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Why?

When?

Background & Methodology

Assess and establish community priorities and level of satisfaction in relation to Councll
services and facilities

Understand and identify community goals for the Ballina Shire Council LGA
ldentify the community’s overall level of satisfaction with Council performance
Explore and understand resident experiences contacting Council

|ldentify the community’s level of agreement with statements regarding the
Ballina Shire Council area

Telephone survey (landline and mobile) to N = 505 residents

84 acquired through number harvesting (44 collected this year, and 40 from previous
number collection sheefts)

We use a 5 point scale (e.g. 1 = not at all satisfied, 5 = very satisfied)

Greatest margin of error +/- 4.4%

« Implementation 7" - 14t October 2020



Sample Profile

The sample was weighted by age and gender to reflect the 2016 ABS
community profile of Ballina Shire Council.

Gender Age

31%

28%

23%

. .

m 18-34 m 35-49 m 50-64

Male 47%

Female 53% ﬂ

Suburb
canc [ -~ 4 )
Telephone survey
asstorvile [ 22% )
with N = 505
Lennox Head _ 18%

Ballina Shire
Rural/Other 15% residen‘l-s

®
o - /

*Other Towns

*Nofe: 'Other fowns' include Wordell, Wollongbar and Skennars head.
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Key Findings: Summary Stats

Overall Council Performance Lifestyle Within The Area
Overall Performance Quality of Life = . /
90% were at least somewhat satisfied 97% of residents rated their quality
with the performance of Council over of life as good to excellent.

the last 12 months.

Overall Communication

79% were .GT least somewnhat 43% of residents most valued
satisfied with the level of .
the natural environment the

communication Council area orovides
currently has with the P - \
l

Natural Environment

community.

High Performers
Overall Contact Agreement was highest for ‘quality

83.’,?]%]: resid;en’rs ’rho’rTrlnodTe con’roﬁ’r ; of life’, 'the area has an attractive
with \ouncil were atledst somewna appearance’ and ‘it is a safe
satisfied with the way their contact .
place to live’'.
was handled.

The above infographic provides a brief summary of performance and lifestyle results.



Connected
Community

CCi WE FEEL SAFE

Ensure adequate plans are in place
for natural disasters and
environmental changes

Monitor the built infrastructure and
the services delivered to the
community to ensure relevant
standards are being met

WE FEEL CONNECTED TO THE
COMMUNITY

THERE ARE SERVICES AND FACILITIES
THAT SUIT OUR NEEDS

Support improved health outcomes
by providing equitable access to
sporting, recreational and
community facilities

Comparison To The Ballina
Shire CSP

WAANS
%
AN

WE FEEL SAFE CC1.1

85% were at least somewhat satisfied with 'crime prevention and law and
order initiatives’, this measure has significantly decreased in importance since
2018. 77% of residents agree that ‘it is a safe place to live’. Although ‘health
facilities are sufficient’ is higher than our benchmark only 56% of residents
agreed with this statement.

WE FEEL CONNECTED TO THE COMMUNITY CC2.1

Agreement is moderate for ‘there is a sfrong community spirit in
the area’(64%), 'people volunteer and get involved in their
community’ (64%) and ‘if there was a problem in my community
people would band together to solve it’ (60%).

WE FEEL CONNECTED TO THE COMMUNITY CC2.2
T3 box satisfaction for ‘festival and event
management’ is 83%.

WE FEEL CONNECTED TO THE COMMUNITY CC2.3
Satisfaction with ‘disability access’ (89%) has significantly
increased since 2018.

THERE ARE SERVICES AND FACILITIES THAT SUIT OUR NEEDS CC3.1
Satisfaction with ‘aged services’ (95%) is significantly higher than
our benchmarks.

THERE ARE SERVICES AND FACILITIES THAT SUIT OUR NEEDS CC3.2
Agreement for ‘there is a wide range of recreation and leisure
opportunities’ (71%) significantly exceeds our benchmarks.



Prosperous
Economy

WE ATTRACT NEW BUSINESS AND VISITORS

MY BUSINESS CAN GROW AND DIVERSIFY

Facilitate a range of Council business
activities to support economic
development

Provide efficient and cost effective
regulatory environment for doing
business

IMPROVE LIVEABILITY IN THE SHIRE

Improve connectivity within the shire

Comparison To The Ballina
Shire CSP

giy

WE ATTRACT NEW BUSINESS AND VISITORS PE1.1

Resident satisfaction with ‘quality of fown centres and public spaces’
(?3%) is significantly higher than our benchmark and has increased
significantly since 2018. In addition, 87% agree that ‘the area has an
aftractive appearance’ and ‘tourism is promoted well’ (62%).

WE ATTRACT NEW BUSINESS AND VISITORS PE1.2,3 &

MY BUSINESS CAN GROW AND DIVERSIFY PE2.1

‘Economic development’ (84%) has significantly increased
in terms of satisfaction since 2018. However, agreement is
low for ‘industry and business development is working
well'(42%). The scores for ‘there are enough employment
opportunities’ (23%) and ‘there is enough transport’ (17%)
were below our regional benchmarks.

IMPROVE LIVEABILITY IN THE SHIRE PE3.1
47% agree that ‘development overallis well planned and
well managed’. This score exceeds our benchmark norms.

IMPROVE LIVEABILITY IN THE SHIRE PE3.3

Satisfaction with ‘affordable housing’ was split (48%), and agreement
with the statement ‘quality housing is both available and affordable’
(17%) is significantly below the regional benchmark.



Engaged
Leadership

OUR COUNCIL WORKS WITH THE
COMMUNITY

Actively advocate community issues to
other levels of government

COUNCIL’'S FINANCES AND ASSETS ARE
WELL MANAGED

Utilise modern operating systems and
apply contemporary practices

Provide effective risk and safety
practices

WE ARE ALL VALUED CUSTOMERS

Encourage a motivated and adaptive
workforce

Comparison To The Ballina
Shire CSP

OUR COUNCIL WORKS WITH THE COMMUNITY EL1.1
‘Opportunities to participate in decision making' (66%) is on par
with our benchmark and is an important contributor of overall
satisfaction.

OUR COUNCIL WORKS WITH THE COMMUNITY EL1.2

95% of residents are at least somewhat satisfied with Council’s
level of communication. This is also the critical driver of overall
satisfaction.

COUNCIL'S FINANCES AND ASSETS ARE WELL MANAGED EL2.1
Satisfaction with ‘financial management’ (87%) is significantly
higher than the coastal/regional benchmark.

WE ARE ALL VALUED CUSTOMERS EL3.1

83% of residents who had contacted Council in the L12m were
at least somewhat safisfied with the way their contact was
handled.

WE ARE ALL VALUED CUSTOMERS EL3.2
Satisfaction with *Council’s customer service'(84%) is a important
contributor to overall satisfaction.



