residents 1%
Keeping Australio Day 1%
Lack of community consuitation 1%
Lock of street cleaning/general upkeep of the area 1%
Proper management of /within Council 1%
Provision of footpaths 1%
The ‘green’ movement 1%
To keep local character/stay as Byron Shire 1%
Use of renewaoble energy/elechicity 1%
Addressing cimate change <1%
Adequate financial management <1%
Brunswick River Management <1%
Coastal management <1%
Crime management <1%
Keeping a happy community <1%
Lowesing homeless rates <1%
Providing a nice area for residents <1%
Providing qudiity education <1%
Provision of community facilities <1%
Sewerage management <1%
Don't know/nothing 1%
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Method of Contact

Q3b. Wwhen you iast contacted Council was if by:

Method of Contact by Key Demographics

Mole Female 18-34 35-49 50-64 45+
Phone 48% 5% 25%) 52% 51% 7%
In person 23% 23% 34% 17% 22% 25%
Email 17% 22% 22% 21% 19% 17%
Council’'s website 5% 5% 8% 2% 5% 8%
Councll's sociol media poges 3% 2% 3% 5%1 0% 0%
Mail 4% % 6% 2% 3% 3%
Other 0% 0% (178 0% 0% 0%
Brunswick
Byron Heads/Ocean
Bay/Suffok Bangalow Mulumbimby Shores/New Rural/Other
Park Brighton/South
Golden Beach
Phone 38% 36% 49% 53% 51%
In person 15% 3% 45% 1 22% 24%
Email 35% 1 15% 0% | 13% 18%
Council's website 8% 2% 6% 6% 2%
Council's social media pages 0% 6% 0% 7% 1 0%
Mai 4% 6% 0% 1% 1 5%
Cther 0% 0% 0% 0% 0%

1L = Asignificantty highes/lower percentage (by group)
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Reason for Contact

Q3c. Thinking of the last time you contacted Council, what did you contact Council aboult?

Reason for Contact by Key Demographics

Male Femcle 18-24 35-49 50-64 &5+
| Development applications - 28% 17% J 29% 18% 26% 17%
Rocds & footpaths 10% 13% 12% Ne 7% 19% 1
Parking 7% 1% 8% 8% 10% N%
Waste management 6% 1% 9% 17% 1 4% 4%
Generol information 6% 7% 16% ¢ 7% 4% 4%
Maoke a complaint 5% % 0% % 6% 8%
Land use planning 7% 4% 4% 5% 4% 10%
Payment of rates/fees 3% 5% 0% 2% 7% 5%
Animal control 2% 5% 0% K4 &% 2%
Enforcement of local laws 2% 3% 0% 3% 4% 3%
woter or sewer matters 5% 1% 0% % 8% 1 2%
Issue with development 0% 3% 4% 0% % 2%
Recreational facilities 3% 1% 0% 2% 3% 0%
Tree removal 3% 2% 0% 5% 1% 3%
Bookings of venue/holls 1% 0% (159 0% % 454
Trattic management 0% 1% 0% 2% 0% 1%
Library enquines 0% 0% % 0% 0% 0%
Other 13% 6% 18% 9% % 9%

-

1, = Asignificontty higher/flower percentage (by group)
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Reason for Contact

Q3c. Thinking of the last time you contacted Council, what did you contact Council aboult?

Reason for Contact by Key Demographics

Brunswick
Byron Heads/Ocean
Bay/Suffolk Bangaiow Muliumbimoy Shores/New Rural/Other
Pork Brighton/South
Golden Becch

Development applications 2% 3% ne 16% 3%
Roads & footpaths 8% 9% 2% ] 17% 13%
Parking 19% 1 14% 2% 1%} 3%
waste management 6% 0% 10% 12% 9%
General information 6% 14% 21% ¢ 8% 1%}
Make a complaint 8% 6% 7% 5% &%
Lond use planning 4% 5% 0% 10% 5%
Payment of rates/fees 5% 5% %= 5% 2%
Animal control 1% | 0% %= 3% 6%
Enforcement of local laws 1% 0% 9% 2% 4%
Water or sewer matters 2% 10% 10% 3% 2%
Issue with development 6% 1 0% 0% % 0%
Recreationaol faciiities 0% 0% 0% % 3%
Tree removal 2% 0% 0% 3% 3%
Bookings of venue/halls 0% 0% 0% 0% 2%
Traffic management 0% 2% o% 3% 0%
Library enguires 0% 0% 0% 0% 0%
Other 1% 5% 0% 12% %

1, = Asignificantly higher/fiower percentage (by group)
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Resolution of the Issue

Q3e. How many times were you in contact with Council fo resolve the issue?

