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Research Objectives

Wollondilly Shire Council commissioned Micromex Research to conduct a
random telephone survey with residents living in the Wollondilly Shire
Council local government area (LGA).
Objectives (Why?)
Understand and identify community priorities for the Wollondilly Shire
Council LGA and residents’ most valued aspects

Identify the community’s overall satisfaction with Council and
Councillors performance, and services and facilities

Explore residents’ contact methods, the nature of their enquiries and
satisfaction with contacting Council

Explore residents’ awareness of Community Forum and Council
Meeting, and their preferred start times

Sample (How?)

+ Telephone survey (landline N=70 and mobile N=332) to N=402 residents
*  We use a 5 point scale (e.g. 1 = not at all satisfied, 5 = very satisfied)

«  Greatest margin of error +/- 4.9%

Timing (When?)

« Implementation 28t January — 4™ February 2026




Methodology and Sample

Sample selection and error

A total of 402 resident interviews were completed. Respondents were selected by
means of a computer based random selection process using Australian marketing
lists.

A sample size of 402 residents provides a maximum sampling error of plus or minus
4.9% at 95% confidence. This means that if the survey was replicated with a new
universe of N=402 residents, 19 times out of 20 we would expect to see the same
results, i.e. +/- 4.9%. For example, that an answer such as ‘yes’ (50%) to a question
could vary from 45% to 55%.

Interviewing

Interviewing was conducted in accordance with The Research Society Code of
Professional Behaviour.

Data analysis
The data within this report was analysed using Q Professional.

Within the report, blue and red font colours are used to identify statistically significant
differences between groups, i.e., gender, age, etc.

Significance difference testing is a statistical test performed to evaluate the
difference between ftwo measurements. To idenfify the stafistically significant
differences between the groups of means, ‘One-Way Anova fests’ and
‘Independent Samples T-tests’ were used. ‘Z Tests' were also used to determine
statistically significant differences between column percentages.
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Note: All percentages are calculated to the nearest whole number and therefore the total may
not exactly equal 100%.

Ratings questions

The Unipolar Scale of 1 to 5 was used in all rating questions, where 1 was the lowest importance or
satfisfaction and 5 the highest importance or satisfaction.

This scale allowed us to identify different levels of importance and satisfaction across respondents.

Top 2 (T2) Box: refers to the aggregate percentage (%) score of the top two scores for importance.
(i.e. important & very important)

Note:  Only respondents who rated services/facilities a 4 or 5 in importance were asked fo rate
their satisfaction with that service/facility.

Top 3 (T3) Box: refers to the aggregate percentage (%) score of the top three scores for
safisfaction or support. (i.e. somewhat satisfied, satisfied & very satisfied)

We refer to T3 Box Satisfaction in order to express moderate to high levels of satisfaction in a non-
discretionary category. We only report T2 Box Importance in order to provide differentiation and
allow us to demonstrate the hierarchy of community priorities.

Micromex LGA Benchmark

Micromex has developed Community Satisfaction Benchmarks using normative data from over 80
unique councils, more than 200 surveys and over 100,000 interviews since 2012.



Sample Profile Comparative Benchmark

Gender Ratepayer status

A The Wollondilly Comparative

Benchmark was composed from the

Female 51% Male 497 Council areas listed below:
Ratepayer Non-ratepayer
87% % . . .
% 10% Blue Mountains City Council
Other: 3%
Cessnock City Councill
Age Time lived in the Wollondilly
Shire Area
28% 7% Hawkesbury City Council

25% More than 20 yeors | N 5%
21%
1n-20vears || G 2

6-10 years - 1% Tweed Shire Council

Lithgow City Council

2-5years || 2% Wingecarribee Shire Council

Less than 2 years | <1%
m18-34 m35-49 m50-64 65+

Base: N = 402
The sample was weighted by age and gender to reflect the 2021 ABS Census data for the Wollondilly Shire Council LGA.
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Summary Stats

Performance of Council:

Overall Satisfaction

Overall, 84% of residents are at
least somewhat satisfied with the
performance of Council over the
last 12 months (81% in 2025).

Satisfaction with Councillors

80% of residents are at least
somewhat satisfied with the

performance of Councillors in the

last 12 months (76% in 2025).

Satisfaction with Communication (T3B%)

Council's efforts to inform

residents

78%

Council's efforts to consult

Council's efforts to

and/or involve residents _ 68%

respond fo residents

67%

Living in the Shire

Quality of life

95% of residents rate

95% their quality of life as 92%
good, very good or
excellent (93% in 2025).

Customer Experience

73% of Wollondilly Shire residents contacted

Councilin the past 12 months

69%
+ Waste management and recycling, and
roads/footpaths/drains have remained
the most common recent reasons for
78%

contacting Council (same as 2025).

* Across all contact methods, it took an
average of 3.1 attempts for residents to
resolve theirissues (2.5 in 2025).

Satisfaction with the Current
Shire Character and Identity

92% of residents are at least
somewhat satisfied with the
Shire character and identity
(89% in 2025).

Satisfaction with the Outcome/
Resolution

69% of residents who contacted
Council are at least somewhat
satisfied with the outcome/
resolution of their dealings (72%
in 2025).

Satisfaction with the Service
Received

78% of residents who contacted
Council are at least somewhat
satisfied with the service from
Council (80% in 2025).



Satisfaction Scorecard

20 out of 35 services/facilities received ‘good

performance’ satisfaction scores (more than 80%

being at least somewhat satisfied).

4 services/facilities received satisfaction scores

less than 60%, which mainly centred on
planning/management, roads and access to
local waste disposal facilities.

On the next slide we detail how these results
compare to previous years.

Q Good performance
(T3B sat score 280%)

Monitor
(T3B sat score 60%-79%)

Needs

0 improvement

(T3B sat score <60%)

People
Library services
Festival and events’ programs
Children’s services
Supporting community groups
Support for arts and culture

Companion animal management

Provision of information about fires, floods and natural
hazards to enable preparedness

Community safety and crime prevention

Economy
Supporting tourism
Supporting local agriculture
Supporting local jobs and businesses
Performance
Opportunity to participate in Council decision-making
Decisions are made in the interests of the community
Long-term planning for the Shire
Financial management

Provision of Council information to the community

Environment

Domestic waste management collection
Protecting the natural environment and wildlife

Emergency planning and management
Support for community environmental initiatives

Maintaining natural waterways
Management of public trees
Litter control and illegal dumping
Access to local waste disposal facilities
Place and Landscape
Protecting heritage values and buildings
Parks and playgrounds
Ovals and sportsgrounds
Community buildings/halls/amenities
Pools and Leisure Centres
Floodplain and stormwater management
Footpaths
Bike paths
Development approvals and building regulation
Planning for future development and growth

Maintaining Council roads



Satisfaction Historical Trend (2020 to Now)

The community satisfaction survey has kept 26 service/facility statements consistent across 5 waves of research since 2020. Below we have outlined the satisfaction score
for each metric for each year to allow a time-series comparison of results. This table allows us to see that Council’s 2026 satisfaction scores are the highest in the 20246-2020

period for 18 of the 26 comparable services/facilities. However, it is important to note that the 2026 result for ‘access to local waste disposal facilities’ is the lowest in the

2026 compared to
2026 2025 2024 2023 2020 2025-2020 average

period.

s Library services 4.25 3.92 4.07 3.86 3.68 +0.37

Green = Highest Emergency planning and management 3.67 3.34 3.24 3.22 3.21 +0.42
score across i.he Festival and events’ programs 3.91 3.57 3.52 3.43 3.54 +0.39
2026-2020 period s 3.01 2.86 2.67 2.52 2.54 +0.36
Supporting community groups 3.80 3.50 3.48 3.40 3.49 +0.33

Protecting the natural environment and wildlife 3.62 3.41 3.28 3.16 3.33 +0.32

Companion animal management 3.69 3.50 3.46 3.32 3.27 +0.30

Bike paths 2.96 2.85 2.87 2.56 2.39 +0.30

Community buildings/halls/amenities 3.61 3.34 3.37 3.28 3.32 +0.29

Parks and playgrounds 3.74 3.56 3.45 3.49 3.48 +0.24

Children’s services 3.63 3.43 3.48 3.33 3.44 +0.21

Management of public trees 3.39 3.32 3.25 3.04 3.08 +0.21

Ovals and sportsgrounds 3.87 3.73 3.67 3.63 3.62 +0.21

Supporting tourism 3.51 3.27 3.35 3.47 3.17 +0.20

Floodplain and stormwater management 3.04 2.87 2.86 2.80 2.83 +0.20

Financial management 2.87 2.80 2.68 2.68 2.84 +0.12

Supporting local agriculture 3.32 3.20 3.29 3.15 3.25 +0.10

Maintaining Council roads 2.01 2.01 1.99 1.89 1.94 +0.05

Pools and Leisure Centres 3.51 3.42 3.31 3.43 3.55 +0.08

Opportunity to participate in Council decision-making 2.88 2.81 2.81 2.73 2.90 +0.06

Domestic waste management collection 3.79 3.83 3.81 3.61 3.72 +0.05

Long-term planning for the Shire 2.79 2.79 2.72 2.58 2.89 +0.05

Provision of Council information to the community 3.18 3.20 3.02 3.11 3.21 +0.05

local jobs and businesses 3.28 3.33 3.31 3.15 3.16 +0.04

Planning for future development and growth 2.54 2.60 2.56 2.50 2.68 -0.05

Access to local waste disposal facilities 2.68 3.04 3.14 3.22 3.09 -0.44

Scale: 1 = not at all safisfied, 5 = very satisfied 9



Executive Summary

Living in the Shire: Quality of life has remained very high this year, with 95% of residents rating it as
‘good’ to ‘excellent’ (the highest since 2022). In addition, 92% are at least somewhat satisfied with
the Shire’'s character and identity.

Performance of Council: Satisfaction with the performance of Council and Councillors has also
improved to the highest levels since 2017, with over 80% at least somewhat satisfied. 20 out of 35
Council services and facilities had a ‘good’ level of satisfaction (at least 80% at least somewhat
satisfied), but more impressively, this year reported the highest satisfaction level for 18 of the 26
services/facilities that have been consistently asked since 2020. Further, all three measures relating to
Council's communication efforts recorded their highest satisfaction levels since being introduced in
2023. Notably, satisfaction with *Council’s efforts to respond to residents” increased significantly from
59% to 67% (at least somewhat safisfied).

Drivers of Satisfaction with the Perfformance of Council: While these results are positive, there remains
room for improvement. Regression analysis indicates that the key drivers of overall satisfaction
continue to be communication, planning and development, and roads. However, satisfaction with
these drivers is relatively lower, particularly for roads, with only 28% at least somewhat satisfied.
Consistent with this, when residents were asked about priority issues for the next four years, 61%
mentioned road maintenance, and 19% cited the need for more/improved infrastructure to support
growth, as well as more/better services and facilities.

Conclusion: Moving forward, Council could further strengthen communication around roads and
planning/development strategies. Improving performance in these key driver areas is likely to
contribute to higher overall satisfaction with Council. Additionally, every interaction presents an
opportunity to enhance residents’ overall satfisfaction. Findings from the Customer Experience section
show that satisfaction with customer contacts is a strong conftributor to overall satisfaction. Greater
staff training, improved follow-up on residents’ enquiries, and more fimely and efficient action may
help enhance satisfaction with individual interactions, thereby lifting overall satisfaction with Council.




Section One

Living in the Shire

This section explores residents’ quality of life and their satisfaction with the
current Shire character and identity. It also identifies community priorities and
the aspects of living in the Shire that they value most.
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Summary: Living in the Shire

Quality of life

95% of residents rated
their quality of life as
good, very good or
excellent (93% in 2025).

Satisfaction with the
Current Shire Character
and Identity

92% of residents are at
least somewhat satisfied
with the current Shire
character and identity
(89% in 2025).

What do residents love?

« Rural aspect/country living/lifestyle/open spaces

* Quiet/peaceful

+ Sense of community/friendly community

« Natural environment/beauty of the
area/climate/fresh air

What do residents think will be the priority
areas for the next 4 years?

+ Condition/maintenance of roads and supporting
infrastructure

* Managing tfraffic congestion/flow/road network

* More and improved infrastructure to cater for
growth

* More and improved services/facilities

Have a disaster Have undertaken

preparedness volunteering work
plan in the last 12

months

Agree with “First Agree with
Nations people and  “Wollondilly Shire is
culture are respected harmonious,
and celebrated in our cohesive and

Shire” inclusive”



Quality of Life

95% of residents rated their quality of life as ‘good’ to ‘excellent’, which is higher than in 2025. Meanwhile, Wollondilly Shire residents rated their quality of life

significantly higher than the MMX benchmarks.

‘Good' to 'Excellent’ (T3B) %

2%
excoiont NN -7

?78% 95% 94% 92% 95% 93% 95% 9%
85%)|
-
Very good %
Mean rating 5.14 5.02 4.97 4.88 4.90 491 4.67]
R 2017 2018 2020 2023 2024 2025 2026 Micromex  Micromex
Good (N=404)  (N=403)  (N=403)  (N=401)  (N=402)  (N=407)  (N=402)  Wolondily  LGA

Comparative Benchmark
Benchmark (N=51,569)

(N=3,128)
B -

Fair 11 = A significantly higher/lower percentage/rating (compared to Wollondilly Council 2026)
roor |17 Ororall Orodl Male  Female 1834 3549 5064 65+ Ratepayer atonayer

Top 3 Box % 5% 93% 96% 95% 7% 94% 96% 4% 96% 21%

<1%
very poor | fgﬁﬁg 505 491 505 505 505 505 505 504 508 486
0% 10% 20% 30% 40% 50% Base 402 407 199 203 112 107 100 83 350 39
m 2026 (N=402) 2025 (N=407)

Scale: 1 = very poor, é = excellent

Qlc. Overall, how would you rate the quality of life you have living in the Wollondilly Shire 2 A significantly higher/lower percentage/rating (compared to 2025)



Most Valued Aspects of Living in the Wollondilly Shire LGA

Consistent with previous results, residents valued the rural aspects and country lifestyle, peacefulness, sense of community, and the natural
environment/its beauty/climate/fresh air associated with living in the area.

2026 2025 2024
(N=402) (N=407) (N=402) : O/ \0/\o/\Q
- . Example verbatim responses
Rural aspect/country living/lifestyle/open
54% 52% 59%
spaces
Quiet/peaceful 26% 26% 30% o ' _ i ) )
Sense of community/friendly community 18% 18% 18% Wollondilly is a quiet semi-rural area with a nice community
Natural environment/beauty of the 10% 1% 9%
area/climate/fresh air ° ? ° “Wide open spaces in the area”
C(I]orseeozo the City/beaches/other popular 8% 10% 8%
Not over-populated/over-developed/low “Rural and peaceful country life”
N 7% 5% 8%
denisity living
Close to services and facilities 5% 4% 6% “Rural quiet area that's great for chill life”
Quality services and facilities/resources 4% 6% 4%
Away from the City/Sydney suburbs 3% 4% <1% “The place is rural but still close to the city and main towns "
Great place to live/feels like home 2% 4% 3%
Close to family/family ties 2% 6% 6% “The sense of community, it's a good vibe"”
Safe area 1% 2% 2%
Heritage/history of the area 1% 0% <1% “Good weather, bushland and wild animals”
Well presented/clean area 1% <1% 2%
Affordable area 1% 1% 1% “Not such a busy overpopulated area”
Road management and infrastructure <1% 3% 1%
Access to public transport <1% <1% <1% “Relatively close to shopping centres and other facilities”
Other comments 2% 1% 0%
Nothing/don't know 6% 3% 3%

Qla. What do you value most about living in the Wollondilly Shire area? A significantly higher/lower percentage (compared to 2025) 14



Qlb.

Highest Priority Issues within the Wollondilly Shire LGA - Top 4 Mentions

61% of residents believe the
condition/maintenance of
roads and supporting
infrastructure is the highest
priority issues facing the
community in the next 4
years.