Comparison To The Ballina

Healthy Shire CSP
Environment

WE UNDERSTAND THE ENVIRONMENT
WE UNDERSTAND THE ENVIRONMENT HE1.1

48% of residents agree with the statement ‘environmental issues
are handled well.’

WE UNDERSTAND THE ENVIRONMENT HE1.2
Satisfaction is high with ‘overall health of the Richmond
River'(78%). This has significantly improved since 2018 and is a

WE USE OUR RESOURCES WISELY driver of overall satisfaction.

Implement total water cycle

management practices
WE UNDERSTAND THE ENVIRONMENT HE1.3
Reduce and reuse our resources Satisfaction with ‘beaches and foreshores', 'parks and sporting
facilities’, and ‘dog exercise areas’ have increased since 2018
and exceed our benchmarks. 51% of residents agree with the

Pursue innovative technologies . .
e statement ‘the areas heritage is well conserved.’

OUR BUILT ENVIRONMENT BLENDS WITH THE
NATURAL ENVIRONMENT

OUR BUILT ENVIRONMENT BLENDS WITH THE NATURAL
ENVIRONMENT HE3.1

47% agree ‘development overall is well planned and well
managed’ and 67% are at least somewhat satisfied with
‘management of development.’

Match infrastructure with development

OUR BUILT ENVIRONMENT BLENDS WITH THE NATURAL

ENVIRONMENT HE3.2

Agreement with ‘the natural environment is well managed’ (68%) is
significantly higher than our benchmark norms.

10



Summary & Recommendations

It is evident that Ballina Shire Council
is perceived to be generally working
well.

« The balance of services delivery
appears to be well aligned with
the needs of residents.

« Opportunity areas for the most part
revolve around future planning for
the Ballina Shire LGA.

ballina

shire council

Communication and engagement
remain important touchpoints for all
levels of the organisation, both elected
and administrational.

A continuation of current practises with
an increased focus on maximising
saliency via active communication
channels, should continue to strengthen

performance scores.
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Performance of Council

1. Performance of Council

2. Summary of Council Services & Facilities

3. Comparison to Micromex Benchmarks

4. Agreement Statements

5. Contact with Council

6. Importance of, and Satisfaction with, Council

Services & Facilities
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Overview - Overall Satisfaction

Q7. 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?

T3B Satisfaction Scores

93% 94% 94%
90% 87% 85% I I 88% I

2020 2018 2017 2016 2014 2012 2008

Mean ratings 3.58 3.46 3.50 3.66 3.65 3.50 3.71
Very satisfied (5)
Satisfied (4)
Somewhat satisfied (3)
Not very satisfied (2)
Not at all satisfied (1)

0% 20% 40% 60%

m 2020 (N = 505) 2018 (N = 505)
Scale: 1 = not at all safisfied, 5 = very satisfied

AV = Assignificantly higher/lower level of safisfaction (by year)

90% of residents are at least ‘somewhat satisfied’ with the performance of Council. Since 2017
satisfaction has continued to improve.
14



Overall Satisfaction

Q7. 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?

2000 2018 Mdle Female 1834 3549 50-64 65+  Altonvile Baling onnoX  Other  Rural/

Head tfowns other
Mean ratings 3.58 3.46 3.52 3.64 3.36 3.58 3.54 3.74A 3.52 3.64 3.49 3.69 3.58
Base 505 505 238 267 21 114 143 158 112 176 90 50 77
Very satisfied (5) _ 13%
9%
satisiioct (<) TR,
41%
- - EE ~ :
Somewhat satisfied (3) Ballina Micromex LGA
35% Shire Benchmark —
Council Coastal/Regional
Not very satisfied (2) - /% 1% Mean ratings 3.5871 3.38
T3 Box 920% 85%
Not at all satisfied (1) W s Base 505 1291E
4%
0% 20% 40% 60%
B Ballina Shire Council (N = 505) MMX Coastal/Regional Benchmark (N =15,518)
Scale: 1 = not at all satisfied, 5 = very satisfied
AV = Assignificantly higher/lower level of safisfaction (by group) 11 = A significantly higher/lower level of satisfaction (compared to the Benchmark)

Ballina Shire Council is performing above our Coastal/Regional Benchmark, this is a positive
result. Older residents are significantly more satisfied with the performance of Council over the

last 12 months. s



Quality of Life

Q2. Overall, how would you rate the quality of life you have living in the Ballina Shireg
2020  Male Female 1834 3549 50-64 65+  Astonvile Baling  onox  Other  Rural/
Head towns other
Mean ratings 5.31 5.30 5.32 5.19 5.45 5.26 5.32 5.33 5.33 549 A 5.36 5.00v
Base 505 238 267 91 114 143 158 112 176 90 50 77
I, 51
Excellent (6) 317
I -/
Very good (5) 4%
_ 12%
Good (4) ’ 21% Ballina Micromex LGA
Shire Benchmark —
Council Regional
Fair(3) M 2%4 . g
° Mean ratings 5317 4.96
Poor (2) I }Z’ T3 Box 97% 94%
Base 505 4,861
0%
Very poor (1) A%
0% 20% 40% 60%
m Ballina Shire Council (N = 505) MMX Regional Benchmark (N = 4,861)
Scale: 1 = very poor, é = excellent
A ¥ = Asignificantly higher/lower quality of life (by group) 11 = Assignificantly higher/lower quality of life(compared to the Benchmark)

97% of Ballina Shire residents have rated their quality of life as ‘good’ - ‘excellent’, this is higher
than our Regional Benchmark norms. Those living in Lennox Head had a significantly higher

quality of life than other areas. .



Summary of Council Services & Facilities

1. Performance of Council

2. Summary of Council Services & Facilities

3. Comparison to Micromex Benchmarks

4. Agreement Statements

5. Contact with Councill

6. Importance of, and Satisfaction with, Council

Services & Facilities
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Importance & Satisfaction — Key Trends

Compared to 2018 research, there were significant decreases in Over the same period there has been a significant increase in
residents’ levels of importance for 20 of the 41 comparable resident satisfaction for 16 of the 41 comparable services/facilities
services/facilities provided by Council, being: provided by Council, specifically:
2020 2018 2020 2018
General garbage collection 4.61 475 Swimming pools 4.53  4.°27
Roads 455 | 472 Ballina Byron Gateway Airport 429 403
Water supply 442 | 4.62
Long term planning 440 458 Beaches and foreshores 422 401
Crime prevention and law and order initiatives 438  4.65 Boating facilities (recreation/professional) 413 387
Ballina Byron Gateway Airport 430 448 Sewerage management and recycled water 405 3.85
Parking 424 | 450 Parks and sporting facilities 3.93  3.69
Financial management 419 @ 4.43 ) )
Drainage/flood management 417 435 Quality of town centre and public spaces 3.86 3.69
Management of development 409 434 Aged services 386 3.46
Tourism monogemenT 4.05 4.20 Dog exercise areas 3.76 3.36
Economic development 400 4.18 Disability access 371 3.5
Opportunities to participate in Council decision making = 4.00 @ 4.19
Affordable housing 399 434 Roads 3.52 | 3.18
Public toilets 3.95 4.15 Financial management 3.50  3.25
Aged services 3.94 431 Crime prevention and law and order initiatives 3.49 3.25
Festival and event management 359 | 380 Environmental and sustainability initiatives 3.49 3.29
Youth services 3.51 3.73 ‘
Playgrounds 348 373 Economic development 3.45  3.23
Child care services 3.06 3.41 Overall health of the Richmond River 3.24 291
Scale: 1 = not at allimportant, 5 = very important Scale: 1 = not at all satisfied, 5 = very satisfied