Once

Twice

Three times

4 or more fimes
Still not resolved
Not relevant

Once
Twice
Three times
4 or more times
Still not resolved
| Not relevant

Resolution of the Issue by Key Demographics

Male Femcie 18-34 3549 50-64
38% 7% 2% 7% 4%
14% 13% 25% 12% 8%
5% 15% 13% 7% 14%
20% 14% 13% 14% 19%
13% 18% 17% 21% 12%
7% 3% 6% 9% 3%
Brunswick
Byron Heads/Ocean
Bay/Suffolk Bangalow Mulliumbimby Shores/New
Park Brighton/South
Golden Beach
% % 32% 44%
19% 12% 20% 13%
8% 25% 19% %
12% 16% 5% 19%
24% 1 8% 7% 10%
2% 8% 18681 4%

+, = Asignificontly ghes/lower percentage (by group)

4.1 - ATTACHMENT 1

65+

7%
16%

Rural/Other

7R
8%
12%
23%
16%
4%
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Keeping Informed of Council News and Activities

Q4o,

How do you currently get informed of general council news and activities?

Methods by Key Demographics

Male Female 18-34
Local newspaper 87% 90% 83%
Rates notice newsletter 57% 1% 34% |
Localradio 49% 48% 56%
Public notice boards 35% 4% S2% 1
Counci e-news [electronic newsletters) 36% 1 25% | 22%
Counci's website 2% 27% 25%
LocalTv 2% 29% 20%
Community groups 23% 3% 4%t
Community meetings 2% 27% 1
Counci's social media 25% 26% a2% t
SMS Text message 7% 10% 4%
Other Ne 10% 13%
None of these 1% 1% 2%
Byron
Bay/Suffolk Bangalow Mullumbimby
Park
Local newspaper 87% 87% 86%
Rates notice newsletter 46% | 61% 59%
Local radio 45% 68% 1 49%
Pubkic nofice boords 37% 9% 32%
Cmr:sv;s [electronic 2% 4% 24%
Council's website 0% 45% ¢ 28%
Local TV 3% 3% 33%
Community groups 2% % 12% )
Community meetings 7% 35% 15%
Council's social media 26% 7% 33%
SMS Text message 6% 12% 12%
Other 14% 12% 20%
None of these 1% 0% 0%

+, = Asignificantly highes/fiower percentage (by group)

35-49 50-64
90% 85%
57% 70% t
45% 53%
46% 32%
25% %
26% 3%
29% 3%
19% 2%
19% 25%
26% 19%
16% ¢ 6%
N% 10%
X% 0%

Brunswick

Heads/Oceon
Shores/New

Brighton/South

Golden 8ecch

87%
59%
49%
46%
20% |
26%
28%
28%
2%
25%
13%
4% |
%

65+

93%
49% 1
37% |
24% |
36%

7%
32%
28%
17% |
6%

Rural/Other

91%
73% 1
43%
35%

36%

27%
23%
25%

0%

20%
5%
9%
0%
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Preferred Means of Keeping Informed of Council
News and Activities

Q4b. How would you fike to be kept informed in future of general councl news and octivities?