Ofther priority areas include
managing traffic
congestion/flow/road
network, developing
more/improved infrastructure
to cater for growth, and
providing more/better
services/facilities.

Base: N = 402

\.

61% %

Roads and supporting

infrastructure

“"Roads need more
maintenance "

“The roads need to be fixed
up, potholes need more
permanent repairs”

“Rural roads are in terrible

condifion with potholes”

“Road maintenance needs to
be fixed properly not just
patched”

“Upgrade and better
maintenance to roads”

J

19%

Traffic management

“Traffic congestion around
Tahmoor and Picton”

“Traffic congestion in the
Picton areaq, especially around
peak hour and weekends”

“Traffic congestion near the
freeway by Wilton™

“Traffic flow improvements from
Bargo to Razorback”

“ Improve road congestion to
avoid gridlock”

\ J/

Thinking of the next 4 years, what do you believe will be the highest priority issues within the Wollondilly Shire area?

\_

O 00O

19% WP

More/ Improved infrastructure

to cater for growth

“Upgrading all the
infrastructure to cope with the
additional population”

“More and more people are
coming to live, roads and
schools are getting full”

“Needing the infrastructure to
cope with the growing
development”

“Population growth without
infrastructure”

“More infrastructure for the

growing population”

J

“Not enough schools for
population”

“Not enough shops and post
offices around”

“Need retail clothes shops in
Bargo”

“Needing a Service NSW office
in Picton”

“More parks and facilities for
young families”



Highest Priority Issues within the Wollondilly Shire LGA

The most commonly mentioned issues for the area in the next 4 years centred on roads, traffic, infrastructure, services/facilities, public
transport, and development/population growth management.

Priority areas 207 PO e Priority areas A PO 20T
Y (N=402) (N=407) (N=402) Y (N=402) (N=407) (N=402)

Condition/maintenance of roads and supporting .

infrastructure 61% 64% 62% Internet/mobile coverage 2% 1% 2%,
Managing traffic congestion/flow/road network 19% 20% 19% More parking 2% 1% 1%
More and improved infrastructure to cater for growth 19% 22% 22% Msl:]enfr\‘%thsmg development and planning/subdivision 2% 5% 4%
More and improved services/facilities e.g. shops, . .

schools, medical 16% 21% 24% Supporting local business 2% <1% <1%

. Improve Council actions e.g. financial management,
Lack of public fransport 15% 13% 1% effectiveness of Councillors, looking after residents 1% 3% 5%
. . Maintaining/preserving the natural/rural aspect/wildlife

Managing development/population growth 1% 17% 20% and environmental protection 1% 2% 3%
Improved emergency services/policing/management 7% 5% 2% More local employment opportunifies 1% 1% 1%
Managing/access to basic services such as town .

water, sewerage, waste, electricity 6% 6% 7% Impact of the new airport 1% 3% 1%
Flood/bush fire management 5% 6% 2% Managing housing affordability 1% 1% 1%
General upkeep/maintenance of the area 4% 3% 3% Increased greenspaces/parks 1% 2% 3%
Provision of kerbs/guttering/footpaths/street lighting 4% 6% 4% Animal management <1% 0% 0%
Lack of community activities/events/sporting -

facilifies/entertainment 3% 5% 2% Stop land subdivision <1% <1% 1%
Road/pedestrian safety 3% <1% 2% Impact of mines <1% <1% 1%
Price of rates/cost of living 2% 4% 5% Other 1% 2% 2%
Keeping the area as it is 2% 4% 3% Don't know/nothing 2% 1% 1%

*Priority issues were asked for the next 10 years in 2025 and 2024.
Qlb. Thinking of the next 4 years, what do you believe will be the highest priority issues within the Wollondilly Shire area? A significantly higher/lower percentage (compared to 2025) 14



Satisfaction with the Current Shire Character and Identity

Very satisfied (5) I o7

92% of residents are at least somewhat satisfied with the

current Shire character and identity. This result has steadily ]
Satisfied (4) 56%

increased since 2024. Additionally, when looking at the Top
2 Box % (i.e., very satisfied or satisfied), there has been a
. g . . Somewhat safisfied (3) _ 18%
significant increase since 2025 (from 65% to 74% of
residents being satisfied or very satisfied).

Noft very satisfied (2) - 7

Satisfaction is significantly lower for ratepayers compared B 3~
Not at all satisfied (1) °
to non-ratepayers.

0% 20% 40% 60%

M 2026 (N=402) m2025 (N=407)

02\’52’” Oz"gg” Ozv(fzrf” Male Female 18-34 35-49 50-64 65+ Ratepayer ,r':gg'yer
Top 2 Box % 74% 65% 51% 76% 73% 73% 76% 68% 80% 75% 60%
Top 3 Box % 92% 89% 84% 91% 93% 96% 89% 90% 92% 91% 98%
Mean rating 3.79 3.66 3.43 3.78 3.80 3.79 3.84 3.70 381 3.78 3.78
Base 402 407 401 199 203 112 107 100 83 350 39
Scale: 1 = not at all satisfied, 5 = very satisfied

QIld. Thinking of your experience with living here how satisfied are you with the current Shire character and identity A significantly higher/lower level of satisfaction (compared to 2025/by group) 17



Disaster Preparedness Plan

Just under half of residents stated that they have a disaster preparedness plan. Older residents (those aged 65+) are significantly more likely to say so.

Do you have a disaster preparedness plan?

Overall Non-
2026 Male Female 18-34 35-49 50-64 65+ Ratepayer ratepayer
No
53% Yes % 47% 46% 48% 48% 38% 46% 59% 47% 40%
Base 402 199 203 112 107 100 83 350 39

Base: N=402

Qle. Do you have a disaster preparedness plang (new question this year) A significantly higher/lower percentage (by group) 18



Volunteering Work

Over 1 in 3 residents stated that they have undertaken a volunteering work across the community in the last 12 months. Those aged 35-49 are significantly

more likely to participate in volunteering work.

In the last 12 months, have you undertaken any
volunteering work across the community?

Overall Non-
2026 Male Female 18-34 35-49 50-64 65+ Ratepayer ratepayer
Yes % 34% 36% 32% 26% 46% 35% 28% 35% 32%
No
66% Base 402 199 203 112 107 100 83 350 39
Base: N=402
QIf. In the last 12 months, have you undertaken any volunteering work across the community i.e. School P&C, Sporting Clubs, RFS efc.2

(new question this year) A significantly higher/lower percentage (by group) 19



Inclusivity in Wollondilly Shire

64% of residents agree that ‘First Nations people and culture are respected and celebrated in our Shire’, and 59% agree that ‘Wollondilly Shire is harmonious,
cohesive and inclusive’. Additionally, the agreement level for the latter is significantly higher compared to the MMX Wollondilly Comparative Benchmark.
Non-ratepayers are more likely to agree that ‘First Nations people and culture are respected and celebrated in our Shire’, while females are more likely to

agree that ‘Wollondilly Shire is harmonious, cohesive and inclusive’.

Top 2 Box %
Micromex Wollondilly
Overall .
2026 Comparative
Benchmark
First Nations people and culture are respected and %

celebrated in our Shire ° 64% NA
Wollondilly Shire is harmonious, cohesive and inclusive 59% A 48%

-25% 0% 25% 50% 75%

| Strongly disagree | Disagree Agree | Strongly agree

Please see Appendix 1 for results by demographics

Base: N=402 Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely to be significant
Note: Data labels of <4% have not been shown above A/ YV = positive/negative difference equal to/greater than 10% from Benchmark.

Qlg. Onascale of 1to 5, where 1 is strongly disagree and 5 is strongly agree, how strongly do you agree or disagree with the following statementsg 20



Section Two
Performance of Council

This section explores residents’ satisfaction with Council, Councillors and
Council’s efforts to communicate with residents. It also summarises the
importance and satisfaction ratings for the 35 services and facilities. In this
section we explore trends to past research and comparative norms.
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. Summary: Performance of Councll

Overall Satisfaction

84% of residents are at least
somewhat satisfied with the
performance of Councill
(81% in 2025).

Satisfaction with
Councillors

80% of residents are at least
somewhat satisfied with the
performance of Councillors
(76% in 2025).

Satisfaction with Council’'s Communication
(T3B%)

78%

68% 67%

Council's efforts to Council's efforts to Council's efforts to
inform residents consult and/or respond o
involve residents residents

Residents believe the most important areas are:

Maintaining Council roads

local jobs and businesses

Community safety and crime prevention
Long-term planning for the Shire
Domestic waste management collection

Residents are most satisfied with:

Support for arts and culture

Library services

Supporting community groups

Festival and events’ programs

Provision of information about fires, floods and
natural hazards to enable preparedness
Ovals and sportsgrounds

Children’s services

Key drivers of overall satisfaction:

Satisfaction with the performance of Councillors and
Council's communication with residents remain the
most important driver of overall satisfaction. Other key
drivers include Council’s decision making and financial
management, as well as roads.



Overall Satisfaction

84% of residents are at least somewhat satisfied with the performance of Council in the last 12 months. This has increased from 2025 and is the best result since

2017. It is also now significantly higher than the MMX Wollondilly Comparative Benchmark and on par with the overall LGA benchmark.

At least somewhat satisfied (T3B) %

I

Very satisfied (5

74 TLST ZLO7 —Nnoz 8] % 8] % 84% 82%
7070 /7 J/0 / Z7/0
Satisfied (4)
Meanrating | 3.11 3.10 3.12 2.99 3.19 3.18 293
_ 38% 2017 2018 2020 2023 2024 2025 2026 Micromex  Micromex
(N=404) (N=403) (N=403) (N=401) (N=402) (N=407) (N=402)  Wollondilly LGA

Somewhat satisfied (3)
Comparative Benchmark
Benchmark 2021-2025

2021-2025  (N=42,681)

- 12% (N=4,043)
B

Not very safisfied (2) 11 = A significantly higher/lower percentage/rating (compared to Wollondilly Council 2026)
Overall Overall | 4 e Female | 1834 3549  50-64 65+ Ratepayer e

Not at all satisfied (1) 2026 2025 ratepayer

Top 3 Box % 84% 81% 81% 87% 85% 84% 81% 85% 83% 83%
Mean
0% 10% 20% 30% 40% 50% rating 3.34 3.18 3.29 3.38 3.30 3.36 3.26 3.45 3.33 3.36
m 2026 (N=402) =2025 (N=407) Base 402 407 199 203 112 107 100 83 350 39
Q3a.  Overall, for the last 12 months, how satisfied are you with the performance of Council, not just on one or two issues, but o ) Scale: 1 = not at all satisfied, 5 = very satisfied
A significantly higher/lower level of satisfaction (compared to 2025) 23

across all responsibility areas?



Satisfaction with the Performance of Councillors

80% of residents are at least somewhat satisfied with the performance of Councillors in the last 12 months, which is higher than the result in 2025. This is also the

best result since 2020.
Females are significantly more likely to be satisfied with the performance of Councillors.

At least somewhat satisfied (T3B) %

I E

Very satisfied (5

739 737 78% 76% 80% 78%
. N
Satisfied (4)
Mean rating 3.08 3.00 3.09 3.10
_ 38% 2020 2023 2024 2025 2026 Micromex LGA
Somewhat safisfied (3) 6 (N=403) (N=401) (N=402) (N=407) (N=402) B;aNn=c2h£?)c91;k
. :
Not very satisfied (2) 02"0652” Oz"oezrg” Male Female 1834 3549 50-64 65+ Ratepayer rafgggyer
Top 3 Box % 80% 76% 76% 85% 82% 77% 84% 79% 80% 77%
i
Not at all satisfied (1) fgﬁﬁg 325 310 3.4 336 327 321 325 329 3.26 3.17
Base 401 407 199 202 112 107 100 82 349 39

0% 10% 20% 30% 40% 50%

m 2026 (N=401) m2025 (N=407)

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

Q3b.  Overall, for the last 12 months, how satisfied are you with the performance of Councillors? A significantly higher/lower level of satisfaction (compared to 2025/by group) 24



Satisfaction with Communication Efforts

78% of residents were at least somewhat satisfied with Council’s efforts to inform residents. Meanwhile, over two-thirds were at least somewhat satisfied with

Council's efforts to consult/involve residents, as well as to respond to residents.

Top 3 Box Mean
A rating

Council's efforts to inform residents 6% 78% 3.25

Council's_ efforts to f:onsul’r and/or 8% 68% 299

involve residents
Council's efforts to respond to 67% 293
residents 14% 20% 1%
0% 25% 50% 75% 100%
Not at all satisfied (1) = Noft very safisfied (2) ®mSomewhat satisfied (3) mSatisfied (4) ®Very satisfied (5)
Base: N = 402 Scale: 1 = not af all safisfied, 5 = very satisfied

Q4. Can you please rate the following criteria regarding Council’s efforts to communicate with residents? Please see Appendix 1 for results by demographics 25



Satisfaction with Communication Efforts

All three measures received higher levels of satisfaction compared to 2025, particularly for “Council’s efforts to respond to residents” (with a significant
increase from 59% to 67% at least somewhat satisfied). Historically, all measures had remained stable since 2023; however, they improved noticeably this year

and recorded the highest satisfaction scores.

At least somewhat satisfied (T3B) % - Year on year comparison

78%
75%
72% 71%
66% 6% OB 67%
i s 9% 59%
Mean rating 2.79 I I 2.93
Council's efforts to inform residents Council's efforts to consult and/or involve residents Council's efforts to respond to residents

2023 (N=401) m2024 (N=401-402) m2025 (N=407) m2026 (N=402)

. o . . . . . Scale: 1 = not at all satisfied, 5 = very safisfied
Q4. Can you please rate the following criteria regarding Council’s efforts to communicate with residents? A significantly higher/lower level of satisfaction (compared to 2025) 24



Council Services and Facilities

A major component of the 2026 Community Survey was to assess perceived Importance of, and Satisfaction with 35 Council-provided services and facilities — the equivalent

of 70 separate questions!

We have utilised the following techniques to summarise and analyse these 70 questions:

Comparison with Micromex Benchmarks

Performance Gap Analysis

Quadrant Analysis

Regression Analysis (i.e.. determine the services/
facilities that drive overall satistaction with Council)

27



Importance & Satisfaction — Highest/Lowest Rated Services/Facilities

The analysis below identifies the highest and lowest rated services/facilities in terms of importance and satisfaction.

Importance Satisfaction
The following services/facilities received the highest T2 box importance The following services/facilities received the highest T3 box satisfaction
rafings: rafings:
Higher importance T2 Box Mean Higher satisfaction T3 Box Mean
Maintaining Council roads 96% 4.84 Support for arts and culture 94% 3.89
local jobs and businesses 94% 4.71 Library s.erwces . 73% 4.25
. ) ) Supporting community groups 93% 3.80
Community safety and crime prevention 94% 4.70 Festival and events' programs 92% 391
Long-term planning for the Shire 93% 4.69 Provision of information about fires, floods and 91% 393
Domestic waste management collection 93% 4.63 nafural hazards to enable preparedness
Ovals and sportsgrounds 21% 3.87
Children’s services 21% 3.63
The following services/facilities received the lowest T2 box importance The following services/facilities received the lowest T3 box satisfaction
rafings: rafings:
Lower importance T2 Box Mean Lower satisfaction T3 Box Mean
Support for arts and culture* 50% 3.43 Maintaining Council roads 28% 2.01
Library services* 51% 3.43 Planning for future development and growth 48% 2.54
Bike paths 56% 3.54 Access to local waste disposal facilities 54% 2.68
Supporting tourism 56% 3.62 Development approvals and building regulation 56% 2.68
Festival and events’ programs* 58% 3.62 Long-term planning for the Shire 61% 2.79
T2B = important/very important T3B = somewhat safisfied/safisfied/very safisfied
Scale: 1 = not at allimportant, 5 = very important Scale: 1 = not at all satisfied, 5 = very satfisfied

*Please note that, due fo an order effect, the past three-year aggregate results were used for 2026 in this section for the following measures: ‘Library services’,
‘Festival and events programs’, ‘Children’s services’, ‘Supporting community groups’, ‘Community safety and crime prevention'. And ‘Support for arts and culture’



Services and Facilities — Importance: Comparison by Year

The below chart compares the mean importance ratings for 2026 vs 2025.