Significant declines in importance and increases in satisfaction is a healthy signal of Council
performance.
18



Importance & Satisfaction — Highest/Lowest Rated
Services/Facilities

Importance Satisfaction
The following services/facilities received the highest The following services/facilities received the highest
importance mean ratings: satisfaction mean ratings:
Top 5 for importance Mean T2 Box Top 6 for satisfaction Mean T3 Box
General garbage collection 4.61 94% Swimming pools 4.53 77%
Beaches and foreshores 4.59 92% Water supply 4.32 76%
Ballina Byron Gateway Airport 4.29 7%
Recycling opftions 4.58 920%
Libraries 4.27 95%
Roads 4:55 70% Beaches and foreshores 4.22 5%
OVerO” heO”h Of The R|Chmond R|Ver 4.49 87% Gener0| gOrbOge Couec‘hon 422 93%
The following services/facilities received the lowest The following services/facilities received the lowest
importance mean ratings: safisfaction mean ratings:
Bottom 5 for importance Mean T2 Box Bottom 5 for satisfaction Mean T3 Box
Child care services 3.06 44% *Affordable housing 2.49 48%
Boating facilities (recreation/professional) 3.08 44% Opportunities to participate in Council 294 66%
decision making
Dog exercise areas 3.29 52% Management of development 3.03 67%
Playgrounds 348 57% Overall health of the Richmond River 324 78%
Community centres and public halls 3.49 49% Long term planning 3.24 77%
. . . Scale: 1 = not at all satisfied, 5 = very safisfied
Scale: 1 =not at allimportant, 5 = very important *Note: When referring to ‘affordable housing' residents often associate this with the price of land/housing.

The above analysis identifies the highest and lowest rated services/facilities in terms of
importance and satisfaction. 4 of the top 5 for importance belong to the infrastructure pillar.
19



Identifying Priorities via Specialised Analysis

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

By examining these approaches to analysis, we have been able to:

o Identify and understand the hierarchy of community priorities

) Inform the deployment of Council resources in line with community aspirations

Performance Gap Analysis

Quadrant Analysis

Shapley Regression Analysis

Determine the services/facilities that drive
overall satisfaction with Council

Step 1. Performance Gap Analysis (PGA)

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 Ballina
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 ferms of resident satisfaction. Those services/facilities that
have achieved a performance gap of greater than 20% may be indicative of areas requiring future optimisation. 20



Performance Gap Analysis

With the exception of 'Affordable housing’ the performance gaps for Ballina Shire Council are marginal.
This would suggest that for the most part, service priorities and deliverables are matching to the community’s needs and requirements.

Performance Gap

Service/Facility Importance T2 Box Satisfaction T3 Box (Importance -
Satisfaction)

Human services Affordable housing 70% 48% 22%
Infrastructure Overall health of the Richmond River 87% 78% 9%
Corporate services

and management Management of development 74% 67% 7%
Infrastructure Roads 0% 83% 7%
Ceperai® senees Long term planning 82% 77% 5%

and management
Infrastructure Recycling options 920% 86% 4%
Corporate services Oppqr’funmes ’rp participate in Council 69% 66% 3%

and management decision making
Infrastructure General garbage collection 94% 93% 1%

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 A for full Performance Gap Ranking 21



Quadrant Analysis

Step 2. 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 satisfaction to identify where the facility or service should
be plotted.

On average, Ballina Shire Council residents rated services/facilities less important than our Benchmark, and satisfaction was, on average, higher.
Another sign that Ballina Council is generally performing well.

. . . Micromex Comparable
_ pellina Shire Gounc Coastal/Regional Benchmark

Average Importance 72% 79%
Average Satisfaction 86% 80%

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

Explaining the 4 quadrants (overleaf)

Attributes in the top right quadrant, MAINTAIN, such as ‘general garbage collection’, 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 ‘overall health of the Richmond River' are key concerns in the eyes of your residents. In the
vast majority of cases you should aim fo improve your performance in these areas to better meet the community’s expectations.

Attributes in the bottom left quadrant, NICHE, such as ‘opportunities to participate in Council decision making', are of a relatively lower priority
(and the word '‘relatively’ should be stressed — they are still important). These areas tend to be important fo a particular segment of the
community.

Finally, atftributes in the bottom right quadrant, COMMUNITY, such as ‘boating facilities’, are core strengths, but in relafive 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 fo 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.

22



Importance

Improve Maintain

Higher importance, lower satisfaction Higher importance, higher satisfaction
1
100% —— Ballina Shire Council Average |
————— Micromex Comparable Coastal/Regional |
Benchmark Average i Generdl garbage
i collection ® Beaches and
| Road o foreshores
I oaas
90% | ) ® Recycling options
Overall health of the |
Richmond River @ i Crime prevention Coastlin Quality of town
! and law and monoooselmeen‘r cenfre and public
' order initiativesg g. spaces ® Water supply
. ‘ Council’'s Environmental and e
[ J ‘ . - [ J
o Long term planning | customer @ sustainability Ballina Bz\ir%:)ﬁo’rewoy
A J . Lo
Porklirﬁﬁ&\ogsee/f\(é%%? jnitiatives ® Support for volunteers
! mono\;em.en’r @ Disability access s "
Relationship with | . . . ewerage managemen
__________________________________________________ etation | nagement - > - S -
o ® Management of indigenous residents Jw. '8;;}&98?%%* lT_?L?r?s?ngrﬁgr?c?gemen’r @ and recycled water
development e Heﬁnoge on'e ° Aged Services
‘ [ J
70% -« Affordable housing (70%,48%) _ - ' Public °
®Opportunities to participate in Council decision | toilets  Economic
making 1 development Cycleways ® ®pgrks and sporting facilities
! and Ig|.qycle
! facilities
! Arts, culture and
0% | entertainment
° ! facilities ¢ Swimming pools g
i Ployg?unds @ Libraries
- Youth ® = @ petival and event
}SGI’VICGEOQ exepélcggogemen’r
|
| areas ® | Community cenires
50% | and public halls
‘ [ J
|
|
|
i @ Child care services ®
! Boating facilities
! (recreation/professional)
40% I
65% 70% 75% 80% 85% 920% 95% 100%
. Niche o Satisfaction _ Community
Lower importance, lower satisfaction Lower importance, higher satisfaction 23



The Shapley Value Regression

Step 3. The Shapley Value Regression

The outcomes identified in stated importance/satisfaction analysis offen tend to be obvious and challenging. No matter how much focus a
council dedicates to ‘maintaining local 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 to change the community’s perception of Council’'s overall performance.