Methods by Key Demographics

Male Female 18-34 35-49 50-64 65+
Local newspaper 82% 78% 84% 76% 79% 84%
Rates notice newsletter 63% 63% 50% | 0% 69% 70%
Local radio 56% 54% 70% 1 57% 54% 39% |
Council's website 54% 46% 63% 1 48% 48% 44%
Council e-news {electronic newsletters) 54% 1 42% | 54% 45% 50% 41%
Community meetings S0% 4% 68% 1 39% 9% 4%
Pubkic notice boards 45% 43% 65% t 50% 36% 27% |
Community groups 45% 42% 61% 1 9% 38% 41%
Local TV 43% 42% 53% 35% 45% 7%
Council's social media KXy A 3I7% 58% t 48% t 21% | 18% |
SMS Text message 26% 24% 35% 29% 22% 15% |
Other 6% A% 2% 7% 6% 4%
None of these 5% 10% 6% % 9% 6%
Brunswick
Byren Heads/Oceon
Bay/Suffolk Bongaiow Mullumbimby  Shores/New Rural/Other
Park Brighton/South
Golden Beach
Local newspaper 92%1 79% 9% 74% 78%
Rates notice newsletter 9% 54% 44 56% 74% 1
Local radio 56% 50% 53% 50% 0%
Council's website 57% 48% 43% 38% | 55%
Cf"’e:fsfe‘;gi)“ {elecironic 56% 1 8% 34% 32% | 56%
Community meetings 58% 1 51% } 1% 4%
Public nokce boords 52% 44% 25% | 1% 44%
Community groups 56% 1 47% 19% | N% 40%
Local TV 50% 40% 48% 35% 40%
Councit's social media 47% 4% 36% 32% A%
SMS Text message 28% 25% 27% 29% 17%
Other 5% 2% 4% 4% 7%
None of these 3% 17% ¢ 18% 1 3% 9%

+, = Aslgnificontly higher/iower percentage (by group)
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Appendix B -
Questionnaire
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Byron Shire Counclil
Community Survey
September 2018
Good morning/afternoon/evening, my name is from Micromex Research and we are

conducting a survey on behalf of Byron Shire Council about your experiences living in this area, to help
guide Council's work programs, The survey will take about 15 minutes, would you be able to assist us
please?

QA1. Before we start, could | please check whether you or an immediate family member work for Byron
Shire Council?

(o] Yes (If yes, terminate survey)
C No

QA2. Which of the following areas best describes where you live in the Byron Shire? SEE QUOTAS, Prompt

C Byron Bay/Suffolk Park 120
o] Bangalow 20
o] Mullumbimby 40
o} Brunswick Heads/Ocean Shores/New Brighton/South Golden Beach 100
o} Rural/Other 120

Q1. Inthis section | will read out different council services or facilities. For each of these could you please
indicate that which best describes your opinion of the importance of the following services/facilities
to you, and in the second part, your level of safisfaction with the performance of that service? The
scale is from 1 fo 5, where 1 Is low importance and low satisfaction, and 5 is high importance and
high satisfaction.

m ciliti [
Importance Satisfaction

w

Parks and playgrounds

Sporting facilities

Libraries

Community halls

Quaiity of town centre and public
spaces

Swimming pools

Dog exercise areas

Public toilets

Public art

Resource Recovery Centre

00C0O w8

000000 0000 "§
000000 0000 wd
000000 0000 ‘§

Q00000 0OO0OO0O0 »
Q00000 0000 w
O0C0OO0O0O0 QOO0 »
oOCCO0O0O0 OO0OCO »
000000 0000

OCO00Q00O0 0OO0CO &

QCcoo00

Byron Shire <
cCommunity

Novemiss:
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Community Services
Importance Satisfaction
Low High | Low High
1 2 3 4 5 1 2 3 4 5
Childcaore services o o o o oo o © o o
Support for volunteers (o] Q (@] o O (o] (@] O (o] o]
All abilities access o O o o o|Jo o o o o
Crime prevention and safety (@] O (@] @] O O o] Lo} (o] (@]
Affordable housing c 0 o o 0|0 o o o o
Infrastructure
importance Satisfaction
Low High | Low High
1 2 3 4 5 1 2 3 4 5
Local roads - overall o o o o oOo|0o o © 0 O
Parking o o o0 o o|lo o © o o
Bikeways and bicycle facilities o o o o oo o O o o
Public transport o o0 0 O o|o o o o o
Footpaths o O o O Oo|Jo o O o o
Traffic planning and management O o] O o O O O o] o] o
Garbage collection o] O o] o] O o] O o o] o]
Recycling services (o] (o] (o] O O o] O o} o] O
Sewage management services c o 0 o o|j]o o O o o
Water supply o O 0o O o|lo o © o0 o
Stormwater draincge o O o O oo O O o o
Council management
Importance Satisfaction
Low High | Low High
3 4 5 1 2 3 4
Cpportunities to participate
in Council decision making c 0O o o oo o O o o
Management of development o o o0 o o|lo o O o o
Development opplicationprocessing © O © ©O O |0 O © 0O O
Planning for the future o 0o 0o o o|jo o o o o
Providing access to information c o0 0 O 0o|o o o o o
Economic development c O O O oOo|0o o o O O
Community consultation/
engagement o} o] o] o O o} O (o] o} e}
Vegetationandweed management © O O O © | O O ©O O O
Tourism management o O o O o]0 O O 0o o
Coastline management c o 0 0o 0O|o o © o o
Festival and event management o] o] o] o O o] (o} O O e}
Financial management O O O O O O o] (o] o] o]
Onfine Council e-services o] e} (o} o O o} O O o} O