Importance scores were very similar to 2025, with no statistically significant increases or decreases for any of the 34 comparable services and facilities.
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2.25 tl = A significantly higher/lower level

of satisfaction (compared to 2025)

2.00
2.00 2.25 2.50 2.75 3.00 3.25 3.50 3.75 4.00 4.25 4.50 4.75 5.00

2025 Importance Ratings

Scale: 1 = not at allimportant, 5 = very important 29



Services and Facilities — Satisfaction: Comparison by Year

The below chart compares the mean satisfaction ratings for 2026 vs 2025.

Satisfaction significantly increased for 12 of the 34 comparable services and facilities, there were also a significant decrease in satisfaction for the accessibility to local waste

disposal facilities.

5.00
Support for arts and culture (+0.44)
4.75 Festival and events’ programs (+0.34)
Library services (+0.33)
4.50 Emergency planning and management (+0.33)
Supporting community groups (+0.31)
405 Community buildings/halls/amenities (+0.27) .
’ Supporting tourism (+0.25)
5 Children’s services (+0.20)
< 4.00 Protecting the natural environment and wildlife (+0.20) .
S Maintaining natural waterways (+0.20) - °
o 3.75 Support for community environmental initiatives (+0.19) o ®
g Parks and playgrounds (+0.18) H « °
5 3.50 °
8
2 3.25
9, Access to local waste disposal facilities (-0.36) l
0 3.00
N
(=)
275
2.50
2.25 tl = A significantly higher/lower level
of satfisfaction (compared to 2025)
2.00
2.00 2.25 2.50 2.75 3.00 3.25 3.50 3.75 4.00 4.25 4.50 4.75 5.00

2025 Satisfaction Ratings

Scale: 1 = not at all satisfied, 5 = very satisfied 30



Summary Importance Comparison to the Benchmark

The chart to the right
shows the variance
between Wollondilly Shire
Council top 2 box
importance scores and the
MMX Wollondilly
Comparative Benchmark/
LGA Benchmark.
Services/facilities shown in
the chart have larger

positive and negative

gaps.

Wollondilly Shire Council Top 2 Box Importance Scores Variance to the Micromex Wollondilly Variance to the Micromex
Comparative Benchmark LGA Benchmark
Supporting local jobs and businesses _ 94% 7% 9%
Maintaining natural waterways _ 21% 6% 4%
Ovals and sporfsgrounds _ 83% 5% 7%
Emergency planning and management _ 89% -5% -1%
Management of public trees _ 64% -6% -12%
Festival and events’ programs* _ 58% -7% -7%
Access to local waste disposal facilities _ 74% -7% -6%
Children’s services* _ 74% -8% -3%
Bike paths _ 56% -9% -1%
Support for arts and culture* _ 50% -12% -6%
Supporting tourism _ 56% -18% -15%
Library services* _ 51% -22% -19%
0% 20%  40% 60% 80% 100% -30% -10% 10% 30% -30% -10% 10% 30%

*Asterisk where data represents past-3-year aggregate
Note: Only services/facilities with a variance of +/- 5% to the Comparative Benchmark have been shown above. Please see Appendix 1 for detailed list

Top 2 box = important/very important
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Summary Satisfaction Comparison to the Benchmark

Variance to the Micromex LGA

The chart to the right Variance to the Micromex Wollondilly
Benchmark

shows the variance Wollondilly Shire Council Top 3 Box Satisfaction Scores Comparative Benchmark

between Wollondilly

) . Supporting community groups _ 93% 14% 6%
Shire Council top 3
satisfaction scores and Support for community environmental initiatives _ 89% 13% 8%
the MMX Wollondilly Festival and events’ programs [ T 52~ 10% 4%
Comparative
Benchmark/LGA Children’s services _ 91% 10% 6%
Benchmark. Footpaths || GG 70~ 9% 1%
Services/facilities Protecting the natural environment and wildlife _ 86% 8% 0%
shown in the chart
have larger positive Supporting local jobs and businesses _ 80% 7% 1%
and negative gaps. Parks and playgrounds _ 89% 6% 1%

Maintaining natural waterways _ 83% 6% 1%

Opportunity to participate in Council decision-making _ 65% 5% 2%

Planning for future development and growth _ 48% -10% -19%
Community safety and crime prevention _ 69% -15% -15%
Maintaining Council roads - 28% -16% -35%
Access to local waste disposal facilities _ 54% -30% -25%
0% 20% 40% 60% 80% 100% -40%  -20% 0% 20% 40% -40%  -20% 0% 20% 40%

Note: Only services/facilities with a variance of +/- 5% to the Comparative Benchmark have been shown above. Please see Appendix 1 for detailed list
Top 3 box = at least somewhat satisfied



Performance Gap Analysis

PGA establishes the gap between importance and satisfaction. This is calculated by subtracting the top 3 satisfaction score from the top 2 importance score. In order to
measure performance gaps, respondents are asked to rate the importance of, and their satisfaction with, each of a range of different services or facilities on a scale of
1 to 5, where 1 = low importance or satisfaction and 5 = high importance or satisfaction. 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 Wollondilly Shire Council and the
expectation of the community for that service/facility.

In the table on the following page, we can see the services and facilities with the largest performance gaps.

When analysing the performance gaps, it is expected that there will be some gaps in terms of resident satisfaction. Those services/facilities that have achieved a
performance gap of greater than 20% may be indicative of areas requiring future optimisation.

Importance
) (Area of focus - where residents
A7, would like Council to focus/invest)

O]
O]
(-
O
g
O
o
£

Satisfaction
(Satisfaction with current
performance in a particular area)

(Gap = Importance rating minus Satisfaction rating)
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Performance Gap Analysis

When we examine the largest performance gaps, we can identify that all of the services or facilities have been rated as high in importance, whilst resident satisfaction for alll
of these areas is between 28% and 69%. Consistent with 2025, maintaining Council roads, planning and development, and community safety/crime prevention received the

highest performance gaps.

Performance
service Area service/Facility Importance T2 Satisfaction T3 Gap
Box Box (Importance -
Satisfaction)
Place and Landscape Maintaining Council roads 96% 28% 68%
Place and Landscape Planning for future development and growth 86% 48% 38%
Performance Long-term planning for the Shire 93% 61% 32%
People Community safety and crime prevention 94% 69% 25%
Place and Landscape Development approvals and building regulation 78% 56% 22%
Performance Decisions are made in the interests of the community 88% 67% 21%
Environment Access to local waste disposal facilities 74% 54% 20%

Note: Performance gap is the first step in the process, we now need to identify 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.

Please see Appendix 1 for full Performance Gap Ranking 34



Quadrant Analysis

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

This analysis is completed by plotting the variables on x and y axes, defined by stated importance and rated satisfaction. We aggregate the top 2 box importance scores and
top 3 satisfaction scores for stated importance and rated safisfaction to identify where the facility or service should be plotted.

On average, Wollondilly Council residents rated the importance of services and facilities on par with the two benchmarks. While their satisfaction ratings were on par with the
comparative benchmark, they were slightly lower than the overall LGA benchmark.

Wollondilly Shire Council Mlcrome.x Wollondilly Micromex Comparable LGA
Comparative Benchmark Benchmark

Average Importance 78% 80% 78%
Average Satisfaction 77% 76% 80%

Notfe: Micromex comparable benchmark only refers to like for like measures

Explaining the 4 quadrants (overleaf)

Attributes in the top right quadrant, CELEBRATE, such as ‘provision of information about fires, floods and natural hazards to enable preparedness’, are Council's core strengths,
and should be treated as such. Maintain, or even attempt to improve your position in these areas, as they are influential and address clear community needs.

Attributes in the top left quadrant, IMPROVE, such as ‘maintaining Council roads’ are key concerns in the eyes of your residents. In the vast 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 ‘bike paths’, are of a relatively lower priority (and the word ‘relatively’ should be stressed — they are still important). These
areas tend to be important to a particular segment of the community.

Finally, attributes in the bottom right quadrant, SOCIAL CAPITAL, such as ‘support for arts and culture’, are core strengths, but in relative terms they are considered 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 based only on stated importance and satisfaction have major 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. 45



Quadrant Analysis — Mapping Priority Against Delivery

The chart below shows the satisfaction (T3B%) with service/facilities measures plotted against importance (T2B%).

100%

925%

920%

85%

80%

75%

70%

Importance

65%

60%

55%

50%

45%

——  Wollondilly Shire Council Average
Micromex Wollondilly Comparative Benchmark Average
Micromex Comparable LGA Benchmark Average

‘ i
Improve | | Celebrate
(high importance - low satisfaction) ! 1 (high importance — high satisfaction)
Community safety and crime : } .
— Maintaining Council roads (28%, 96%) prevention ! } Domestic waste . . ) .
° | i management collection Provision of information about fires,
° : - Y floods and natural hazards to enable
|
Long-term planning for the Shire i : Py ¢ preparedness
Planning for future | i ° Emergency planning and
development and growth Decisions are made in ’rhe interests of ® . ! : management
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® . ) .. | ! - ¢ ®5ypporting community
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|
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| e
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! i o
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‘ |
Services/facilities outside the circle are i } _ .
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\ : [ ]
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Niche i Social Capital Support for arts and culture
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|
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*Asterisk where data represents past-3-year aggregate (only for importance) Satisfaction
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Importance

Quadrant Analysis — Mapping Priority Against Delivery

Following on the previous Slide, the chart below shows the measures in the ‘maintain/consolidate’ area.
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70%
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Advanced Regression Analysis

The outcomes identified in stated importance/satisfaction analysis often tend to be obvious and challenging. No matter how much focus a council dedicates to ‘maintaining Council
roads’, it will often be found in the IMPROVE quadrant. This is because, perceptually, the condition of local roads can always be beftter.

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 fo change the community’s perception of Council’s overall performance.

Therefore, in order to identify how Wollondilly Shire Council can actively drive overall community satisfaction, we conducted further analysis

Explanation of Analysis

Regression analysis is a stafistical tool for investigating relationships between dependent variables and explanatory variables. Using a regression, a category model was developed.
The outcomes demonstrated that increasing resident satisfaction by actioning the priorities they stated as being important would not necessarily positively impact on overall
satisfaction.

What Does This Mean?

The learning is that if we only rely on the stated community priorities, we will not be allocating the appropriate resources to the actual service aftributes that will improve overall
community satisfaction. Using regression analysis, we can identify the attributes that essentially build overall satisfaction. We call the outcomes ‘derived importance’.

ldentify top services/facilities that will
drive overall satisfaction with Council

Map stated satisfaction and derived

importance to identify community priority areas

Determine 'optimisers' that will lift overall
satisfaction with Council

38



Key Drivers of Overall Satisfaction with Council

The score assigned to each area is not a measure of satisfaction/dissatisfaction — rather, it indicates the percentage of influence each measure contributes to overall

satisfaction with Council. All services/facilities are important — but if Council can increase satisfaction in these key driver areas, they will likely see an improvement in

overall community satisfaction.

Provision of Council information to
the community

Decisions are made in the interests
of the community

Financial management

Maintaining Council roads

Opportunity to participate in
Council decision-making

Domestic waste management
collection

Long-term planning for the Shire

Floodplain and stormwater
management

0.0%

Barriers R? value = 0.43
Optimisers R? value = 0.34

9.4%
9.2%

9.0%

7.9%
6.1%
5.4%
4.8%
5.0% 10.0%

Planning and
management
23.9%

Communication
18.9%

Roads
9.0%

15.0%

Top 8 Drivers Summarised

These top 8 services/facilities (so 23% of the 35 services/facilities)

account for over 60% of the variation in overall satisfaction.

Investigating the measures separately, provision of Council
information to the community is the most important driver of
overall satisfaction, followed by decision are made in the

interests of the community and financial management.

Further, after summarizing them into several thematical groups,
planning and management is the most important driver

category. Communication and roads are also key contributors.

Dependent Variable: Q3a. 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?

Note: Please see Appendix 1 for complete list
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Mapping Stated Satisfaction and Derived Importance Identifies the Community Priority Areas

The below chart looks at the relationship between stated satisfaction (top 3 box) and derived importance (Regression result) to identify the level of contribution of each

measure. Any services/facilities below the blue line (which is the average satisfaction score of all services/facilities) could potentially be benchmarked to target in future

research to elevate satisfaction levels in these areas.

Stated satisfaction

100%

90%

80%

Domestic waste
management collection
[ J

Good performance
(T3B sat score 280%)

70%

60%

50%
0.0%

Provision of Council
information fo the
community

Floodplainand Financial management

stformwater management o
e Decisions are made in the
S interests of the community
Long-term planning for the ~ ©PPortunity fo parficipate
SEne o in Council _decmon—
making

Maintaining Council roads (9.0%, 28%) |

3.0% 6.0% 9.0% 12.0%

Derived importance

Note: Blue line represents the average top 3 box (at least somewhat safisfied) of all 35 measures

Monitor
(T3B sat score 60%-79%)

Needs
improvement
(T3B sat score <60%)

15.0%
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Key Contributors to Barriers/Optimisers

Different levers address the different levels of satisfaction

across the communit
onity Advanced regression: Barriers (left) Vs. Optimisers (right)

The chart to the right illustrates the positive/negative

S . . -10.0% -8.0% -6.0% -4.0% -2.0% 0.0% 2.0% 4.0% 6.0% 8.0% 10.0%
contribution the key drivers provide towards overall

satisfaction. Some drivers can contribute both negatively

Provision of Council information to the community -5.2%_ 5.9%
and positively depending on the overall opinion of the
residents. Decisions are made in the interests of the community -5.4% _ 3.9%
The scores on the negative indicate the contribution the
driver makes to impeding transition towards satisfaction. If Financial management -5.0% _ 4.2%
Council can address these areas, they should see a lift in -8.1%
future overall satisfaction results, as they positively Maintaining Council roads _ 0.8%
transition residents who are currently not at all satisfied to Barriers Optimisers
being satisfied with Council performance. Opportunity to participate in Council decision-making (56%) _ 0.9% (44%)
The scores on the positive indicate the contribution the 6%
driver makes towards opftimising satisfaction. If Council Domestic waste management collection '2'3%- 3.9%
can improve scores in these areas, they will see a lift in
future overall satisfaction results, as they will positively Long-ferm planning for the Shire “41% - 1%
transition residents who are currently already ‘somewhat
satisfied’, towards being more satisfied with Council’s Floodplain and stormwater management -1.9% - 3.0%

overall performance.



Key Drivers of Overall Satisfaction with Council - Expanded Model 1

The below chart is a re-run of the key drivers contributing to overall satisfaction, but expanding to include “Q3b. Overall, for the last 12 months, how satisfied are
you with the performance of Councillors?” as a potential driver.

Satisfaction with the performance of Councillors has remained the strongest driver (2026: 33.0%, 2025: 25.6%, 2024: 23.9%, 2023: 27.3%).