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

Explanation of Analysis

Regression analysis is a statistical tool for investigating relationships between dependent variables and explanatory variables. Using a Shapley
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
attributes 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 Councll

Map stated satisfaction and derived

importance to identify community priority areas

Determine 'optimisers' that will lift overall
satisfaction with Councll

24



Key Drivers of Overall Satisfaction with Council

Dependent variable: Q7. 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?

Opportunities to participate in Council decision making _ 14.4%
Council’s customer service _ 11.4%
Roads  [NEEGN 577

Financial management _ 5.5%

Long term planning _ 5.3%
Quality of town cenfre and public spaces _ 3.4%
Management of development _ 3.4%
Ballina Byron Gateway Airport _ 3.3%

Environmental and sustainability initiatives _ 3.3%

Parks and sporting facilities _ 3.0%

0.0% 4.0% 8.0% 12.0% 16.0%

The results in the chart above identify which services/facilities contribute most to overall satisfaction. If Council can improve
satisfaction scores across these services/facilities, they are likely to improve their overall satisfaction score.

R2 value =50.10

The above measures explain approximately 60% of the variation of overall satisfaction, results
are similar to 2018. In order to get a better understanding, we added a new variable
(satisfaction with the level of communication Council has with the community(Q5)), please see
results overledf...



Key Drivers of Overall Satisfaction with Council

Dependent variable: Q7. 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?

Re-run of previous slide with the inclusion of Q5 (satisfaction with level of communication)

Q5. Satisfaction with The level of communico’rion Council has I 0%
with the community
Opportunities to participate in Council decision making || GTcTCcCcCGGGGGE 0.7~
Roads [ G s.3%
Council’s customer service || EGEGIB@ ¢.2%
Long term planning | TGN 5.1%
Management of development [ 3.6%
Financial management [ 3.5%
Environmental and sustainability initiatives |||} 3.0%
Ballina Byron Gateway Airport - 2.7%
Overall health of the Richmond River [} 2.2%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0%

The results in the chart above identify which services/facilities contribute most to overall satisfaction. If Council can improve satisfaction
scores across these services/facilities, they are likely to improve their overall satisfaction score.

These top 10 services/facilities (so 24% of the 42 services/facilities) account for almost 70% of the variation in overall satisfaction. Therefore,
whilst all 42 services/facilities are important, only a number of them are potentially significant drivers of satisfaction (at this stage, the other 32
services/facilities have less impact on satisfaction — although if resident satisfaction with them was to suddenly change they may have more
immediate impact on satisfaction).

Nofte: Please see Appendix A for complete list R? value = 58.85

These 10 services/facilities are the key community priorities and by addressing these, Ballina Shire Council will improve
overall community satisfaction. The score assigned to each area indicates the percentage of influence each attribute
contributes to overall satisfaction with Council. In the above chart, ‘Roads’ contributes 6% towards overall satisfaction,

while ‘level of communication Council has with the community’ contributes 26%.

26



Stated satisfaction

Mapping Stated Satisfaction and Derived Importance Identifies the
Community Priority Areas

100%
® Ballina Byron Gateway Airport
Optimise
90%
e Financial management
Environm;n‘rol ang e Council’s customer service Q5. Satisfaction vyi‘rh .The
- e ® Roads level of communication
sustainability c h ith 1h

initiatives ouncrhas wi ©

80% Long term community
°
° planning
Overall healthof @
the Richmond
River
70%
° o
Management of e Opportunities fo
development participate in Council
decision making
60%
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%

Derived importance

The above chart looks at the relationship between stated satisfaction (top 3 box) and derived
importance (Shapley result) to identify the level of contribution of each measure. Any

services/facilities below the blue line (shown above) could potentially be benchmarked to target in

future research to elevate satisfaction levels in these areas.

30.0%
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Key Contiributors to Barriers/Optimisers

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

The scores on the negative indicate the conftribution the driver makes to impeding fransition fowards satisfaction. If Council can address these
areas, they should see a lift in future overall satisfaction results, as they positively fransition residents who are currently not at all satisfied to being
satisfied with Council performance.

The scores on the positive indicate the conftribution the driver makes towards optimising satisfaction. If Council can improve scores in these
areas, they will see a lift in future overall satisfaction results, as they will positively transition residents who are currently already ‘somewhat
saftisfied’, towards being more satisfied with Council’s overall performance.

-16.0%  -12.0% -8.0% -4.0% 0.0% 4.0% 8.0% 12.0% 16.0%

Q5. Satisfaction with the level of communico’rion Council has with 11.6% _ 14.5%
the community
Opportunities to participate in Council decision making —8.2%_ 2.5%
Roads 29% B 3.4%
Council’s customer service -2.6% - 3.6%
Long ferm planning -3.7% - 1.3%
Barriers Optimisers
Management of development (49%) 217 I 05% (51%)
Financial management -1.5% I 2.0%
Environmental and sustainability initiatives _2,4%- 0.6%
Ballina Byron Gateway Airport -0.6% I 2.2%
Overall health of the Richmond River -1.1% . 1.1%

Different levers address the different levels of satisfaction across the community
28
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Importance Compared to the Micromex LGA Benchmark

The table below shows the variance between Ballina Shire Council’s top 2 box importance scores and the Micromex LGA Benchmark. We can
see that for those that are lower than Benchmark norms, 3 services, ‘Community cenfres and public halls’, ‘Boatfing facilities
(recreation/professional)’ and ‘Playgrounds’, experienced a negative variance of 220%.

Ballina Shire Micromex LGA

Council Benchmark —

Service/Facility 12 box Coastal/Regiondl Variance
importance score | T2 box importance score

Dog exercise areas 52% 46% 6%
Cycleways and bicycle facilities 67% 73% -6%
Crime prevention and law and order initiatives 84% 0% -6%
Long term planning 82% 89% -7%
Sewerage management and recycled water 74% 81% -7%
Management of development 74% 81% -7%
Economic development 70% 78% -8%
Tourism management 72% 80% -8%
Drainage/flood management 76% 85% -9%
Parks and sporting facilities 67%V 77% -10%
Aged services 73% VY 84% -11%
Financial management 75% VY 87% -12%
Swimming pools 59%V 71% -12%
Festival and event management 56% VY 70% -14%
Libraries 57% VY 71% -14%
Public toilets 71%V 85% -14%
Child care services 44%V 60% -16%
Youth services 56% VY 75% -19%
Community centres and public halls 49%V 69% -20%
Boating facilities (recreation/professional) 44%V 64% -20%
Playgrounds 57% VY 83% -26%

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant
A /V = positive/negative difference equal to/greater than 10% from Benchmark. Please see Appendix A for full list of services/facilities 30



Satisfaction Compared to the Micromex LGA Benchmark

The table below shows the variance between Ballina Shire Council’'s top 3 box satisfaction scores and the Micromex LGA Benchmark. We can see
that for 10 of the comparable services/facilities, residents’ top 3 box scores are significantly higher than the Benchmark score.