Byren Shire Council
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Q2a. Overall for the last 12 months, how satisfied are you with the performance of Council, not just on one
or two issues, but across all responsibility areas? Prompt

Very satisfied
Satisfied
Somewhat satisfied
Not very satisfied
Not at all satisfied

00000

Q2b. Thinking of the next 10 years, what do you believe will be the highest priority issue within the Byron
Shire Counclil area?

Q3a. Have you contacted Byron Shire Counclil in the last 24 months?

&) Yes
(o] No (i no, go to Qda)

Q3b. When you last contacted Council was it by: Prompt

Council's website

Council's social medic pages

Phone

Email

In person

Mail

Other {please specify)......coiiiiiiniiiinierann,

Q000000

Q3c. Thinking of the last fime you contacted Council, what did you contact Council about?

o]

Waste management
Bookings of venue/halls
Roads & footpaths
Develcpment applications
Land use planning

Parking

Enforcement of local laws
Traffic management
Payment of rates/fees
Library enquiries
Recreational facilities
Water or sewer matters
General information

Other (please specify). i

Q00000000 0OQO0OC0

Q3d. How satisfied were you with the way your contact was handled? Prompf

o] Very satisfied

(o} Satisfied

o Somewhat satisfied
(9] Not very satisfied
(o] Not at all satisfied
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Q3e. How many times were you in contfact with Council to resolve the issue?

Not relevant
Still not resolved
Once

Twice

Three fimes

4 or more times

Information distribution
Q4a. How do you currently get informed of general council news and activities? Prompt (MR)

00000

Council's website

Council's social medic

Council e-news (electronic newsletters)
Rates notice newsletter

Local radio

Local TV

Community meetings

Community groups

Local newspoper

Public nolice boaords

SMS Text message

Other (please SPecify)......coecvrivvrierriaeenin
NONE OF THESE

o0

OCO0O00000Q0O0

Q4b. How would you like to be kept informed in future of general council news and activities?

Council's website

Council's social medio

Council e-news (electronic newsletters)
Rates notice newsletter

Local radio

Local TV

Community meetings

Community groups

Locaol newspaper

Public notice boards

SMS Text message

Other (please sPecify)....cccivrvriiricirieririennn
NONE OF THESE

Q000000000000

Demographic information
Q5. Please stop me when | read out your age bracket: Prompt

o
O
o)
o}

18-34
35-4%
50-64
65+
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Qé. Do you want to receive information on the outcomes of this survey?

&) Yes
(o) No

Q7. Ifyes, just need to get some details from you:

NOMB: .oeseeeeeeeeseererrrecaees
MOBIIE: ..covveereiiverssessnnererresreseessr e rrsaeesaanes

That completes our interview. Thank you very much for your time, enjoy the rest of your day/evening.

Q8. Gender (determine by voice):

(o] Male
(o] Female

Councll contact — Shannon McKelvey 02 66246 7000

Byren Shire Council
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STAFF REPORTS - CORPORATE AND COMMUNITY SERVICES

Report No. 4.2 Credit Card audit

Directorate: Corporate and Community Services

Report Author: Anna Vinfield, Manager Corporate Services
James Brickley, Manager Finance

File No: 12019/138

Summary:

The NSW Government announced Credit Card expenditure reforms in November 2018 in response
to alleged misuse of a corporate credit card by the former General Manager of Hay Shire Council.

The Minister for Local Government announced measures including requiring councils to have an
Audit, Risk and Improvement Committee and mandating the NSW Auditor General to undertake a
performance audit of credit card usage at local councils.