Drivers of Overall Satisfaction (Re-run 1)

Satisfaction with the performance of Councillors 33.0% (2025: 25.6%)

Provision of Council information to the community 7.7%
Notably, the derived importance of

Maintaining Council roads 5.5% satisfaction with the performance of
Councillors is the largest since it was first
Financial management 5.5% . .
added to the model in 2023, this
Decisions are made in the interests of the community 5.3% coincides with the satisfaction with
Councillors being the highest reported
Opportunity to participate in Council decision-making 4.9% level since 2020
Domestic waste management collection 4.0%
Similar to the results in the last slide, the
Long-term planning for the Shire 3.8% provision of Council information, roads,
and management/planning are still
Floodplain and stormwater management 3.0% . .
P ° ° important drivers.
0.0% 10.0% 20.0% 30.0% 40.0%

Optimiser RZ value = 0.47
Barrier R2 value = 0.50

Dependent Variable: Q3a. 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? Note: Please see Appendix 1 for complete list
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Key Drivers of Overall Satisfaction with Council - Expanded Model 2

The previous regression model is based on the 35 services/facilities tested (Q2) and the satisfaction with the performance of Councillors. The results of this slide
show a further expanded model of the key drivers contributing to overall satisfaction with Council. This analysis includes 3 more additional measures (model now
totalling 39 measures) from Q4: “Q4. Satisfaction with Council’s efforts to inform residents, consult and/or involve residents, and respond to residents”

Drivers of Overall Satisfaction (Re-run 2)

Satisfaction with the performance of Councillors _ 26.5%
Council's efforts to respond to residents - 5.8%

Provision of Council information to the community - 5.5%

Maintaining Council roads 5.0%

The performance of Councillors

Council's efforts to inform residents - 4.9%
and satisfaction with Council

Financial management 4.8%
communication measures now

Council's efforts to consult and/or involve residents - 4.4%
’ accounts for 51.3% of the

Decisions are made in the interests of the community 4.4% variation in overall satisfaction.

Opportunity to participate in Council decision-making - 4.2%

Domestic waste management collection 3.8%
Long-term planning for the Shire 3.2%
Floodplain and stormwater management 2.6%
0.0% 10.0% 20.0% 30.0% 40.0%

Optimiser R? value = 0.41

Barrier R? value = 0.56
Dependent Variable: Q3a. Overall, for the last 12 months, how satisfied are you with the performance of Council, not just on one or two issues ) )
Note: Please see Appendix 1 for complete list

but across all responsibility areas?
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Key Drivers of Overall Satisfaction with Council - Expanded Model 3

The previous regression models included satisfaction with the performance of Councillors and satisfaction with the level of communication from the Council.
However, to understand the relationship between overall satisfaction and satisfaction with contacts among those who had contact with the Council in the past
12 months*. This analysis includes two additional measures from Q5: "Q5d. Satisfaction with the outcome/resolution" and "Q5e. Satisfaction with the service
received", along with the 35 variables from Q2 (excluding Q3b and Q4).

Drivers of Overall Satisfaction (Re-run 3: Customer Experience Model)

Satisfaction with the outcome/resolution of your dealings with Council 10.6%
Provision of Council information to the community 8.3%
Financial management 7.2%
Decisions are made in the interests of the community 7.2%
Satisfaction with the service you received from Council 6.6%
Opportunity to participate in Council decision-making 6.2%
Maintaining Council roads 4.9%
Long-term planning for the Shire 4.4%
Domestic waste management collection 3.9%
Floodplain and stormwater management 3.4%
0.0% 5.0% 10.0% 15.0%
Optimiser R? value = 0.40
Barrier R2 value = 0.50 Note: Please see Appendix 1 for complete list
Dependent Variable: Q3a. Overall, for the last 12 months, how satisfied are you with the performance of Council, not just on one or two issues *Please also note that this model only includes the respondents

but across all responsibility areas? who contacted Council in the last 12 months A4



Section Three

Customer Experience

This section focuses on residents’ contact experience with Council, including
their satisfaction with the outcome/resolution of their dealings with Council
and the service they received from Council. It also explores residents’
contact methods and the nature of enquiry when contacting Council.

A Y ’g'
micrémex Wollondilly

research Shire Counel 45



Summary: Customer Experience

73% of Wollondilly Shire residents

contacted Council in the past 12 months

Satisfaction with the Satisfaction with Phone Contact, In-Person

Outcome/ Resolution Visits, and Online Communication:
SRRl High levels of satisfaction were seen across all
69% contacted Council are at = : :
_ measures for both residents contacted by phone/in-
least somewhat satisfied
person and those contacted online.

+ Waste management/recycling and
roads/footpaths/drains remain the most
common reasons for contacting

Council
+ Residents usually needed an average of
3.1 aftempts to resolve their issues.

with the outcome/resolution

of their contacts (72% in
2025). time taken to receive a response has increased

« Satisfaction with wait times for staff assistance or the

significantly.
Satisfaction with the

Service Received Likelihood to Speak Positively:
6 Of residents wh : : -
SCAERIBEE ‘o * Nearly 1in 4 (24%) residents who contacted Council in
78% contacted Council are )
the past 12 months are extremely likely (rated 9-10) to
at least somewhat " . . .
speak positively about their experience to a friend or

satisfied with the service .
. . relafive.
received (80% in 2025).




Contact in the Last 12 Months

73% of residents stated that they have contacted with Council in the last 12 months. Similar to 2025, waste management/recycling and

roads/footpaths/drains were the most common reasons for contacting Council. Ratepayers are significantly more likely to contact for roads/footpaths/drains,

general advice/information from Council, payment services, and planning and development.

Waste management and recycling
Roads/footpaths/drains

Obtaining advice/information
Making a complaint

Planning and development

Payment for services (rates, permits,
etc.)

Pet registration

Trees

Booking a council facility
lllegal dumping

Community initiative/program
Infringements

Other

No/None of these

I 407
. 57
. 207
KA
I 037
[ VIO
I 57

I 157

I 97

| IA

N 87

4%

B 4%

. 2/ 7

0% 10% 20% 30% 40%

m 2026 (N=402) 2025 (N=407)

80%

60%

40%

20%

0%

Contacted Councilin the past 12 months %

50% 57%
2017 2018
(N=404) (N=403)

Other specified (2026)

Animal management
Report an incident
Cemeteries

Grant application

76%* 73%*
61%
52% 54%
2020 2023 2024 2025 2026
(N=403) (N=401) (N=402) (N=407) (N=402)
Count | Ofther specified (2026) Count
7 Employment 1
2 Fire permit 1
2 Grass management 1
2 Parking 1

*Note: A different methodology was infroduced in 2025 and also used this year, where we asked about the
nature of enquiry directly rather than asking, "Have you contacted Council2" to avoid misunderstanding.

Q5a.  Inthe past 12 months, have you personally contacted or dealt with Wollondilly Shire Council — be it in person, over the phone,
or online/via email — for any of the following issues or reasons?

A significantly higher/lower percentage (compared fo 2025)
Please see Appendix 1 for results by demographics
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Most Recent Reason for Contacting

Waste management and recycling

Roads/footpaths/drains

Planning and development

Pet registration
Making a complaint
Payment for services (rates, permits, efc.)
Obtaining advice/information
Trees
lllegal dumping
Booking a council facility
Community initiative/program
Infringements
Other

Q5b.  [Ask if more than one selected on Q5a] Which one of those issues was your most recent reason for contacting Council?

. 27
I 237
[ A
I 77

B 57

B -7

I 4%

I /%

M 2%

B 2%

| R

B %

. 47

0% 10% 20% 30%

m 2026 (N=293) 2025 (N=309)

Waste management and recycling, and roads, footpaths
and drains have remained the most common recent

reasons for contacting Council.

Other specified (2026) Count
Animal management 5
Report an incident 2
Cemeteries 2
Grant application 2
Employment 1

Please see Appendix 1 for results by demographics



Contact Methods

K

Telephone

I

Email

I -5

Councils website

I o7

Council's Customer Portal

I 7

Visited Council
Council’s social media

Letter in the post

Other . 3%

0% 20% 40% 60% 80%
m 2026 (N=293) 2025 (N=309)

Q5c.  Thinking of your most recent contact with Council, how many separate interactions did you have with Council through the

following channels?

Telephone has remained the most common method to
contact Council, with 71% usage. However, significantly
more residents used email to contact Council compared

to last year.

Younger residents are significantly more likely to contact

Council via its social media.

Other specified (2026) Count

Met the Mayor/Councillors/Council staff in
other places

Community groups 1

Through other people (e.g., colleagues,
relatives)

Councillors/Council staff visited property 1
The Mayor's personal social media 1
Snap Send Solve APP 1

Don't remember 1

A significantly higher/lower percentage (compared fo 2025)
Please see Appendix 1 for results by demographics
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Number of Contacts

Residents needed an average of 3.1 attempts to resolve their issues (please note that this includes contact to/from Council). This result is significantly higher
than in 2025. However, significantly more residents used email and social media to contact Council this year (see last slide), and these methods usually
required more attempts to resolve issues (in both 2026 and 2025).

Mean number of

contacts
2026 2025
Council’s social media (N=27) 33% 1% 3/A 26% 2.7 2.7
Email (N=128) 35% 15% 5% 23% 2.6 2.5
Total mean number of contacts
(including ‘other’ methods)
Telephone (N=209) 30% 15% 7% 10% 2.3 1.9
2026 2025
Letter in the post (N=25) 45% 10% IREA 12% 2.2 1.1
3.1 25
Council's website (N=72) 48% 8% 6% 12% 2.1 1.7
Please note that residents
) may have used multiple
Council’s Customer Portal (N=58) 51% 1% 12% 20 1.9 methods to contact Council
Visited Council (N=49) 68% 1.5 1.5
0% 25% 50% 75% 100%
1(1) "2(2) =3 (3) m4(4) m 5+ ()

A significantly higher/lower number of contacts (compared to 2025)
Note: When calculating the average, values of 5+ were treated as 5

Data <3% was not shown in the chart, ‘other’ methods were not shown in the chart

Q5c.  Thinking of your most recent contact with Council, how many separate interactions did you have with Council through the
following channelsg Please see Appendix 1 for results by demographics 50



Satisfaction with the Outcome/Resolution

69% of residents who contacted Council were at least somewhat satisfied with the outcome/resolution of their issue, which is on par with the result last year.
Residents who made only 1 attempt to resolve their issues were significantly more likely to be happy, while safisfaction level was significantly lower among
those who made 5 or more attempts. Additionally, those who made contact regarding roads/footpaths/drains and planning and development, as well as

those who contacted the Council via Customer Portal and email, were significantly less likely to be satisfied.

Q5c. Number of contacts

Overall Overall
2026 2025 : 5 3 4 54
— kg
Very satisfied (5) Top 3Box % 69% 72% 90% 67% 82% 68% 51%
Mean rating 3.26 3.37 4.01 3.33 3.54 3.36 2.59
309 71 59 33 27 102

Base 293
sics o TN 57
Satisfied (4)

Q5c. Contact methods

Overall . Council's : it i
2026 . Councils - . Via Council's Lefterin the
Telephone Email . Customer  Visited Council . .
17% website social media post
Somewhat satisfied (3) Portal
Top 3 Box % 69% 66% 62% 64% 57% 66% 61% 65%
Mean rating 3.26 3.20 2.97 3.08 2.90 3.30 2.94 3.33

- 11% Base 293 209 128 72 58 49 27 25

Q5b. Most recent reason for contacting Council*

Noft very satisfied (2)

Overall Waste

_ 20% 2026 Roads/ footpaths/ Planning and . . . .
Not at all satisfied (1) ° monogemgn‘r and drains development Pet registration  Making a complaint
recycling

Top 3 Box % 69% 82% 56% 51% 94% 44%

0% 10% 20% 30% 40% Mean rating 3.26 3.75 2.66 2.86 4.25 2.32

m 2026 (N=294) 2025 (N=309) Base 293 78 67 44 22 15
*Note: Only measures with more than 20 responses were shown in the table - chle: 1= not at al SOﬂSﬂ?d' o = very satisiied
A significantly higher/lower level of satisfaction (by group)

Q5d.  Overall, how satisfied, if at all, were you with the outcome/resolution of your dealings with Council about your issue 2 Please see Appendix 1 for results by demographics 51



Satisfaction with the Service Received from Council

78% of residents who contacted Council were at least somewhat safisfied with the services they received from Council, which is in line with 2025. Similar to
satisfaction with the outcome/resolution, those who contacted about roads/footpaths/drains or planning and development, and those who contacted via

Customer Portal and email were less likely to be satisfied. Additionally, satisfaction levels decrease as the number of contacts increases.

Q5c. Number of contacts

Overall Overall
Very satisfied (5) _ 26% o o ! ’ ° ’ >
Top 3 Box % 78% 80% 94% 83% 82% 80% 63%
Mean rating 3.56 3.52 4.14 3.74 3.68 3.68 2.99

o _ 36% Base 293 309 71 59 33 27 102
Satisfied (4)

Q5c. Contact methods

o Councils Councls Via Council’'s Lefterin the
o - 17% AL Telephone Email bsit Customer  Visited Council ial medi ;
Somewhat satisfied (3) WEIREIIE Portal sociaimedid pos
Top 3 Box % 78% 76% 74% 78% 68% 76% 67% 72%
Mean rating 3.56 3.51 3.30 3.49 3.21 3.64 3.07 3.35
12
Not very satisfied (2) - % Base 293 209 128 72 58 49 27 25
Q5b. Most recent reason for contacting Council*
Overall Waste
o - 10% 2026 Roads/ footpaths/ Planning and . . i .
Not at all satisfied (1) management and drains development Pet registration  Making a complaint
recycling
Top 3 Box % 78% 84% 73% 66% 4% 55%
0%  10% 20% 30%  40% Mean rating 3.56 3.86 3.20 3.34 419 2.75
m 2026 (N=293) 2025 (N=309) Base 293 78 67 44 22 15
*Note: Only measures with more than 20 re9sponses were shown in the table - chle: 1= not at al SOﬂSﬂ?d' o = very satisiied
A significantly higher/lower level of satisfaction (by group)

Qbe. And overall, how satisfied, if at all, were you with the service you received from Council? Please see Appendix 1 for results by demographics 5o



Overall Satisfaction — By Satisfaction with Most Recent Contact

When cross analysed with contact measures, overall satisfaction with the performance of Council was lower for those who had contacted Council.
Among those who made contact in the last 12 months, residents who were very satisfied/satisfied with the outcome/resolution, or service they received

were significantly more likely to be satisfied with the overall performance of Council. This indicates the importance of positive interactions with residents.

Satisfaction with Performance of Council Vs. Satisfaction with the Outcome/Resolution

Q5d. Overadll, how satisfied, if at all, were you with the

satisfaction with Performance of Council Vs Q3a. Overall Satisfaction Overall outcome/resolution of your dealings with Council about your issue?
. . ’ : 2026
Contact with Council el O;racirlils/ﬁgg’r very Somewhat satisfied  Very satisfied/ satisfied
Top 3 Box % 84% 74% 77% 90%
el [0 [k 123 el e, Mean rating 3.34 2.82 3.15 3.59
have you personally
Q3a. Overall Overall contacted or dealt with Base 402 92 49 152
Satisfaction 2026 Wollondilly Shire Council...?
Yes—have No -had not Satisfaction with Performance of Council Vs. Satisfaction with the Service Received

had contact  contacted
Q5e.And overall, how satisfied, if at all, were you with the service you

Top 3 Box % 84% 83% 87% . . Overall received from Council?
Q3a. Overall Satisfaction 2026
. Not at all/ not very o e -
Mean rating 3.34 3.27 3.52 satisfied Somewhat satisfied  Very satisfied/ satisfied
Base 402 294 108 Top 3Box % 84% 66% 85% 88%
Mean rating 3.34 2.65 3.20 3.51
Base 402 64 49 181

Q3a. 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?
Qb5a. In the past 12 months, have you personally contacted or dealt with Wollondilly Shire Council — be it in person, over the phone, or online/via email — for
any of the following issues or reasons?
Qb5d. Overall, how satisfied, if at all, were you with the outcome/resolution of your dealings with Council about your issue? Scale: 1 = not at all satisfied, 5 = very satisfied
Qbe. And overall, how satisfied, if at all, were you with the service you received from Councile A significantly higher/lower level of satisfaction (by group) 53



Satisfaction with the Service Received When Contacting by Phone/Visited in Person

Consistent with 2025, high levels of satisfaction were noted across all measures this year, with significantly higher satisfaction of ‘wait time for a staff member
to start assisting you'. By method, those who contacted Council by phone expressed a lower level of satisfaction with ‘time taken to resolve your contact’

compared to those who visited in person.
T3B% Mean rating

2026 2025 2026 2025

Wait time for a staff r;];:nber to start assisting 18% 359, 4% 95% 85% 410 384
The ease of the interaction overall 4% 20% 25% 47% 21% 86% 4,06 3.93
Staff member was knowledgeable | 5% 89% 89% 405 4.00
Staff member understood your needs = 7% 12% 19% 57% 89% 89% 4.15 411
Staff member was willing to assist 5% 12% 22% 54% 88% 90% 413 4.14
Staff member clearly explained the next steps 7% 14% 18% 52% 83% 84% 3.98 3.94
Time taken to resolve your contact 16% 21% 23% 33% 76% 73% 3.48 3.47
0% 25% 50% 75% 100%

Not at all satisfied (1) = Not very satisfied (2) ®Somewhat satisfied (3) ®Satisfied (4) ®Very satisfied (5)

Base: N =231
Data <3% was not shown in the chart, ‘other’ methods were not shown in the chart Scale: 1 = not at all safisfied, 5 = very satisfied
Qéa. (If by ‘felephone’ or ‘visited Council’ at Q5c), Thinking about your most recent (“phone call with” If code T on Q5c, “visit to” If A significantly higher/lower level of satisfaction (compared to 2025)

code 2 on Q5c) Council regarding this issue, how satisfied were you with the following on a scale of 1 to 5, where 1 is not at all

safisfied and 5 is very satisfied? Please see Appendix 1 for results by methods/demographics



Regression: Service Received When Contacting by Phone/Visited in Person

In order to identify the areas contributing most to overall satisfaction with the service received, a simple regression model was run based on the 7 measures

tested (Qéa) and safisfaction with services received (Q5e).
‘Time taken to resolve your contact' accounts for more than 30% of the variation in satisfaction with service received - yet it received the lowest satisfaction

score across all seven measures.