Ballina Shire Micromex LGA
Service/Facility Council BENEnTIISlc— Variance
T3 box Coastal/Regional
satisfaction score | T3 box satisfaction score
Roads 83% A 58% 25%
Financial management 87% A 67% 20%
Cycleways and bicycle facilities 91% A 74% 17%
Public toilets 81% A 68% 13%
Parking 81% A 68% 13%
Swimming pools 97% A 85% 12%
Quality of town centre and public spaces 93% A 82% 11%
Dog exercise areas 85% A 74% 1%
Economic development 84% A 73% 11%
Aged services 95% A 85% 10%
Beaches and foreshores 95% 86% 9%
Boating facilities (recreation/professional) 97% 89% 8%
Ballina Byron Gateway Airport 97% 90% 7%
Long term planning 77% 70% 7%
Tourism management 90% 83% 7%
Vegetation management 83% 77% 6%
Support for volunteers 92% 86% 6%
Disability access 89% 83% 6%
Recycling options 86% 92% -6%

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant
A /V = positive/negative difference equal to/greater than 10% from Benchmark. Please see Appendix A for full list of services/facilities 31
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Agreement Statements - Category Ranking

Ranking sorted on average T2B (agree/strongly agree)

Overall (1 statement) 92%
Environment (8 statements) 60%
Community (5 statements) 52%
Governance (3 statements) 46%
Economy (5 statements) 45%
Infrastructure (3 statements) 40%

On average, agreement was highest for the ‘Overall’ pillar (quality of life), with a top 2 box
(agree/strongly agree) of 92%. Whilst on average, residents had lower agreement levels for
statements within the ‘Infrastructure’ pillar.

On the next slide we will look at the highest/lowest ranked statements... 33



Agreement Statements - Highest/Lowest Rated

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,
with each of these statements:

Highest Rated Agreement Statements Lowest Rated Agreement Statements

The area offers a good quality of life Quality housing is both available and affordable

The area has an attractive
appearance
Itis a safe place to live ‘
There is a wide range of
recreation and leisure

opportunities l

The natural environment is well managed There is a clear plan & direction for the future

There is enough public
fransport
There are enough
employment
opportunities
There is good co-operation
between all levels of

government in the area

The highest rated statement was ‘the area offers a good quality of life’ while the lowest areas of
agreement were ‘quality housing is both available and affordable’ and ‘there is enough public

fransport.’
34



Community

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,
with each of these statements:

e8¢
(| _
. ' Ballina T2B Regional
Community T2B rating: 52% 2020 o016  Benchmark 128
It is a safe place to live -2%# 40% - 77% 82% 72%
There is a strong community spirit in the area —Q%I 40% - 64% 63% e
If there was a problem in my community, 3% 379 60% 63% 57%
people would band together to solve it ) °
Arts, entertainment and culture are well ci 41% 46% 47%
catered for °
Quality housing is both available and 14% | 3% 17%\ 21% 53%
affordable °
-40% -20% 0% 20% 40% 60% 80%
B sirongly disagree Disagree Agree B strongly agree
Base: N = 504 - 505 v ° ° ° gy g
Scale: -2 = strongly disagree, 2 = strongly agree
Please see Appendix A for results by demographics 11 = A significantly higher/lower level of agreement (compared to the Benchmark)

77% of residents were in agreement with the statement ‘it is a safe place to live.” Agreement
with ‘quality housing is both available and affordable’ was significantly lower than our Regional

Benchmark norms. a



Economy

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,

with each of these statements: $
M

Ballina T2B

Economy T2B rating: 45% Regional
2020 2016 Benchmark T2B
Tourism is promoted well _3%' 41% - 62% 65% N/A
Education and training opportunities are good 32% - 49%1 48% 37%
High quality and environmentally friendly
industries are encouraged -3% 32% 48% 51% N/A
Industry and business development is workin
! well : ? 34% l 42% 39% N/A

There are enough employment opportunities - 17% I 23% 14% 26%

-40% -20% 0% 20% 40% 60% 80%

Base: N = 504 - 505 | Strongly disagree Disagree Agree | Strongly agree

Scale: -2 = strongly disagree, 2 = strongly agree
Please see Appendix A for results by demographics 11 = A significantly higher/lower level of agreement (compared to the Benchmark)

‘Education and training opportunities are good’ received a significantly higher agreement
rating when compared to our Regional Benchmark.
36



Environment

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,
with each of these statements: ‘w
Environment T2B rating: 60% Baliina T28 Regional

2020 2016 Benchmark T2B

The area has an attractive appearance -1 %I% 36% _ 87%1 86% 70%

There is a wide range of recreation and leisure _
opportunities -1 0% 4% % 7% 58%

The natural environment is well managed -3%.% 44% - 68%1 71% 52%
There are enough good quality open spaces —3%- 39% - 66% 65% 58%
The area’s heritage is well conserved -3%- 37% - 51% 58% 56%
Environmental issues are handled well -4% . 34% - 48% 56% 41%
Development over;?clllri\sgvng/glcljplonned and well - 36% - 47% 49% 40%
Residential development is well managed - 30% - 42% 51% 43%

-40% -20% 0% 20% 40% 60% 80%

| Strongly disagree Disagree Agree | Strongly agree

Base: N = 505
Scale: -2 = strongly disagree, 2 = stfrongly agree
Please see Appendix A for results by demographics 11 = A significantly higher/lower level of agreement (compared to the Benchmark)

Agreement scores for ‘the area has an attractive appearance’, ‘there is a wide range of
recreation and leisure opportunities’, and ‘the natural environment is well managed’ were all

significantly greater than our Benchmark norms. .