This report to the Audit, Risk and Improvement Committee outlines Council’s credit card processes
and notes that Council will participate in the NSW Auditor General’s performance audit.

RECOMMENDATION:

That the Audit, Risk and Improvement Committee:
1.Notes the status of the Credit Card reforms as announced by the NSW Government in
November 2018
2.Notes that the NSW Auditor General will undertake an audit of Council’s Credit Card
processes (as outlined in their external audit plan)
3.Receives further updates as the audit progresses

Attachments:

1 Local Government Minister media release "Council Credit Card Use Crackdown" 20 November 2018,
E2019/8540 , page 1008 T

2 Confidential - Management Procedure - Purchase of Goods and Services by Credit Card, DM582424

3 Confidential - Management Procedure - Purchase Cards, E2019/6971
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REPORT

Background

5 The NSW Government announced Credit Card expenditure reforms in November 2018 in response
to alleged misuse of a corporate credit card by the former General Manager of Hay Shire Council —
refer to attachment 1.

The Minister for Local Government announced a number of measures and Council’s status is
10 noted in the below table:

Minister for Local Government reform: Management comments

e Requesting the Office of Local Government | e Noted
to launch a formal investigation into Hay
Shire Council’s credit card expenditure and
accounting practices

e Requiring every council in NSW to have an | e Complete
audit, risk and improvement committee

e Asking the NSW Auditor-General to e Welcome audit as outlined in external audit
undertake a State wide performance audit report as a separate item to this business
of credit card usage at local councils paper

e Updating the standard employment contract | ¢ Noted and will update as required
and guidelines for the appointment of
General Managers by Councillors to
strengthen rules on their credit card usage

o The Office of Local Government callson all | ¢ As per 15 November 2018 meeting of

NSW councils to review their fraud ARIC, Council Fraud and Corruption Policy
prevention control and Strategy endorsed outlining prevention
controls
Key issues

15  Council currently has seven corporate credit cards and 46 purchase cards.

The cardholders include:

e Mayor
¢ General Manager
20 e Director Corporate and Community Services

e Director Infrastructure Services
¢ Director Sustainable Environment and Economy
e Fleet and Depot team leader
e Manager Finance
25
The total facility is $185,000. This is broken down as follows:

e Six corporate cards with a facility of $65,000 — Mayor, GM, Directors and Team Leader
Fleet
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e One corporate card with facility of $20,000 — issued to Manager Finance for the purposes of
renewing pay parking permits received at front counter for people not wanting to use or
have a credit card. This card is only for this purpose.

e Forty Six purchase cards with a facility of $100,000

A management procedure (attachment 2, DM582424 and attachment 3, E2019/6971) outlines the
approved process. It is noted that the credit card procedure was last reviewed in 2006 and is
therefore due to be reviewed.

Council's corporate credit card may be used to purchase goods and services when;
e cheaper rates for airfares and other approved items are available on the internet,
e payment in advance for accommodation or other services is required,

e payment in a foreign currency is required.

Payment of out-of-pocket expenses on approved travel.

The Executive Assistant of each Department is responsible for ensuring the security of the Council
credit card, and controlling its usage. Usage must be authorised by the General Manager or
relevant Director for purposes other than approved travel and accommodation.

Next steps
Management welcomes the audit and will participate as part of the external audit plan.

STRATEGIC CONSIDERATIONS

Community Strategic Plan and Operational Plan

CSP Obijective L2 CSP Strategy L3 DP Action L4 OP Activity
Community Objective 5.6 Manage Council's 5.6.7 Develop and 5.6.7.3 Implement Internal
5: We have resources embed a proactive Audit, Risk and
community led sustainably risk management Improvement
decision making culture Committee functions
which is open and and reporting across
inclusive all business units
Community Objective 5.5 Manage Council's 5.5.2 Ensure the 5.5.2.1 Internal financial
5: We have finances financial integrity controls
community led sustainably and sustainability maintained/improved
decision making of Council through
which is open and effective planning
inclusive and reporting

systems (SP)

Legal/Statutory/Policy Considerations

Purchase of goods and services by credit card management procedure (attachment xx,
DM582424) outlines the process for using corporate credit cards.
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The Fraud and Corruption Control Policy (E2018/71390) outlines Council’s position towards fraud
and corruption control, provides a definition and examples of each, and explains the documents
relation to relevant legislation and Council’'s Community Strategic Plan.