Drivers of Satisfaction with Service Received
(Phone/Visited in Person)

/@% 89% 89% %
83%

95%

76% 76% 76%
72%

56% mmm Derived Importance* ——T2B% Satisfaction  ——T3B% Satisfaction

32.7%
17.5%
- -' o - 7.5% 6‘2%
Time taken to resolve Staff member clearly  Staff member was Staff member was Staff member The ease of the Wait time for a staff
your contact explained the next willing to assist knowledgeable understood your interaction overall member to start
steps needs assisting you
R? value (by phone/visited in person) = 0.58 *To ensure the robustness of the regression, all samples

Dependent Variable: Q5e. And overall, how satisfied, if at all, were you with the service you received from Council? from 2025 and 2026 were included in the model
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Ways to Improve the Phone Call/Visitation Experience

Improving staff knowledge and education has remained the most frequently mentioned way to enhance the experience among residents who contacted
Council by phone or visited in person. Meanwhile, 9% mentioned that they need a better follow-up after contact. Not surprisingly, those who were not satisfied

with their most recent contact were significantly more likely to suggest improving staff knowledge and training and better follow-up.

Q5d. Satisfaction with the Outcome/ Resolution Qbe. Satisfaction with the Service Received from Council
Overall Overall
2026 2025 Not at all soﬁsfied/ Somewhat satisfied Very sg’r_isfied/ Not at alll so’risfied/ Somewnhat satisfied Very s_c:’r.isfied/
not very satisfied satisfied not very satisfied satisfied
Improved staff knowledge and education 14% 13% 24% 22% 6% 28% 22% 7%
Service is good, no improvements needed 12% 7% 4% 0% 21% 2% 4% 18%
Better follow up with customers 9% 10% 13% 16% 5% 17% 12% 6%
Counci needs fo loke action on customer % 9 13% % 2% 15% % I
Resolve issues more efficiently/quickly 7% 6% 17% 0% 3% 14% 10% 4%
More/better online services (e.g. DA) 5% 4% 2% 5% 6% 2% 3% 6%
C%rrérgﬁpr:gso‘riloendbe‘rween Council and residents needs 4% 3% 6% 10% 1% % 10% 2%
Staff availability 3% 3% 2% 7% 3% 3% 3% 3%
Easier access to the right person' 2% 3% 2% 6% 1% 4% 0% 2%
Other comments 7% 6% 1% 1% 4% 7% 7% 8%
Don't know/nothing 34% 40% 12% 18% 53% 12% 24% 45%
Base 231 225 76 37 118 51 36 144

Qéa. (If by ‘telephone’ or ‘visited Council’ at Q5¢), Thinking about your most recent (“phone call with” If code 1 on Q5c, “visit to” If
code 2 on Q5¢) Council regarding this issue, how satisfied were you with the following on a scale of 1 fo 5, where 1 is not at all
satisfied and 5 is very satisfied?
Qéai.  What could be done to improve your experience? A significantly higher/lower percentage (by group) 5¢



Satisfaction with the Service Received When Contacting by Online Methods

Residents who made contact via online methods also expressed high levels of satisfaction across all service metrics, with a significantly higher level of

satisfaction for ‘tfime taken to receive a response to your request/enquiry’ compared to 2025.

T3B% Mean rating
2026 2025 2024 2025

Time taken to receive aresponse to your
request/enquiry 6% 35% 28% 25% 87% 67% 3.58 3.19
The information was understandable and
accurate 7% 21% 24% 39% 84% 84% 3.78 3.74
Overall, it was easy to be able fo complete my
online request 7% 22% 26% 36% 84% 83% 3.75 3.71
| understood what to do next 8% 15% 30% 37% 82% 84% 3.79 3.80
It was easy to find the information needed 9% 30% 24% 25% 79% 79% 3.44 3.43
0% 25% 50% 75% 100%
Not at all satfisfied (1) = Not very safisfied (2) ®Somewhat satisfied (3)  mSatisfied (4) ®Very satisfied (5)
Base: N =173
Data <3% was not shown in the chart, ‘other’ methods were not shown in the chart Scale: 1= not at all satisfied, 5 = very safisfied
Q6b.  [Askif by ‘website’ 'social media’, ‘email’, or ‘Council’s Customer Portal’ at Q5¢c] When you dealt with Council online (via A significantly higher/lower level of satisfaction (compared to 2025)

website/social media/email/customer portal from Q5c), how satisfied were you with the following on a scale of 1 to 5, where

1 is not at all satisfied and 5 is very satisfied? Please see Appendix 1 for results by methods/demographics 57



Regression: Service Received When Contacting by Online Methods

In order to identify the areas contributing most to overall satisfaction with the service received, a simple regression model was run based on the 5 measures
tested (Qéb) and satisfaction with services received (Q5e).

‘Time taken to receive a response to your request/enquiry' accounts for nearly 30% of the variation in satisfaction with service received. This result is consistent
with the regression conducted among respondents who contacted by phone or visited in person, as the most important driver remains the time taken to
respond to or resolve the issue for both cohorts. Notably, although ‘time taken to received a response to your request/enquiry’ received the highest T3B score,

only 52% stated they are satisfied or very satisfied.

Drivers of Satisfaction with Service Received
(Online Methods)

6% 84% 84% 87%
79%
67%
49% mmm Derived Importance* ——T2B% Satisfaction  ——T3B% Satisfaction 52%
29.4%
23.3% 23.3%
12.6% 11.4%
It was easy to find the information | understood what to do next The information was Overall, it was easy to be able fo Time taken to receive a response
needed understandable and accurate complete my online request to your request/enquiry
R2value (by online methods) = 0.44 *To ensure the robustness of the regression, all samples
Dependent Variable: Q5e. And overall, how satisfied, if at all, were you with the service you received from Council? from 2025 and 2026 were included in the model
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Ways to Improve the Online Contact Experience

24% of residents who contacted Council online felt that the service was good and no improvement was needed. 12% suggested that the welbsite could be

more user friendly, while 10% believed that Council could be more actionable on customer concerns/complaints.

Q5d. Satisfaction with the Outcome/ Resolution Q5e. Satisfaction with the Service Received from Council
Overall Overall
2026 2025 Not at all so‘r!sf!ed/ Somewhat satisfied Very sgf.lsfled/ Not at all sof!sf!ed/ Somewhat satisfied Very S.OT'ISerd/
not very satisfied satisfied not very satisfied satisfied

Service is good, no improvements needed 24% 17% 14% 14% 36% 1% 16% 33%
Website needs improvement (e.g. more user friendly) 12% 18% 7% 9% 19% 10% 0% 18%
Council to take action on customer concerns/complaints 10% 9% 23% 8% 1% 24% 8% 5%
Staff to follow up with customer and inform of

resolution/reason for not being resolved 8% 16% 1% 18% 1% 15% 17% 2%
Improved staff knowledge and education 7% 3% 9% 19% 0% 8% 16% 3%
Cpmmumcohon between Council and residents needs to be 6% 3% 3% 4% 9% 5% 6% 7%

improved
Staff response time needs improvement 6% 10% 10% 4% 3% 13% 7% 3%
More/better online services (e.g. DA) 4% 5% 6% 4% 2% 6% 2% 3%
Generic/auto email responses need to be improved 3% 1% 9% 0% 0% 6% 9% 0%
Council to have more consideration for community

members/take people seriously 3% 1% 8% 0% 0% 8% 2% 1%
Resolve issues more efficiently/quickly 2% 2% 4% 2% 1% 2% 2% 3%
Confirm issue/details with customer to ensure

understanding/correctness 2% 2% 4% 0% 2% 5% 0% 2%
Experiencing login difficulties 0% 2% 0% 2% 0% 0% 2% 0%
Other comments 3% 2% 6% 4% 1% 8% 4% 1%
Don't know/nothing 16% 20% 4% 14% 26% 2% 12% 23%
Base 173 143 62 35 77 43 35 96

Q6b.  (If by ‘website’ ‘social media’, ‘email’, or ‘Council’s Customer Portal’ at Q5c), When you dealt with Council online (via
website /social media/email/customer portal from Q5c¢) regarding this issue, how satisfied were you with the following on a
scale of 1 to 5, where 1 is not at all satisfied and 5 is very satisfied?
Qébi.  What could be done to improve your experience? A significantly higher/lower percentage (by group) 59



Likelihood to Speak Positively to a Friend or Relative

Nearly 1in 4 (24%) residents who contacted Council in the past 12 months are extremely likely (rated 9-10) to speak positively about their experience to a
friend or relative. Similar to satisfaction with outcomes and service received, those who contacted Council only once were significantly more likely to speak

positively, while those who contacted Council 4 or 5+ times reported a significantly lower likelihood of speaking positively.

Q5b. Most recent reason for contacting Council*

- I
Extremely likely (10) 18% Overall Overall Waste :
2026 2025 Roads/ footpaths/  Planning and . .
management drains development Pet registration

o I 6% and recycling

Lo NPS -27.9 -31.6 -22.0 -50.2 -39.9 8.1

I 07

8 Base 294 308 78 67 44 22

; I 127,
Q5c. Contact methods

. I 107 Overall . Council’s - . - .
2026 . Councils Visited Via Council's Lefterin the
Telephone Email . Customer . . .
website Council social media post
- I 17, Portal
NPS -27.9 -29.5 -38.6 -35.1 -39.5 -29.4 -38.3 -29.2
4 B 7 Base 294 209 128 72 58 49 27 25
I 4%
3 Overall Q5cc. Number of contacts
o R 57 2026 1 2 3 4 5+
, . 3% NPS -27.9 7.9 -34.2 0.8 -54.1 -51.7
Base 294 71 59 33 27 102
: ]
Not at all likely (0) 12%
Overall Non-
0% 10% 20% 30% 2026 Male Female 18-34 35-49 50-64 65+ Ratepayer ratepayer
W2026 (N=294)  m2026 (N=309) NPS 279 409 154 224 265 343 289 29.6 76

Note: NPS is calculated by subtracting the percentage of Detractors (ratings of

0-6) from the percentage of Promoters (ratings of 9-10). Passives (ratings of 7— Base 294 144 150 80 85 79 50 263 27
8) are excluded from the calculation. The final score ranges from -100 to +100

*Only measures with more than 20 responses were shown in the table

Q7. Thinking about this most recent contact with Council, how likely would you be to speak positively about the experience to a Scale: 0= not at alllikely, 10 = extremely likely
friend of relative 2 A significantly higher/lower NPS (by group) ¢



Preferred Channels to Hear from Council in the Future

Letter via post and email have remained the most preferred methods for residents to hear from Council. Younger residents are significantly more likely to prefer

social media and mobile phone apps, while older residents are significantly more likely to prefer telephone and hard copy local newspapers.

Il Non-
Ozvoezrgl Male Female 18-34 35-49 50-64 65+ Ratepayer roteggyer
Letter via the post [ A Letter via the post 79% 80% 79% 80% 79% 78% 80% 79% 83%
Emci . 77 Email 76% 76% 77% 81% 81% 83% 57% 77% 75%
Council Website - YSA Council Website 66% 63% 70% 72% 71% 70% 47% 64% 80%
Social Media - WA Social Media 64% 62% 67% 75% 77% 59% 40% 63% 83%
Mobile phone App I 57 Mobile phone App 49% 51% 47% 62% 53% 44% 33% 49% 56%
I /5 In person, face to face = 48% 57% 40% 47% 48% 44% 56% 46% 69%
In person, face to face °
Council Customer
48% 45% 50% 47% 50% 53% 1% 47% 60%
Council Customer Portal I G G_—— 437 Portal
——m s Telephone 47% 53% 40% 45% 43% 43% 58% 45% 58%
Telephone 2
Physical notice board in
Physical notice board in town | 42% town centres and 42% 42% 42% 48% 42% 40% 37% 39% 64%
cenfres and community hubs community hubs
Hard cooy local newspapers T 427, Hard copy local
Py pap NewspOpers 42% 46% 38% 37% 35% 39% 61% 40% 53%
Online local newspapers I 417 Online local
NEWSPAPErs 41% 43% 39% 43% 43% 43% 33% 38% 57%
| 1%
None of these None of these 1% 2% 1% 0% 0% 2% 4% 1% 0%
0% 50% 100% | Base 402 199 203 112 107 100 83 350 39

M 2026 (N=402) m2025 (N=407)

Q8. [Ask All] How would you most prefer to hear from Council in the futureg A significantly higher/lower percentage (compared to 2025/by group) ¢
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Section Four
Community Forum and Council Meeting

This section explores residents’ awareness of the Community Forum and
Council Meeting times, as well as their preferred start times for these forums
and meetings.
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Summary: Community Forum and Council Meeting

» Commencement Time of Community Forums

38% of residents 69%
were aware of the

Community Forums

21%

commencing at 10%
6:30pm. .

mYes mNo mEDon't mind

» Commencement Time of Council Meetings

18% of residents
were aware of 53%
the Councill

C 28%
Meetings - 19%
commencing -
at 3:30pm. mYes mNo mDon't mind

69% of residents did not prefer a
different start time for
Community Forums (6:30 pm).
Of the 10% who did prefer a
different time, the majority

suggested 7:00 pm or 7:30 pm.

53% of residents did not have a
preferred alternative time for
Council Meetings (3:30 pm).
Among the 28% who did prefer
a different time, wanted the
meetings to start after work
hours (5:00-7:30 pm).



Awareness of Community Forum Time

38% of residents were aware of Community Forum sessions commencing at 6:30pm. Younger residents (those aged 18-34) were significantly less

likely to be aware.

Prior to this call were you aware of Community
Forum sessions?

Overall

2026 Male Female
Yes % 38% 34% 42%
No
62%
Base 402 199 203

Base: N=402

Q%a. Community Forum sessions currently commence at 6:30pm and community members can speak to the forum online orin
person. These sessions can also be viewed online later. Prior to this call were you aware of that?

18-34

25%

112

35-49

40%

107

50-64 65+  Ratepayer NOI
ratepayer
46% 45% 37% 53%
100 83 350 39

A significantly higher/lower percentage (by group) é4



Community Forum Start Times

Nearly 70% of residents did not prefer a different start fime for Community Forums (6:30 pm). Of the 10% who did prefer a different time, the majority
suggested 7:00 pm or 7:30 pm.