Infrastructure

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,
with each of these statements: °
éa i\\!
Infrastructure T2B rating: 40% Ballina T28 Regional

2020 2016 Benchmark T2B

Health facilities are sufficient -
iliti uffici 5% . 1% . 56%1  53% 36%
The road network is effgc‘nve and in good 8% - 35% . 48%1 45% 31%
repair
There is enough public transport - ]3%I 7% 2% S

-40% -20% 0% 20% 40% 60% 80%

| Strongly disagree Disagree Agree | Strongly agree

Base: N = 505
Scale: -2 = strongly disagree, 2 = stfrongly agree
Please see Appendix A for results by demographics 11 = A significantly higher/lower level of agreement (compared to the Benchmark)
Residents agreement scores for ‘health facilities are sufficient’ and ‘the road network is
effective and in good repair’ were rated above our Regional Benchmark. ‘There is enough
public transport’ was one of the lowest ranked statements and fell below our Benchmark
norms. 38



Governance

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,
with each of these statements:

jiii|
Governance T2B rating: 46% Ballina T2B Seciond
2020 2016 Benchmark T2B
People volunteer and get involved in their
0 commugni‘ry 1% 44%
64% 61% 55%
There is a clear plan and direction for the
-6% 28%
future 39% 39% 30%
There is good co-operation between all levels % 28%
of government in the area o ° 34% 32% N/A
-40% -20% 0% 20% 40% 60% 80%
Base: N = 504 - 505 | Strongly disagree Disagree Agree | Strongly agree

Scale: -2 = strongly disagree, 2 = strongly agree
Please see Appendix A for results by demographics

64% of residents agreed with the statement ‘people volunteer and get involved in their
community’.

39



Overall

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you to rate your agreement, or disagreement,
with each of these statements: . e
-Xv

Overall T2B rating: 92%

Ballina T2B Regional
2020 2016 Benchmark T2B
The area offers a good quality of life -1% 35% 72% 73% 74%
-20% 0% 20% 40% 60% 80% 100%

| Strongly disagree Disagree Agree | Strongly agree

Base: N = 505
Scale: -2 = strongly disagree, 2 = strongly agree
Please see Appendix A for results by demographics

The vast majority of residents (92%) agree that ‘the area offers a good quality of life’.

40



Most Valued Aspects of Living in the Shire

QI. What do you value most about living in the Ballina Shire area?

reat

|||t|Es

. |I‘JEnJ~|JItE [mdh va h
Waentanmnty_ =i 1EGIES
weather festyla natura =

place

= fuiet peopi

u i-cl

Natural environment e.g. climate, beauty of the area, river [ . 43%
Cenftral location e.g. proximity to nature, services/facilities _ 19%
Community feel e.g. friendly, family area, togetherness _ 15%
Atmosphere e.g. peaceful, quiet, relaxed [N 14%

Lifestyle the area provides e.g. coastal, rural _ 12%

Availability/quality of services/facilities/activities _ 1%

O% 1 O% 20% 30% 40% 50%
Base: N = 505

Please see Appendix A for complete list of comments.

43% of residents value the ‘natural environment’ when living in the Ballina Shire area.
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Most Valued Aspects of Living in the Shire

QI. What do you value most about living in the Ballina Shire area?

“Beauty of the environmental aspects”

Natural environment e.g. climate,

“Climate, not too
cold or too hot”

beauty of the areaq, river “Natural environment, beaches,
creeks, and rainforest”

"Good beaches”

Central location e.g. proximity “Easy to get around”
to nature, services/facilities

“"Accessibility, for a small area we make
the most of what we have available”

“Convenience close to the shops”

“Close proximity to beach”

Community feel e.g. friendly, “Friendly community” “Family ties to the area”

family areaq, togetherness

"Good neighbours”

“Community inclusiveness”

Atmosphere e.g. peaceful,

"Peace and quiet” "Peacefulness and tranquillity of the area”

quiet, relaxed

“"Good atmosphere and vibes” “Relaxed feel”

Base: N =505
Please see Appendix A for complete list of comments.

43% of residents value the ‘natural environment’ when living in

the Ballina Shire area.




Top Priority Areas for Council to Focus On

Q9. Thinking of the next 10 years, what do you believe will be the most important goal for the Ballina Shire Community to achieve?
maintaining

hetter gads
people

enwmnment
ugc??t%‘::?‘l run u glﬁve!luerpment = gl‘l]Wih
"EE Ssfiising population

Infrastructure

lransmrl

affu

Managing development for the growing population 20%

Environmental and sustainability targets 16%

Affordable and available housing || EGcNGNGNEEEEEEEEEEE
Containment of population growth _ 8%
Attracting/retaining new industry and employment for all ages _ 7%
Road maintenance and development _ 6%
Promoting tourism || GG 5%

Base: N = 505 0% 10% 20%

Please see Appendix A for complete list of comments.

‘Managing development for the growing population’ was the most frequently mentioned goal
for the community in the next 10 years.
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Top Priority Areas for Council to Focus On

Q9. Thinking of the next 10 years, what do you believe will be the most important goal for the Ballina Shire Community to achieve?
“Keep the development in sync “Maintaining small coastal charm while still allowing
with the growing population” for development in aresponsible way”
Managing development for the “Find a balance between future “Better control of
growing population development in the area and quality of life development”
for residents”

“Ensuring the natural “Should have sustainable development and not
environment is preserved” build houses in every part of open land we have”

Environmental and

sustainability targets “All developments should be sustainable

and environmentally friendly and be Balancing development

and the environment”

accessible to the broader community”

“Need more affordable options for housing

su!lgir?ggfel%%d development. need a quicker turn around when
13% Affordable and available affordable housing” registering blocks of land for housing

housing development to stop wasting people's time
/ “Affordable housing for growing population” “Having more affordable homes for
low income families™

Base: N =505
Please see Appendix A for complete list of comments.

‘Managing development for the growing population’ was the most frequently mentioned goal
for the community in the next 10 years.
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Contact with Council

Q4a. Have you contacted Ballina Shire Council in the last 12 months?

2020 2018 Male Female 1834 3549 50-64 5+  Astonvile Baling cnox  Other  Rural/

Head fowns other
Yes (%) 51% 51% 54% 48% 23%Y  57% 63% A 52% 52% 45% 58% 40% 61%
Base 505 505 238 267 91 114 143 158 112 176 90 50 77

No, 49%

Base: N = 505

A V = Assignificantly higher/lower percentage (by group)

51% of residents have had contact with Council in the last 12 months, this is on par with 2018
results. Those aged 50-64 were more likely to have contacted Council.
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Method of Contact

Q4b. (If yes on Q4a), when you made contact with the Council staff was it by:

\ 51%V

Phone

'-‘> 63%

S, M 30%
In person
16%
Email
12%

(o F;

1%
*Council Website I
0%
@ (V) |]%
Q *Social Media (e.g. Facebook direct message)
® 0%
0% 20% 40% 60% 80% 100%

Please see Appendix A for results by demographics w2020 (N = 257) m2018 (N =257 . .
A VY = Assignificantly higher/lower percentage (by year) New question 2020

51% of residents who contacted Council did so via ‘phone’, though fewer residents used phone
than in 2018.
47



Satisfaction with Contact

Q4c. (If yes to Q4a), how satisfied were you with the way that your contact was handled?