Financial Considerations

Council’s participation in the audit will be accommodated within existing budgets.

Consultation and Engagement

Staff will be consulted as part of the audit.
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@i Gabrielle Upton
' ‘ Minister for Local Government

NSW

GOVERNMENT

4.2 - ATTACHMENT 1

MEDIA RELEASE

Tuesday 20 November 2018

COUNCIL CREDIT CARD USE CRACKDOWN

The NSW Government has announced sweeping new measures to ensure local
councils are properly managing credit card expenditure.

Minister for Local Government Gabrielle Upton said she had serious concerns following
allegations a former general manager of Hay Shire Council spent more than $500,000
on a corporate credit card.

“These allegations are very concerning and | am taking action to get to the bottom of
the matter to ensure it doesn’t happen in another council,” Ms Upton said.

“Councils must ensure they account for each and every ratepayer dollar.”

Ms Upton said the range of measures includes:

* Requesting the Office of Local Government to launch a formal investigation into
Hay Shire Council's credit card expenditure and accounting practices

« Requiring every council in NSW to have an audit, risk and improvement
committee

e Asking the NSW Auditor-General to undertake a Statewide performance audit of
credit card usage at local councils

e Updating the standard employment contract and guidelines for the appointment
of general managers by Councillors to strengthen rules on their credit card usage

« The Office of Local Government calling on all NSW councils to review their fraud
prevention controls.

“This package of measures will help ensure council credit cards are not abused and
they have the right mechanisms in place to account for all expenditure and identify any
irregularities,” Ms Upton said.

“It's simply not good enough that Hay Shire Council failed to ensure all credit card
transactions were backed up by the appropriate documentation including receipts,
especially when the spending exceeded half a million dollars of ratepayers’ money.

“The community rightfully expects their local council to be responsible when it comes to
spending their hard-eamed ratepayer dollars.

“All councils in NSW must ensure that they have proper financial management systems
in place to regulate credit card expenditure by their staff.”

MEDIA: Alan Gale 0418 892 778
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CONFIDENTIAL REPORTS - CORPORATE AND COMMUNITY SERVICES

Report No. 5.1 CONFIDENTIAL - Update on IT actions

Directorate: Corporate and Community Services

Report Author: Phil Pountney, Manager Business Systems and Technology
File No: 12019/27

Theme: Corporate Management

Information Services

Summary:

This report provides an update to the Audit, Risk and Improvement Committee on the status of IT
risk related activities.

RECOMMENDATION:

1. That pursuant to Section 10A(2)(f) of the Local Government Act, 1993, Council resolve
to move into Confidential Session to discuss the report Update on IT actions.

2. That the reasons for closing the meeting to the public to consider this item be that the
report contains:
a) details of systems and/or arrangements that have been implemented to protect
council, councillors, staff and Council property

3. That on balance it is considered that receipt and discussion of the matter in open
Council would be contrary to the public interest, as:

Exposes information security risks and vulnerabilities that could assist threats in the
environment to expose Council data and systems to those without authorisation.

Attachments:

1 Procedure: Review IT Audit Logs 2019 (DRAFT), E2019/6345
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BYRON SHIRE COUNCIL

CONFIDENTIAL REPORTS - CORPORATE AND COMMUNITY SERVICES 5.2
Report No. 5.2 CONFIDENTIAL - 2018 End of Year Audit Management Letter
Directorate: Corporate and Community Services

Report Author: James Brickley, Manager Finance

File No: 12019/139

Summary:

Council has received the 2018 End of Year Audit Management Letter from the External Auditor, the
Audit Office of NSW, relating to the 2017/2018 financial year audit. The End of Year Audit
Management Letter details ten items for management to consider and provides recommendations
to improve internal controls and financial reporting processes.

Each of the audit matters raised in the 2018 End of Year Audit Management Letter has been
identified in this report for consideration by the Audit, Risk and Improvement Advisory Committee.

RECOMMENDATION:

1. That pursuant to Section 10A(2)(f) of the Local Government Act, 1993, Council resolve
to move into Confidential Session to discuss the report 2018 End of Year Audit
Management Letter.