Would you prefer a different start time for
Community Forums?

69% What time would you prefer?*
O II Not If f d count
vera o) preferred a
A
2026 ware aware different time
pm 15
21%
10% Yes % 10% 10% 10%
] e N
Base 402 153 249
mYes mNo mDon't mind 7:00pm-8:30pm 4
Base: N=402
Afternoon (e.g., 12pm, 3pm) 4
Male Female 18-34  35-49  50-64 65+ Ratepayer DI
ratepayer Other 3
Yes % 6% 14% 1% 12% 9% 8% 10% 14%
Base: N=40
Base 199 203 112 107 100 83 350 39

*Please note that ‘what fime would you prefer’ was only asked
for those who preferred a different start time for Community
Forums

Q%b.  Would you prefer a different start fime for Community Forums? o )
Q%c.  [Ask if Q9b = Yes] What time would you prefer? A significantly higher/lower percentage (by group) 65



Awareness of Council Meeting Time

18% of residents were aware of Council Meetings commencing at 3:30pm. Similar to the Community Forum, younger residents were significantly

less likely to be aware, while older residents reported significantly higher levels of awareness.

Prior to this call were you aware of the Council
Meetings?

Overall
2026 Male Female 18-34
Yes % 18% 21% 15% 6%
No Base 402 199 203 112

82%

Base: N=402

Q9d.  Council meetings currently commence at 3.30pm and can be attended as an observer only either in person or online. These
sessions can also be viewed online later. Prior to this call were you aware of thate

35-49

21%

50-64 65+ Ratepayer DSl
ratepayer
21% 27% 18% 22%
100 83 350 39

A significantly higher/lower percentage (by group) 66



Council Meeting Start Times

Although 53% of residents did not have a preferred alternative time, 28% wanted Council to change the start time for Council meetings (3:30 pm), which
is slightly higher than the result for Community Forums. Among those who preferred a different time, the majority wanted the meetings to start after work
hours (5:00-8:00 pm).

Would you prefer a different start time for
Council meetings?

What time would you prefer?*

53%
Ozvoe;rgll Aware Noft If preferred a Count
eralis different time
28%

19% 6pm-7pm 40

Yes % 28% 21% 29%
Base 402 73 329 Spm-épm 34
EYes mNo EDon't mind 7pm-8pm 20

Base: N=402

4pm-5pm 10

Male Female 18-34  35-49  50-64 65+ Ratepayer DI
ratepayer Other 8

Yes % 27% 28% 26% 29% 37% 18% 28% 37%

Base: N=112
Base 199 203 112 107 100 83 350 39

*Please note that ‘what fime would you prefer’ was only asked
for those who preferred a different start time for Community
Forums

Q%e.  Would you prefer a different start time for Council Meetings? o .
QOf. [Ask if Q9e = Yes] What time would you prefer? A significantly higher/lower percentage (by group) 67
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Inclusivity in Wollondilly Shire

Overall Non-
T2B% 2026 Male Female 18 — 34 35— 49 50 - 64 65+ Ratepayer ratepayer

First Nations people and culture are respected and

: . 64% 62% 66% 70% 64% 62% 58% 62% 83%
celebrated in our Shire
Wollondilly Shire is harmonious, cohesive and inclusive 59% 54% 64% 67% 62% 47% 60% 58% 62%
Base 402 199 203 112 107 100 83 350 39

Qlg. Onascaleof 1to5, where 1 is strongly disagree and 5 is strongly agree, how strongly do you agree or disagree with the following statements? A significantly higher/lower percentage (by group) 49



Council’s efforts to inform residents

Overall
2026
Top 3 Box % 78%
Mean rating 3.25
Base 402

Council’s efforts to consult and/or involve residents

Overall
2026
Top 3 Box % 68%
Mean rating 2.99
Base 402

Council’s efforts to respond to residents

Overdall
2026
Top 3 Box % 67%
Mean rating 2.93
Base 402

Male

74%
3.12

199

Male

64%
2.86

199

Male

64%
2.78

199

Female

82%
3.37
203

Female
72%
3.12

203

Female
70%
3.09

203

18-34

82%
3.39

18-34

72%
3.18

18-34

67%
3.11

Can you please rate the following criteria regarding Council’s efforts to communicate with residents?

Satisfaction with Communication Efforts

35-49

72%
3.19
107

35-49

64%
2.90

35-49

65%
2.87

50-64

76%
3.09

50-64

64%
2.83

50-64

66%
277
100

65+

82%
3.32
83

65+

73%
3.06
83

65+

70%
2.98
83

Ratepayer  Non-ratepayer

77% 84%

3.21 3.42

350 39
Ratepayer  Non-ratepayer

67% 75%

2.96 3.12

350 39
Ratepayer  Non-ratepayer

67% 63%

2.95 2.83

350 39

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

A significantly higher/lower level of safisfaction (by group) 70



Comparison to Previous Research

A significantly higher/lower level of importance/satisfaction (by year)

Importance

Service/Facility

2026 2025
Library services* 3.43 3.43
Festival and events’ programs* 3.62 3.69
Children’s services* 4.02 4.05
Supporting community groups* 4.05 4.03
Community safety and crime prevention 4.70 4.71
Support for arts and culture* 3.43 3.47
Companion animal management 3.75 3.78
Provision of information about fires, floods and

4.64

natural hazards to enable preparedness
Domestic waste management collection 4.63 4.60
Access to local waste disposal facilities 415 418
Management of public trees 3.86 3.95
Protecting the natural environment and wildlife 4.44 4.50
Emergency planning and management 4.52 4.61
Litter control and illegal dumping 4.56 4.52
Support for community environmental initiatives 3.93 401
Maintaining natural waterways 4.58 4.60
Floodplain and stormwater management 4.49 4.40
Planning for future development and growth 4.48 4.36
Scale: 1 = not at allimportant/not at all satisfied, 5 = very important/very satisfied

Satisfaction

2026

4.25
3.91
3.63
3.80
3.12
3.89
3.69
3.93
3.79
2.68
3.39
3.62
3.67
3.22
3.58
3.46
3.04
2.54

2025

3.92
3.57
3.43
3.50
3.02
3.45
3.50

3.83
3.04
3.32
3.41
3.34
3.11
3.38
3.27
2.87
2.60

Service/Facility

Development approvals and building
regulation

Protecting heritage values and buildings
Maintaining Council roads

Footpaths

Bike paths

Parks and playgrounds

Ovals and sportsgrounds

Community buildings/halls/amenities
Pools and Leisure Centres

Supporting tourism

Supporting local agriculture

Supporting local jobs and businesses

Opportunity to participate in Council decision-
making

Decisions are made in the interests of the
community

Long-term planning for the Shire

Financial management

Provision of Council information to the
community

*Asterisk where data represents past-3-year aggregate (only for importance)

Importance
2026 2025
4.19 4.14
4.23 4.27
4.84 4.80
4.29 4.21
3.54 3.56
4.37 4.42
4.36 4.39
4.01 4.00
4.11 4.05
3.62 3.58
4.39 4.31
4.71 4.65
4.10 3.98
4.57 4.47
4.69 4.64
4.54 4.50
4.47 4.38

Satisfaction
2026 2025
2.68 2.63
3.61 3.50
2.01 2.01
3.01 2.86
2.96 2.85
3.74 3.56
3.87 3.73
3.61 3.34
3.51 3.42
3.51 3.27
3.32 3.20
3.28 3.33
2.88 2.81
2.91 2.84
2.79 2.79
2.87 2.80
3.18 3.20

71



Importance Compared to the Micromex Benchmark

Wollondilly Shire Comparative Micromex LGA
Service/Facility C.OUHC“ WoIIondiI'Iy BCMSTMEN Variance Ber)chmork Variance
T2 box importance T2 box importance T2 box importance
score score score
Supporting local jobs and businesses 94% 87% 7% 85% 9%
Maintaining natural waterways 921% 85% 6% 87% 4%
Ovals and sportsgrounds 83% 78% 5% 76% 7%
Floodplain and stormwater management 87% 83% 4% 81% 6%
Community buildings/halls/amenities 72% 68% 4% 63% 9%
Community safety and crime prevention 94% 20% 4% 920% 4%
Maintaining Council roads 96% 92% 4% 1% 5%
Protecting the natural environment and wildlife 85% 82% 3% 84% 1%
Provision of Council information to the community 88% 85% 3% 82% 6%
Long-term planning for the Shire 93% 0% 3% 88% 5%
Planning for future development and growth 86% 83% 3% 81% 5%
Protecting heritage values and buildings 77% 75% 2% 73% 4%
Development approvals and building regulation 78% 76% 2% 73% 5%
Decisions are made in the interests of the community 88% 87% 1% 83% 5%
Pools and Leisure Centres 74% 73% 1% 69% 5%
Domestic waste management collection 93% 92% 1% 93% 0%
Financial management 87% 87% 0% 85% 2%

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely to be significant ] ]
A/V = positive/negative difference equal to/greater than 10% from Benchmark. Note: T2 = important/very important 72



Importance Compared to the Micromex Benchmark

Wollondilly Shire Comparative Micromex LGA
Service/Facility C.OUHC“ WoIIondiI'Iy Benemeric Variance Beqchmork Variance
T2 box importance T2 box importance T2 box importance
score score score

Parks and playgrounds 83% 84% -1% 84% 1%
Support for community environmental initiatives 67% 69% -2% 77% -10%
Footpaths 80% 82% -2% 83% -3%
Litter control and illegal dumping 920% 92% -2% 89% 1%
Opportunity to participate in Council decision-making 74% 77% -3% 74% 0%
Companion animal management 61% 64% -3% 68% -7%
Supporting community groups* 74% 78% -4% 74% 0%
Emergency planning and management 89% 4% -5% 90% -1%
Management of public trees 64% 70% -6% 76% -12%
Festival and events’ programs* 58% 65% -7% 65% -7%
Access to local waste disposal facilities 74% 81% -7% 80% -6%
Children’s services* 74% 82% -8% 77% -3%
Bike paths 56% 65% -9% 57% 1%
Support for arts and culture* 50%V 62% -12% 56% -6%
Supporting tourism 56%V 74% -18% 71% -15%
Library services* 51%V 73% -22% 70% -19%

*Asterisk where data represents past-3-year aggregate (only for importance)

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant (compared to Comparative Benchmark) ) )
A/V = positive/negative difference equal to/greater than 10% from Benchmark. Note: T2 = important/very important 73



Satisfaction Compared to the Micromex Benchmark

Wollondilly Shire Comparative Micromex LGA
Service/Facility COUW” . tiellomelly B.ench'mork Variance Bench.mork' Variance
T3 box satisfaction T3 box satisfaction T3 box satisfaction
score score score
Supporting community groups 93% A 79% 14% 87% 6%
Support for community environmental initiatives 89% A 76% 13% 81% 8%
Festival and events' programs 92% A 82% 10% 88% 4%
Children’s services 1% A 81% 10% 85% 6%
Footpaths 70% 61% 9% 71% -1%
Protecting the natural environment and wildlife 86% 78% 8% 86% 0%
Supporting local jobs and businesses 80% 73% 7% 79% 1%
Parks and playgrounds 89% 83% 6% 88% 1%
Maintaining natural waterways 83% 77% 6% 82% 1%
Opportunity to participate in Council decision-making 65% 60% 5% 67% -2%
Provision of Council information to the community 73% 69% 4% 77% -4%
Companion animal management 88% 84% 4% 82% 6%
Bike paths 66% 62% 4% 71% -5%
Ovals and sportsgrounds 921% 88% 3% 90% 1%
Protecting heritage values and buildings 85% 82% 3% 84% 1%
Floodplain and stormwater management 70% 67% 3% 78% -8%
Support for arts and culture 94% 21% 3% 88% 6%

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant (compared to Comparative Benchmark) o
A/V = positive/negative difference equal to/greater than 10% from Benchmark. Note: T3 = at least somewhat satisfied 74



Satisfaction Compared to the Micromex Benchmark

Service/Facility

Community buildings/halls/amenities

Decisions are made in the interests of the community
Supporting tourism

Pools and Leisure Centres

Domestic waste management collection
Emergency planning and management

Library services

Development approvals and building regulation
Long-term planning for the Shire

Financial management

Litter control and illegal dumping

Management of public frees

Planning for future development and growth
Community safety and crime prevention
Maintaining Council roads

Access to local waste disposal facilities

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant (compared to Comparative Benchmark)

A /V = positive/negative difference equal to/greater than 10% from Benchmark.

Wollondilly Shire
Councill
T3 box safisfaction
score

88%
67%
88%
81%
87%
89%
93%
56%
61%
69%
73%
79%
48%V
69% VY
28%V
54%V

Comparative
Wollondilly Benchmark
T3 box safisfaction
score

86%
65%
86%
80%
86%
89%
93%
57%
62%
70%
75%
81%
58%
84%
44%
84%

Variance

2%
2%
2%
1%
1%
0%
0%
-1%
-1%
-1%
-2%
-2%
-10%
-15%
-16%
-30%

Note: T3 = at least somewhat satisfied 75

Micromex LGA

Bench.mork' Variance
T3 box satisfaction
score
88% 0%
66% 1%
84% 4%
85% -4%
90% -3%
88% 1%
94% -1%
67% -11%
72% -11%
72% -3%
80% -7%
77% 2%
67% -19%
84% -15%
63% -35%
79% -25%



Performance Gap Analysis

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

Performance Gap Ranking

Service/Facility

Maintaining Council roads

Planning for future development and growth
Long-term planning for the Shire

Community safety and crime prevention
Development approvals and building regulation
Decisions are made in the interests of the community
Access to local waste disposal facilities

Financial management

Litter control and illegal dumping

Floodplain and stormwater management

Provision of Council information to the community
Supporting local jobs and businesses

Footpaths

Opportunity to participate in Council decision-making
Maintaining natural waterways

Domestic waste management collection

Supporting local agriculture

Provision of information about fires, floods and natural hazards to

enable preparedness

Importance T2 Box

96%
86%
93%
4%
78%
88%
74%
87%
90%
87%
88%
4%
80%
74%
1%
93%
84%

92%

Satisfaction T3 Box

28%
48%
61%
69%
56%
67%
54%
69%
73%
70%
73%
80%
70%
65%
83%
87%
80%

21%

Performance Gap
(Importance -
Satisfaction)

68%
38%
32%
25%
22%
21%
20%
18%
17%
17%
15%
14%
10%
9%
8%
6%
4%

1%

Note: T2 = important/very important
T3 = atf least somewhat safisfied

76



Performance Gap Analysis

Performance Gap Ranking (Continued)

Service/Facility

Emergency planning and management
Protecting the natural environment and wildlife
Parks and playgrounds

Pools and Leisure Centres

Protecting heritage values and buildings

Ovals and sportsgrounds

Bike paths

Management of public frees

Community buildings/halls/amenities
Children’s services*

Supporting community groups*

Support for community environmental initiatives
Companion animal management

Supporting tourism

Festival and events’ programs*

Library services*

Support for arts and culture*

*Asterisk where data represents past-3-year aggregate (only forimportance)

Importance T2 Box

89%
85%
83%
74%
77%
83%
56%
64%
72%
74%
74%
67%
61%
56%
58%
51%
50%

Satisfaction T3 Box

89%
86%
89%
81%
85%
?1%
66%
79%
88%
?1%
93%
89%
88%
88%
92%
93%
94%

Performance Gap
(Importance -
Satisfaction)

0%
1%
6%
7%
8%
8%

10%

15%

16%

7%

19%

22%

27%

-32%

34%

-42%

-44%

Note: T2 = important/very important
T3 = atf least somewhat safisfied

77



Regression Analysis — Influence on Overall Satisfaction

The chart to the right summarises the influence of
the 35 facilities/ services on overall satisfaction with

Council’'s performance, based on the Advanced

Regression analysis.