2000 2018 Mdle Female 1834 3549 50-64 65+  Altonvile Baling onnoX  Other  Rural/

Head towns other
Mean ratings 3.84 3.58 3.68 4.00 3.62 3.71 3.93 3.88 3.65 3.90 3.84 4.11 3.85
Base 257 257 129 128 21 64 90 82 58 80 52 20 47
- 41%
very satisied (51 T
ery satisfied (5) 3%
- 28%
sotisiod ()
atisfied (4) 27%
Somewhat satisfied (3) _ 14%
17%
Noft very satisfied (2) - 87
13%
Not at all satisfied (1) _ 7%
10%
0% 20% 40% 60%
m 2020 (N =257) 2018 (N =257)

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

83% of residents that made contact with Council were at least ‘somewhat satisfied’ with the
way their contact was handled. These results are on par with previous research.
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Satisfaction with the Level of Communication Council has
with the Community

Q5. How satisfied are you currently with the level of communication Council has with the community @

2020 2018 Male Female 1834 3549 50-64 5+  Astovile Balina cnnox  Other  Rural/

Head towns other

Mean ratings 3.41 3.43 3.38 3.44 296V  3.41 3.35 3.71A 3.46 3.53 3.22 3.29 3.34
Base 505 505 238 267 91 114 143 158 112 176 90 50 77

- 14%

Very safisf ]
ery safisfied (5) 13%
- 39%
satisfied (.
atisfied (4) 38%
I e Benchmerk..
Somewhat satisfied (3) . Shire Benchmark —
32% Council Regional
Mean ratings 3.41 3.32
Not very satisfied (2) _ 15% °
12% T3 Box 79% 80%
o - 6% Base 505 14,365
Not at all satisfied (1)
5%
0% 20% 40% 60%
m 2020 (N = 505) 2018 (N = 505)
Scale: 1 = not at all satisfied, 5 = very satisfied

A VY = Assignificantly higher/lower level of satisfaction (by group)

79% of residents are at least ‘somewhat satisfied’ with the level of communication Council
currently has with the community. The younger age demographic was significantly less
satisfied with the level of communication, this is not unusual as they tend to be more unaware
of Council activities. 49



Preferred Method of Contact From Council

Q6. How would you like to be informed of Council news and activities?

Council publications in the mail (e.g. Community
Connect Newsletter)

Local TV

Council website

Social Media (Facebook direct message)

Radio

Public notice boards

Northern Rivers Times

Community meetings

Ballina Shire Advocate Online

Byron Shire Echo

Northern Star Online

Other

Base: N = 504
Please see Appendix A for results by demographics

0% 20% 40% 60%

‘Other’ specified (5%)

Email

Newspaper

Word of mouth

Direct phone call

Consolation with volunteer groups
Library information centre

Something that doesn't use the
internet

80% 100%

Count

18

77% of residents want to be informed of Council activities by ‘Council publications in the mail’.
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Service Areas

A core element of this community survey was the ratfing of 41 facilities/services in terms of Importance and Satisfaction. Each of the 41
facilities/services were grouped into service areas as detailed below:

Community facilities

Parks and sporting facilities

Libraries

Community centres and public halls
Quality of town centre and public spaces
Swimming pools

Dog exercise areas

Public toilefs

Beaches and foreshores

Boating facilities (Recreation/professional)
Arts, culture and entertainment facilities

Playgrounds

Human services

Child care services

Youth services

Aged services

Relationship with indigenous residents
Support for volunteers

Disability access

Affordable housing

Crime prevention and law and order
initiatives

Infrastructure Corporate services and management

Roads Council’'s customer service

Opportunities to participate in Council

General garbage collection decision making

Recycling options Management of development

Sewerage management and recycled Economic development
water Vegetation management

Cycleways and bicycle facilities Tourism management

Water supply Coastline management

Parking Financial management

Festival and event management

Drainage/flood management ) ) o
Environmental and sustainability initiatives

Ballina Byron Gateway Airport Long term planning

Overall health of the Richmond River Heritage conservation

An Explanation

The following pages detail the Shapley findings for each service areaq, rank services/facilities
within each service area and identify the stated importance and satisfaction ratings by key
demographics.

Importance
For the stated importance ratings, residents were asked to rate how important each of the
criteria was to them, on a scale of 1 to 5.

Satisfaction
Any resident who had rated the importance of a particular criterion a 4 or 5 was then asked
how satisfied they were with the performance of Council for that service or facility. There
was an option for residents to answer ‘don’t know' to satisfaction, as they may not have
personally used a particular service or facility.
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Contribution to Overall Satisfaction with Council’s
Performance

By combining the outcomes of the regression data, we can identify the derived importance of the different Nett Priority Areas.
‘Corporate services and management’ (39%) is the key contributor toward overall satisfaction with Council’s performance.

39.3%
Neftt: Corporate services and management
3.3%
Nett: Q5. Satisfaction with the level of communication 26.1%
Council has with the community
16.3%
Nett: Infrastructure
1.6%
11.2%
Nett: Community Facilities
1.0%
7.0%
Nett: Human services
0.9%
0% 10% 20% 30% 40%
m Nett Contribution B Average service/facility

53



Service Area 1: Community Facilities

Shapley Regression

Contributes to Over 11% of Overall Satisfaction with Council

Nett: Community Facilities || EGcTcGGGEEEEEEEEEEEEEE
Parks and sporting facilities ||l 2.0%
Beaches and foreshores [l 1.3%
Community centres and public halls [l 1.3%
Quality of town centre and public spaces [l 1.3%
Lioraries [l 1.3%
swimming pools [} 1.0%
Playgrounds [} 0.8%
Arts, culture and entertainment facilities [} 0.7%
Dog exercise areas [} 0.7%
Public toilets [} 0.6%
Boating facilities (recreation/professional) | 0.3%

0% 5% 10% 15%



Service Area 1: Community Facilities

Hierarchy of Services/Facilities

Service/Facility Importance T2B Satisfaction T3B

(Ranked high — low on importance)

Beaches and foreshores 92% 95%
Quality of town centre and public spaces 83% 93%
Public toilets 71% 81%
Parks and sporting facilities 67% 92%
Arts, culture and entertainment facilities 59% 85%
Swimming pools 59% 7%
Libraries 57% 5%
Playgrounds 57% 83%
Dog exercise areas 52% 85%
Community centres and public halls 49% 89%
Boating facilities (recreation/professional) 44% 7%

Within the ‘Community Facilities’ service areaq, in terms of importance, ‘beaches and
foreshores’ is considered to be the most important, whilst the ‘boating facilities’ is the facility of
least relative importance.