2. That the reasons for closing the meeting to the public to consider this item be that the
report contains:
a) details of systems and/or arrangements that have been implemented to protect
council, councillors, staff and Council property

3. That on balance itis considered that receipt and discussion of the matter in open
Council would be contrary to the public interest, as:

as the report contains details of systems and/or arrangements that have been
implemented to protect Council, Cuncillors, Staff and Council Property

Attachments:

1 Confidential - 2018 End of Year Audit Management Letter from Audit Office of NSW, E2019/8563
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CONFIDENTIAL REPORTS - CORPORATE AND COMMUNITY SERVICES 5.3
Report No. 5.3 CONFIDENTIAL - Audit progress report - January 2019
Directorate: Corporate and Community Services
Report Author: Mila Jones, Corporate Governance Coordinator
James Brickley, Manager Finance
File No: 12019/141
Theme: Corporate Management

Governance Services

Summary:

Overview of overall status of audit recommendations combining the Internal Audit Activity Report
— January 2019 prepared by the Internal Auditor, O’Connor Marsden and Associates (OCM) and
the External Audit recommendations prepared by the NSW Audit Office.

RECOMMENDATION:

1.

That pursuant to Section 10A(2)(f) of the Local Government Act, 1993, Council resolve
into Confidential Session to discuss the report Internal Activity & Progress Report -
November 2018.

2. That the reasons for closing the meeting to the public to consider this item be that the
report contains:
a) details of systems and/or arrangements that have been implemented to protect

council, councillors, staff and Council property

3. That on balance it is considered that receipt and discussion of the matter in open
Council would be contrary to the public interest, as:
details of systems and/or arrangements that have been implemented to protect
council, councillors, staff and Council property.

Attachments:

1 Confidential - Internal Audit Activity Report February 2019, E2019/9812
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CONFIDENTIAL REPORTS - CORPORATE AND COMMUNITY SERVICES 54
Report No. 5.4 CONFIDENTIAL - 2018/2019 External Audit Engagement Plan
Directorate: Corporate and Community Services

Report Author: James Brickley, Manager Finance

File No: 12019/152

Summary:

This report presents the 2018/2019 External Audit Engagement Plan for Council to the Audit, Risk
and Improvement Committee.

RECOMMENDATION:

1.

That pursuant to Section 10A(2)(d)i of the Local Government Act, 1993, Council
resolve to move into Confidential Session to discuss the report 2018/2019 External
Audit Engagement Plan.

2. That the reasons for closing the meeting to the public to consider this item be that the
report contains:
a) commercial information of a confidential nature that would, if disclosed

prejudice the commercial position of the person who supplied it

3. That on balance it is considered that receipt and discussion of the matter in open
Council would be contrary to the public interest, as:
Potential to prejudice the commercial position of the contracted Auditor Thomas
Noble and Russell undertaking the audit on behalf of the Audit Office of New South
Wales and disclosure request by the Audit Office of New South Wales

Attachments:

1 Confidential - 2018/2019 External Audit Engagement Plan, E2019/9292
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CONFIDENTIAL REPORTS - CORPORATE AND COMMUNITY SERVICES 55
Report No. 5.5 CONFIDENTIAL - Internal Audit Plan update - Cash Management Audit
Directorate: Corporate and Community Services

Report Author: Mila Jones, Corporate Governance Coordinator

File No: 12019/137

Summary:

This report provides the Audit, Risk and Improvement Committee with an update on the Internal
Audit Plan following revisions at its 15 November 2018 meeting.

Specifically this report outlines the Terms of Reference for and a brief status of the cash
management audit currently underway.

RECOMMENDATION:

1.

That pursuant to Section 10A(2)(f) of the Local Government Act, 1993, Council resolve
to move into Confidential Session to discuss the report Internal Audit Plan update -
Cash Management Audit.

2. That the reasons for closing the meeting to the public to consider this item be that the
report contains:
a) details of systems and/or arrangements that have been implemented to protect

council, councillors, staff and Council property

3. That on balance it is considered that receipt and discussion of the matter in open
Council would be contrary to the public interest, as:
details of systems and/or arrangements that have been implemented to protect
council, councillors, staff and council property.

Attachments:

1 Confidential - Cash Management Audit Terms of Reference February 2019, E2019/8798
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