Provision of Council information to the community

Decisions are made in the interests of the community
Financial management

Maintaining Council roads
Opportunity to participate in Council decision-making

Domestic waste management collection I 6.1 %
Long-term planning for the Shire I 5 47
Floodplain and stormwater management I /4.8
Supporting local jobs and businesses I 3 5%
Development approvals and building regulation I ? 9%
Festival and events’ programs I ? 6%
Planning for future development and growth I ) 4%
Community safety and crime prevention I 2 5%
Supporting tourism I 2 2%
Parks and playgrounds I 2 2%

Protecting heritage values and buildings I 1.9%
Footpaths I 1.7%

Emergency planning and management I 1.1%
Supporting local agriculiure R 1.1%
Supporting community groups I 1.1%
Support for arts and culture R 1.1%
Library services 1l 1.0%
Community buildings/halls/amenities R 1.0%
Access to local waste disposal facilities Il 1.0%
Bike paths HEEE 1.0%
Litter control and illegal dumping I 0.9%
Maintaining natural waterways 1 0.8%
Pools and Leisure Centres 1l (0.8%
Children’s services 1 0.7%
Management of public trees I 0.7%
Support for community environmental initiatives Il 0.6%
Provision of information about fires, floods and natural hazards to.. Il 0.6%
Protecting the natural environment and wildlife 1 0.6%
Ovals and sportsgrounds HEl 0.6%
Companion animal management I 0.4%

0%

5%

7.9%

9.4%

9.2%

9.0%

10%

11.0%

15%

78



Regression Analysis — Influence on Overall Satisfaction (Expanded Model 1)

The chart to the right summarises the
influence of the 35 facilities/services,
with the addition of the satisfaction with
the performance of Councillors, on
overall satisfaction with Council’s
performance, based on the Advanced
Regression analysis.

Satisfaction with the performance of Councillors
Provision of Council information to the community

Supporting local jobs and businesses
Development approvals and building regulation
Fesfival and events’ programs

Planning for future development and growth
Community safety and crime prevention
Supporting tourism

Parks and playgrounds

Footpaths

Protecting heritage values and buildings
Supporting local agriculture

Support for arts and culture

Bike paths

Pools and Leisure Centres

Emergency planning and management
Supporting community groups

Community buildings/halls/amenities

Litter control and illegal dumping

Library services

Access to local waste disposal facilities
Maintaining natural waterways

Protecting the natural environment and wildlife
Management of public frees

Support for community environmental initiatives
Ovals and sportsgrounds

Provision of information about fires, floods and natural hazards to..

Children’s services
Companion animal management

2 4%
. 2%

7.7%
Maintaining Council roads I 5 5%
Financial management I 5 5%
Decisions are made in the interests of the community I 5 3%
Opportunity to participate in Council decision-making I 4 9%
Domestic waste management collection I 4.0%
Long-term planning for the Shire I 3.8%
Floodplain and stormwater management I 3.0%

10%

20%

30%

40%

79



Regression Analysis — Influence on Overall Satisfaction (Expanded Model 2)

The chart to the right summarises the
influence of the 35 facilities/services, the
performance of Councillors, plus the 3
additional measures regarding
communication, on overall satisfaction
with Council’s performance, based on
the Advanced Regression analysis.

Satisfaction with the performance of Councillors
Council's efforts to respond to residents

Council's efforts to consult and/or involve residents

Festival and events’ programs

e 5.8%
Provision of Council information to the community IEE—— 8 5 5%
Maintaining Council roads 5 0%
Council's efforts to inform residents S 4.9%
Financial management mmmm 4 8%
. 4.4%
Decisions are made in the interests of the community I 4 A%
Opportunity to participate in Council decision-making I 4 2%
Domestic waste management collection I 3 8%
Long-term planning for the Shire =l 3 2%
Floodplain and stormwater management 1 2 6%
Supporting local jobs and businesses A 2 2%
Development approvals and building regulation R 2 1%
. | 9%
Planning for future development and growth R 1 8%
Community safety and crime prevention Bl 1.6%

Footpaths Wl 1.3%

Supporting tourism

Parks and playgrounds

Protecting heritage values and buildings
Bike paths

Emergency planning and management
Pools and Leisure Centres

Support for arts and culture

Supporting local agriculture

Supporting community groups
Community buildings/halls/amenities
Library services

Management of public trees

Access to local waste disposal facilities
Litter confrol and illegal dumping
Maintaining natural waterways
Protecting the natural environment and wildlife

Provision of information about fires, floods and natural hazards to..

Support for community environmental initiatives
Ovals and sportsgrounds

Children’s services

Companion animal management

Q
N

10%

20%

26.5%

30%

40%
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Regression Analysis — Influence on Overall Satisfaction (Expanded Model 3)

The chart to the right summarises
the influence of the 35
facilities/services, with the
addition of the satisfaction with
the outcome/resolution of the
dealings with Council and the
satisfaction with service received
(among those who contacted
Councilin the last 12 months), on
overall satisfaction with Council’s
performance, based on the
Advanced Regression analysis.

Satisfaction with the outcome/resolution of your dealings with Council

Provision of Council information to the community
Financial management

Decisions are made in the interests of the community
Satisfaction with the service you received from Council
Opportunity to participate in Council decision-making
Maintaining Council roads

Long-term planning for the Shire

Domestic waste management collection

Floodplain and stormwater management
Community safety and crime prevention

Fesfival and events’ programs

Planning for future development and growth

Parks and playgrounds

Supporting local jobs and businesses

Supporting community groups

Supporting tourism

Development approvals and building regulation
Footpaths

Support for arts and culture

Bike paths

Access to local waste disposal facilities

Supporting local agriculture

Emergency planning and management

Protecting the natural environment and wildlife
Library services

Maintaining natural waterways

Protecting heritage values and buildings

Provision of information about fires, floods and natural hazards to
Support for community environmental initiatives

Pools and Leisure Centres

Companion animal management

Ovals and sportsgrounds

Children’s services

Community buildings/halls/amenities

Management of public frees

Litter control and illegal dumping

5%

7.2%
7.2%
6.6%

8.3%

10%

10.6%

15%
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Contact in the Last 12 Months

Ooral Male  Femdle  18-34  35-49 5064 65+ Ratepayer ngg‘yer
Waste management and recycling 40% 40% 40% 42% 43% 43% 29% 41% 41%
Roads/footpaths/drains 35% 36% 34% 29% 33% 46% 33% 38% 19%
Obtaining advice/information 29% 30% 27% 29% 32% 29% 24% 31% 14%
Making a complaint 23% 23% 22% 16% 27% 24% 25% 24% 17%
Planning and development 23% 27% 19% 25% 26% 24% 13% 24% 13%
Payment for services (rates, permits, efc.) 20% 20% 20% 21% 23% 21% 14% 22% 9%
Pet registration 15% 13% 18% 17% 17% 15% 1% 15% 24%
Trees 15% 1% 18% 16% 10% 22% 10% 16% 7%
Booking a council facility 9% 10% 9% 12% 9% 6% 1% 9% 13%
lllegal dumping 9% 8% 9% 10% 12% 8% 4% 10% 4%
Community initiative/program 8% 6% 10% 6% 9% 8% 9% 8% 10%
Infringements 4% 4% 5% 3% 6% 5% 2% 4% 7%
Other 4% 4% 4% 2% 5% 2% 7% 4% 4%
No/None of these 27% 28% 26% 29% 21% 21% 39% 25% 31%
Base 402 199 203 112 107 100 83 350 39

Qba. In the past 12 months, have you personally contacted or dealt with Wollondilly Shire Council — be it in person, over the phone, or

online/via email — for any of the following issues or reasons? A significantly higher/lower percentage (by group) 82



Most Recent Reason for Contacting Council

Ooral Male  Femdle  18-34  35-49 5064 65+ Ratepayer ngg‘yer
Waste management and recycling 27% 26% 27% 29% 29% 24% 21% 25% 42%
Roads/footpaths/drains 23% 26% 20% 17% 20% 30% 27% 24% 19%
Planning and development 15% 17% 13% 21% 14% 14% 10% 16% 10%
Pet registration 7% 6% 9% 6% 10% 8% 6% 8% 8%
Making a complaint 5% 4% 7% 2% 5% 6% 8% 5% 0%
Payment for services (rates, permits, etc.) 5% 3% 7% 9% 6% 3% 0% 4% 10%
Obtaining advice/information 4% 3% 5% 4% 6% 4% 2% 4% 3%
Trees 4% 3% 5% 4% 2% 5% 6% 4% 0%
lllegal dumping 2% 3% 2% 2% 3% 1% 5% 3% 0%
Booking a council facility 2% 3% 1% 3% 0% 2% 3% 2% 0%
Community initiative/program 1% 2% 1% 2% 1% 1% 2% 1% 5%
Infringements 1% 1% 1% 0% 1% 2% 0% 1% 0%
Other 4% 5% 3% 2% 4% 1% 10% 4% 3%
Base 293 143 150 80 85 78 50 262 27

Q5b.  [Ask if more than one selected on Q5a] Which one of those issues was your most recent reason for contacting Council? A significantly higher/lower percentage (by group) 83



Contact Methods

Ozvoezr?ll Male Female 1834 35-49 50 — 64 65+ Ratepayer rofzgg_yer
Telephone 71% 72% 71% 67% 75% 69% 77% 72% 72%
Email 44% 45% 42% 46% 43% 45% 39% 45% 27%
Council's website 25% 27% 23% 26% 25% 25% 21% 25% 23%
Council’s Customer Portal 20% 19% 20% 10% 23% 25% 21% 20% 18%
Visited Council 17% 20% 14% 15% 18% 19% 14% 18% 1%
Council's social media 9% 7% 12% 18% 8% 8% 0% 8% 26%
Letter in the post 8% 9% 8% 6% 14% 6% 8% 8% 12%
Other 3% 6% 0% 2% 3% 3% 6% 3% 3%
Base 293 143 150 80 85 78 50 262 27

Qb5c.  Thinking of your most recent contact with Council, how many separate interactions did you have with Council through the

following channels? A significantly higher/lower percentage (by group) 84



Number of Contacts

Mean number of contacts Ozvoezr?ll Male Female 18 — 34 35-49 50 - 64 65+ Ratepayer rofzgg_yer
Council’'s social media (N=27) 2.7 2.8 2.6 2.5 2.8 3.0 NA 2.5 3.4
Email (N=128) 2.6 2.8 2.4 2.7 2.7 2.3 2.7 2.6 3.0
Telephone (N=209) 2.3 2.4 2.1 2.3 2.4 2.3 2.2 2.2 2.7
Letter in the post (N=25) 2.2 2.2 2.2 3.7 2.0 1.8 1.8 2.1 2.8
Council's website (N=72) 2.1 2.0 2.2 2.1 2.3 2.0 1.9 2.0 2.5
Council’'s Customer Portal (N=58) 2.0 2.5 1.5 1.8 2.2 1.9 2.0 1.9 3.0
Visited Council (N=49) 1.5 1.6 1.3 1.4 1.3 1.4 2.2 1.5 1.6
Base 293 143 150 80 85 78 50 262 27

Qb5c.  Thinking of your most recent contact with Council, how many separate interactions did you have with Council through the A sianifi ty higher/I i b
following channels? significantly higher/lower percentage (by group) 85



Satisfaction with the Outcome/Resolution and Service Received

Satisfaction with the Outcome/Resolution

O;gg” Male Female 18-34 35-49 50-64 65+ Ratepayer Non-ratepayer
Top 3 Box % 69% 67% 70% 74% 69% 68% 60% 69% 66%
Mean rating 3.26 3.18 3.35 3.32 3.42 3.12 3.15 3.27 3.21
Base 294 144 150 80 85 79 50 263 27

Satisfaction with the Service Received

OQVOeQrSoII Male Female 18-34 35-49 50-64 65+ Ratepayer Non-ratepayer
Top 3 Box % 78% 76% 81% 80% 75% 81% 76% 79% 74%
Mean rating 3.56 3.45 3.67 3.56 3.59 3.52 3.58 3.57 3.46
Base 294 144 150 80 85 79 50 263 27
Q5d.  Overall, how satisfied, if at all, were you with the outcome/resolution of your dealings with Council about your issue? A significonTIxs/iw?‘cl)eh:e]r/lzor\:voeTrOI(i,\?glSc?fﬂssgiTeis(?loi;o\:we(rg;grigi}ep? o

Qb5e.  And overall, how satisfied, if at all, were you with the service you received from Councile



Qéa.

Satisfaction with the Service Received When Contacting by Phone/Visited in Person

T3B% (af least somewhat safisfied)

Wait fime for a staff member to start assisting you

The ease of the interaction overall

Staff member was knowledgeable

Staff member understood your needs

Staff member was willing to assist

Staff member clearly explained the next steps

Time taken to resolve your contact

Base

(If by ‘telephone’ or ‘visited Council’ at Q5c), Thinking about your most recent (“phone call with” If code T on Q5c, “visit to” If
code 2 on Q5¢c) Council regarding this issue, how satisfied were you with the following on a scale of 1 to 5, where 1 is not at all

satisfied and 5 is very satisfied?

Overall
2026

95%

21%

89%

89%

88%

83%

76%

231

By phone

94%

1%

88%

88%

88%

83%

74%

209

Visited
Council

96%

21%

92%

90%

87%

83%

84%

49

Male

1%

92%

87%

87%

85%

84%

72%

Female

98%

21%

92%

90%

90%

82%

80%

119

18 — 34

94%

90%

21%

88%

88%

80%

80%

61

3549

94%

89%

89%

90%

89%

81%

70%

70

50 - 64

94%

93%

87%

86%

81%

90%

73%

60

A significantly higher/lower level of safisfaction (by group)

65+ Ratepayer ’r';gg_yer
98% 94% 96%
94% 21% 92%
920% 89% 89%
90% 89% 86%
94% 87% 92%
84% 83% 86%
84% 76% 75%
4] 208 22
Scale: 1 = not at all satisfied, 5 = very satisfied

87



Satisfaction with the Service Received When Contacting by Online Methods

T3B% (at least somewhat satisfied)

Time taken to receive a response to your
request/enquiry

The information was understandable and
accurate

Overall, it was easy to be able o
complete my online request

| understood what fo do next

It was easy to find the information

needed

Base

[Ask if by ‘website’ 'social media’, ‘email’, or ‘Council’s Customer Portal’ at Q5c] When you dealt with Council online (via

Overall
2026

87%

84%

84%

82%

79%

Email

87%

82%

81%

81%

75%

Council’s
website

87%

87%

88%

85%

84%

72

Council’s
Customer
Portal

88%

84%

85%

82%

82%

58

Council's
social
media

4%

76%

82%

65%

70%

27

Male

87%

83%

88%

86%

78%

Female

88%

84%

81%

79%

80%

92

website/social media/email/customer portal from Q5c), how satisfied were you with the following on a scale of 1 to 5, where

1is not at all satisfied and 5 is very satisfied?

18 -34

21%

92%

89%

85%

81%

50

35-49

86%

80%

81%

78%

77%

53

50 - 64 65+  Ratepayer roflggg-yer
88% 81% 86% 95%
79% 85% 83% 920%
83% 85% 84% 90%
84% 81% 81% 95%
79% 81% 78% 81%
49 21 155 16
Scale: 1 = not at all satisfied, 5 = very satisfied

A significantly higher/lower level of satisfaction (by group)

88



Councils Used to Create the Benchmarks

The Overall Benchmark was composed from the Council areas listed below:

Albury City Council
Ballina Shire Councill
Bathurst Regional Council
Bayside Council
Blacktown City Council
Bland Shire Council
Blue Mountains City Council
Burwood Council
Byron Shire Council
Cabonne Shire Council
Campbelltown City Council
Canterbury-Bankstown Council
Central Coast Council
Cessnock City Councill
City of Canada Bay Council
City of Newcastle
City of Parramatta Council
City of Playford
City of Ryde

Coffs Harbour City Councill
Cumberland City Council
Devonport City Council
Dungog Shire Council
Eurobodalla Shire Council
Fairfield City Council
Forbes Shire Council

Georges River Council

Glen Innes Severn Shire Council

Hawkesbury City Council
Hawkesbury City Council
Hunter's Hill Council
Inner West Council
Kempsey Shire Council
Ku-ring-gai Council
Lachlan Shire Council
Lake Macquarie City Council
Lane Cove Council

Leeton Shire Council

Lismore City Council
Lithgow City Council
Liverpool City Council
Liverpool Plains Shire Council
Maitland City Council
MidCoast Council
Mid-Western Regional Council
Moree Plains Shire Council
Murray River Council
Murrumbidgee Council
Muswellbrook Shire Council
Narrabri Shire Council
Narrandera Shire Council
North Sydney
Northern Beaches Council
Parkes Shire Council

Penrith City Council

Port Macquarie-Hastings Council

Randwick City Council

Richmond Valley Council
Singleton Shire Council
Sutherland Shire Council
Tamworth Regional Council
Tenterfield Shire Council
The Hills Shire Council
Tweed Shire Council
Upper Hunter Shire Council
Wagga Wagga City Council
Walgett Shire Council
Waverley Council
Weddin Shire Council
Willoughby City Council
Wingecarribee Shire Council
Woollahra Municipal Council

Yass Valley Council

Wollondilly Comparative
Benchmark

Blue Mountains City Council

Cessnock City Councill

Hawkesbury City Council

Lithgow City Council

Tweed Shire Council

Wingecarribee Shire Council

89
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Wollondilly Shire Council
Community Survey
Final 2026

Good morning /fafterncon/evening, my name is and I'm calling on behalf of Wollondilly
Shire Council from a company called Micromex. We are conducling a survey on a range of local issves - the
survey will take about 15 minutes, would now be a good time to share your opinions?

QAT. Are you or an immediate family member an elected Councillor, or employed by Wollondilly 5hire

Council? (5R)
Posifion | Answers Motes
1 Yas
2 Mo

QA2 Which town or village do you live in?
[ respondent says Other, please ask “Which town or village you are nearest ta?”) (SR)

Position | Answers Motes
1 Appin

2 Bargo

3 Belimbla Park
4 Browrilcw H

5 Blue Mountaing National Park
& Burragorang Valley
7 Buxton

B Cataract

? Camden Park
10 Corwdor

11 Couridjah

12 Darkes Forast
13 Dewsglas Perk
14 Glenmong

15 Lakadand

14 Maldon

17 hManangla

18 Maount Hunber
1% Mowhbiray Park
n Mattai

21 Cakdala

2 Crangeville

23 Pheasants Mest
24 Picton

25 Razarback

24 Sivercicile

wr Tahmoor

] The Ok

% Tharesa Park
a0 Thirlrrene

3 Wallacia

Yeranderie

32 Waragarmba
33 Wearomii

24 Wiltan

35 Yanderra

35

section A = Priority lssues

Qla. What do you value most about living in the Wollondilly Shire area? [TEXT)

Position | Answers

Notes

1

5 lines

Q1b. Thinking of the next 4 years, what do you believe will be the highest priority issues within the

Wollondilly Shire area? (TEXT)

Position | Answers

Notes

1

5 lines

Qle. Owverall, how would you rate the quality of life you have living in the Wellondilly Shire? Prompt (SR)

Value Answers

Notes

Excellant

Vary good

Good

Fair

Pook

— | | 2 [ e

Wary poor

Qld. Thinking of your experience with living here how satisfied are you with the current Shire character

and identity? Prompf [(SR)

Valve Answers Notes
5 Very safisfied
4 Satehed
3 Somewhat satisfied
2 Mot very satislied
1 Mot at all satisfied
Qle. Do you have a disaster preparedness plan?
Position | Answers Notes
1 Yas
2 Mo

21



Gk

In the last 12 months, have you undertaken any volunteering work across the community iLe. School

PLC, Sporting Clubs, RFS etc.?

Position | Answers Notes
1 Tas
2 Mo
Qlg. Onascale of 1 fo 5, where 1 is shongly disagree and § is strongly agree, how strongly do you agree
or disagree with the following statements? Prompt
Scale Answers Notes
1 Strongly disogres
2 Disagrea
3 Maithar agres nor disaogreea
4 Agraa
5 Strangly agrae
Position | Answers Notes
1 wollondilly Shive is harmonious, cohesive and
nclusive
3 First Mations people and culture are respected
and calebrated in our Shire

Section B = Importance of and satisfoction with Council services

Q2. In this section | will read out different Council services or facilities. For each one, could you please
rate your opinion of the importance of the service/facility to you, and your level of satisfaction with
Council's pefformance/delivery of that service?

The scale is from 1 to 5, where 1 is low importance and § is high importance and where 1 is low
safisfaction and 5 is high safisfaction. | can put comments here, so give me neumbers when
prompted and we can get through this part quickly. Prompt, Randomise pillars
Note: Only ask satisfaction if 4 or 5 for importance
Feople
Posifion | Answers Importance Satisfaction
Low High NA
1 2 3 4 5 4 5
1 Library sericeas
2 Festival and evenis' programs
3 Children’s sarvices
4 Supporting community groups
5 Comrmunity safety and crirme
pravantion
7 Support for arts and cullure
& Companicn animal managerment
7 Provision of information aboul fires,

flaads and natural hazards to enabla
prepanecdness

Environment
Position | Answers Imporance Satisfaction
Low High | Low High MNA
1 2 3 4 5 1 4 5
1 Dormestic wathe management
collection
2 Accass o local waste disposal facilities
3 Managerment of public freas
4 Protecting the natural envirenmeant and
wilcllife
5 Emeargency planning and monagement
& Litter contral and illegal dumping
7 Suppart for community environmenta
initicitives
B Maintaining natural wotereays
Flace and Landscape
Position | Answers Importance Satisfaction
Low High Low High NA
1 2 3 4 5§ 4 5
1 Fleodplain and stammwater
managearmeant
2 Planning for future devaelopment and
growth
3 Devaloprmeant approvals and building
requiation
4 Protecting hertage values and
buildings
5 Maintaining Counci roods
& Footpaths
7 Bike paths
B Parks and playgrounds
? Ovals and sportsgrounds
10 Comrmunity buildings/halls/amenities
1 Fools and Leisure Ceantres
Economy
Position | Answers Importance Satisfaction
Low Low High NA
1 2 3 4 5 1 4 &
1 Suppoarting tourism
2 Supparting local agriculture
3 Supparting local jobs and busirnesseas
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Pedormance

Posifion

ANSwWers

Opportunity to participate in Council
decision-making

%]

Decisions ane mada in the interasts of
e cammunily

Lang-term planning for the Shire

Financial managemeant

Ln &) L

Prowision of Council infarmation to the
camrmunily

Q3a. Owerall, for the last 12 menths, how safisfied are you with the performance of Council, not just on one

or two issues, but across all responsibility areas? Prompt (5R)

Value Answers Notes
5 Vary salisfied

4 Sotehed

3 Somewhal safisfied

2 Mt very satisfied

1 Met at all satisfied

Q3b. Owerall, for the last 12 menths, how sofisfied are you with the perfformance of Councillars? Prampt

(3R)

Value

Answers

Notes

Very satisfied

Satehed

Somewhal safisfied

Mt very satisfied

=|pr| | &]en

Met at all satisfied

Q4. Can you please rate the following criteria regarding Council's efforts o communicate with residents?
Please rate on a scale of 1 fo 5. where 1 is not at all safisfied, and 5 is very safisfied. Prompt (SCALE)

Section C = Customer Experience [CX])

Q5a. In the past 12 months, have you personally contacted or dealt with Wollondilly Shire Council - be it
in person, over the phone, or online/via email = for any of the following issues or reasons? Please
answer yes or no as | read each one. PFrompt, MR

Posifion | Answers Notes

1 Paymant for services [rates, permits, etc.)

2 Waste management and recyeling

3 Trenes

4 Planning and develaprmeant

3 Roads/footpaths/drains

& Obtaining advicafinformation

7 Booking a council facility

B Pet registration

? llergal dumping

10 rMaking a complaint

1 Infringaments

12 Community inifiatve/program

13 Other |plecse spacily] Go to GSai

14 (Do WOT Prampt] Mo/Morne of thase Exclusive (Bkip o QE)
@5ai. Other (Please specify) (TEXT)

Posifion | Answers Notes

1 5 lirveas

@5b. [Ask if more than one selected on G5a] Which ane of those issues was your most recent reason for
contacting Council? (Only show and prompt for the items selected on Q5a. 5R)

Position | Answers HNotes

1 Paymeant for services [rates, permits, ete.)

2 waste management and recycling

3 Trenes

4 Planning and develaprmeant

5 Roads/footpaths/drains

& Obtaining advicefinforrmation

7 Baoking a council facility

B Pet registration

2 llergal dumping

10 Making a complaint

11 Infringaments

12 Cammunity inifiatve/program

13 Other |please speacily] Pipad from Q5ai
14 (Do MOT Prampt] Ma/Mone of ihese Exclusive

Scale Answers HNotes
1 1 - Mot at all safished
2 2
3 3
4 4
5 3 - Vary sofished
Position | Answers Notes
1 Council’s effarts to infarm residents
2 Council’s effarts to consult andfor involve
residents
3 Council’s afforts to respond to residents

23



@5C.

Thinking of youw mosl recenl contacl wilh Council, how many separnale inleroclions did you have

with Council through the following channels? Flease answer as | read each option. Prompt

Position | Answers [ 3 4 5 or more

1 Telephions

2 Visited Council

3 Letler in the post

4 Ermicail

3 Coauncil’s sacial meadia

& Council’s webesite

7 Cauncil’s Customer Parta

B Other [Please spacily] Go to Q5ci
Q5ci. Other (Please specify) (TEXT)

Posifion | Answers Hotes

1 5 lines

Q5d. Owverall, how satisfied, if at all, were you with the outcome/resolution of your dealings with Council

about your issue? Prompt

Value | Answers Notes
5 Very satiehed

4 Saxtisfied

3 Samewhal sofiched

2 Mot very safisfied

1 et at all satiehed

G5e. And overall, how safisfied, if at all, were you with the service you received from Council? Prompt

Value | Answers Notes
5 Very satiehed

4 Satisfied

3 somewhal satiched

2 Mot very satisfied

1 Mot af all satiehed

Qba.  [Ask if by “telephone’ or 'visited Council' at Q5c¢] Thinking about your most recent phone call (K code
1 on Q5c) or visit (i code 2 on @5¢c) to Council, how satisfied were you with the following on a scale
of 110 5, where 1 is not at all satisfied and 5 is very satisfied?

(Prompf, Randomisea)
(if both codes 1 and 2 on Qéc, likely creafe logic to ask about 'visit Council’ as this is rarer)

Position Answers Not af all Very
Satisfed
1 2 3 4 5
1-Tirrwe Wail time for a stalf member o start

assisting you

2-Tirm fresolution

Time taken to resolve youw contact

3 - Responsive

Staff meamber was willing to assist

4 - Responsive

Staff member understood youw neads

5- Accurocy

Stalf meamber was knowledgeable

&=
Accuracy fresolution

Stalf member clearly explained the nesxt
shaps

7 - Accass

The eate of the interaction avarall Always asked last

Qéai. What could be done to improve your experience?

Position | Answers

HNotes

1

5 linas

Qib.  [Ask if by "website’ "social media’, "emall’, or "Council’s Customer Portal' at Q5c] When you dealt with
Council online (via website/social media/email/customer portal from Q5c), how satisfied were you
with the following on a scale of 1 to 5, where 1 is not at all satisfied and 5 is very satisfied? (Prompt.

randomise)
Position Answers Not af ail Very
Satisfied Satisfied
1 2 3 4 5
1 - Tirme Tirma taken to receive a responsa 1o your
requast/enguiry
2- Accuracy The information was enderstandable and
accurale
3 - Rasolution | understood what 1o do nest
4 - Accass It was @asy to find the infomation needad
5- Accass Crverall, it wezs @aty to be able to complete Always asked last

iy onling ragquett

Qébi. What could be done to improve your experience?

Position | Answers

Hotes

1

5 linas

94



Qr. Thinking about this most recent contact with Council, how likely would you be to speak positively
about the experience to a friend or relalive? Please answer on a scale of 0 fo 10, where 0 is 'Not at
all ikely” and 10 is 'Extremely likely'. [5R)

Value | Answers Motes
o Mot at all likehy
1

2

3

4

5

&

7

B

?

10 Extramaealy likely

Q8. [Ask Alll How would you most prefer to hear from Council in the future? Please answer yes or no as |
read each one. (PFrompt, randomise, MR)

alue | Answers MNoftes

Latter via the post

Social Media

Maobile phome App

Ermcil

Councl Wabsite

v

1

2

3

4 Telaphone
5

&

7 In parson, lace to lace
B

Council Custarmaer Porta

Online lcal newspopsers

[

10 Hard copy kocal néwspapsars

11 Fhysical notice board in town centres and
community hubs

12 None of these [Do not prompt) Exclusive

Mew Secfion = Community Forum and Council Meeting start times

The Mayor and Councillors hold two public meefings each month. A Community Forum where members of
the public can come and speak on the Agenda items and other matters of interest, and a Council Meeating
where the Council formally considers and makes decisions on the Agenda.

Q%a. Community Forum sessions currenfly commence at :30pm and community members can speak to
the forum online or in person. These sessions can also be viewed online later.

Prior to this call were you aware of thal?

Posifion Answers Notes
1 Yas
2 Me

Q7b. Would you prefer a different start time for Community Forums?

Position Answers Hotes
1 Ty

2 Mo

3 Don't mind

Q7. [Askit @%b = Yes] What time would you prefer?

Position | Answers Hotes
1 1 line

Q%d. Council meetings curently commence at 3.30pm and can be attended as an observer only aither in
person or online. These sessions can also be viewed online later.

Prior to this call were you aware of thal?

Pasition Answers Hotes
1 T
2 Ma

Q%e. Would you prefer a different start time for Council Meefings?

Paosition | Answers Notes
1 Y

2 Mo

3 Dan't mird

Q9.  [Askif Q%e = Yes] What fime would you prefer?

Posifion | Answers Notes
1 1 line

Section E =D hi i Profiing Questi

Q10a. Please stop me when | read out your age group: Prompt (SR)

Position | Answers Hotes
1 18— 34

2 35— 49

3 50 - &4

4 65 yaars and over

Q10b. Which of the fellowing best describes the dwelling where you are currently living? Prompt (SR)

Answers Haotes
IM'Wa ownj/are currantly buying this property
I/'wWa cumantly rent this proparty

Oither [please spacify]

r,.:m—-E
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Q10c. How long have you lived in the Wollondilly Shire area? Prompt (3R)

Posifion | Answers Notes
1 Less than 2 yéars

2 2-5yeors

3 &= 10 years

4 11 = 20 years

5 More than 20 years

Q10d. Gender (determine by voice): (5R)

Position | Answers Notes
1 Male
2 Famale

As a parficipant in this research, you may be invited to participate in further community consultation, such
as focus groups, about specific issues.

Al this stage we are developing a register of interest for future consultations.

Q11a. Would you be inferested in registering your interest in being contacted by Wollondilly Shire Council
to parficipate in fulure consultations? (SR)

Position | Answers MHotes
1 Yas
2 Mo Go o and

Q11b. May | please confirm your contact debails? (5R)

Posifion | Answers Hotes
1 First niarme 1 Line
2 Lexst marme 1 Lire
3 Phona nurmibeer 1 Lire
4 Ermail address 1 Line

Thank you for your time and assistance. This market research is carried out in compliance with the Privacy
Act, and the information you provided will be uvsed anly for research purposes. Just to remind you, | am
calling from Micromex Research (1800 63% 59%) on behalf of Wollendilly Shire Council.

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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Telephone: (02) 4352 2388
Web: www.micromex.com.au

Email: stu@micromex.com.au
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