Service Area 1: Community Facilities

Importance Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Parks and sporting facilities 3.90 3.96 3.85 4.09 4.17 4.03 3.48
Libraries 3.57 3.24 3.85 3.45 3.35 3.60 3.76
Community centres and public halls 3.49 3.31 3.65 3.50 3.22 3.69 3.49
Quality of town centre and public spaces 426 424 4.28 4.47 4.28 422 4.16
Swimming pools 3.63 3.51 3.73 3.84 3.88 3.61 3.35
Dog exercise areas 3.29 3.10 3.45 3.56 3.48 3.27 3.00
Public toilets 3.95 3.73 4.14 4.07 3.90 413 3.75
Beaches and foreshores 4.59 4.58 4.60 4.80 4.77 4.70 4.25
Boating facilities (recreation/professional) 3.08 3.12 3.05 3.24 3.02 3.12 3.01
Arts, culture and entertainment facilities 3.66 3.50 3.80 3.96 3.71 3.63 3.48
Playgrounds 3.48 3.36 3.58 4.10 3.66 3.19 3.26

Alstonville Ballina Lennox Head Other towns Rural/other
Parks and sporting facilities 415 3.98 3.86 3.78 3.49
Libraries 3.86 3.68 3.52 3.43 3.02
Community centres and public halls 3.76 3.54 3.40 3.38 3.15
Quality of town centre and public spaces 4.39 4.32 4.31 4.17 3.97
Swimming pools 3.89 3.74 3.43 3.34 3.42
Dog exercise areas 3.16 3.39 3.33 3.75 2.90
Public toilets 413 3.88 411 3.74 3.78
Beaches and foreshores 4.64 4.53 4.75 4.42 4.62
Boating facilities (recreation/professional) 3.19 3.12 2.80 3.29 3.02
Arts, culture and entertainment facilities 3.73 3.54 3.86 3.61 3.61
Playgrounds 3.76 3.44 3.46 3.59 3.11

Scale: 1 = not at allimportant, 5 = very important
Significantly higher/lower level of importance (by group)



Service Area 1: Community Facilities

Detailed Overall Response for Importance

Parks and sporting facilities

Libraries

Community centres and public halls
Quality of town centre and public spaces
Swimming pools

Dog exercise areas

Public toilets

Beaches and foreshores

Boating facilities (recreation/professional)
Arts, culture and entertainment facilities

Playgrounds

Not at all
important

6%
1%
10%
1%
14%
25%
7%
2%
26%
8%
17%

Not very
important

6%
14%
10%
3%
7%
10%
5%
1%
10%
8%
10%

Somewhat
important

19%
19%
31%
13%
20%
14%
17%
5%
21%
25%
17%

Important

26%
21%
21%
34%
21%
17%
29%
19%
17%
28%
23%

Very
important

4%
36%
28%
49%
38%
35%
42%
73%
27%
31%
34%

Base

505
505
505
505
505
505
505
505
505
505
505
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Service Area 1: Community Facilities

Satisfaction Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Parks and sporting facilities 3.93 3.98 3.87 3.84 3.82 3.93 4.10
Libraries 4.27 4.05 4.41 4.05 4.32 4.20 4.40
Community centres and public halls 3.86 3.84 3.88 3.93 3.91 3.69 3.97
Quality of town centre and public spaces 3.86 3.83 3.89 3.73 3.67 3.87 4.09
Swimming pools 4.53 4.50 4.55 4.83 4.33 4.49 4.56
Dog exercise areas 3.76 3.68 3.82 3.75 3.42 3.86 3.98
Public toilets 3.41 3.43 3.39 2.93 3.15 3.58 3.73
Beaches and foreshores 4.22 413 4.30 4.20 4.28 4.18 4.23
Boating facilities (recreation/professional) 4.13 4.11 4.15 4.16 4.07 4.14 415
Arts, culture and entertainment facilities 3.50 3.45 3.54 3.33 3.35 3.48 3.80
Playgrounds 3.51 3.48 3.54 3.45 3.15 3.51 3.91

Alstonville Ballina Lennox Head Other towns Rural/other
Parks and sporting facilities 3.93 3.97 3.87 4.03 3.78
Libraries 3.99 4.46 4.34 4.33 413
Community centres and public halls 3.69 4.05 3.52 4.52 3.79
Quality of town centre and public spaces 3.87 3.90 3.61 412 3.89
Swimming pools 4.71 4.56 4.22 4.49 4.53
Dog exercise areas 4.07 3.69 3.28 4.00 3.98
Public toilets 3.46 3.53 3.03 3.71 3.40
Beaches and foreshores 4.45 4.27 4.00 4,11 412
Boating facilities (recreation/professional) 4.20 4.28 3.95 4.14 3.87
Arts, culture and entertainment facilities 3.68 3.47 3.23 3.91 3.40
Playgrounds 3.77 3.50 3.21 3.75 3.21

Scale: 1 = not at all satisfied, 5 = very satisfied
Significantly higher/lower level of satisfaction (by group)



Service Area 1: Community Facilities

Detailed Overall Response for Satisfaction

Parks and sporting facilities

Libraries

Community centres and public halls
Quality of town centre and public spaces
Swimming pools

Dog exercise areas

Public toilets

Beaches and foreshores

Boating facilities (recreation/professional)
Arts, culture and entertainment facilities

Playgrounds

Not at all
satisfied

2%
3%
4%
1%
1%
6%
5%
1%
1%
7%
6%

Not very
satisfied

6%
2%
8%
6%
2%
9%
14%
4%
3%
8%
10%

Somewhat
satisfied

18%
9%
18%
23%
5%
19%
32%
13%
17%
27%
31%

Satisfied

46%
38%
41%
45%
28%
35%
32%
38%
41%
44%
31%

Very
satisfied

28%
48%
30%
25%
64%
31%
17%
44%
39%
14%
21%

Base

339
282
243
417
295
252
351
463
214
295
284
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Service Area 2: Infrastructure

Shapley Regression

Contributes to Over 16% of Overall Satisfaction with Council

Nett: Infrastructure

Roads

Ballina Byron Gateway Airport
Overall health of the Richmond River
Cycleways and bicycle facilities
Parking

Drainage/flood management
Water supply

Recycling options

General garbage collection

Sewerage management and recycled water
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Service Area 2: Infrastructure

Hierarchy of Services/Facilities

Service/Facility Importance T2B

(Ranked high — low on importance)

Satisfaction T3B

General garbage collection 4% 93%
Recycling options 90% 86%
Roads 90% 83%
Overall health of the Richmond River 87% 78%
Water supply 84% 96%
Ballina Byron Gateway Airport 82% 97%
Parking 79% 81%
Drainage/flood management 76% 82%
Sewerage management and recycled water 74% 94%
Cycleways and bicycle facilities 67% 91%

Within the ‘Infrastructure’ service areaq, in terms of importance, ‘general garbage collection’ is
considered to be the most important, whilst the ‘cycleways and bicycle facilities’ is the facility
of least relative importance.



Service Area 2: Infrastructure

Importance Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Roads 4.55 4.46 4.63 4.77 4.50 451 4.50
General garbage collection 4.61 4.5]1 4.71 4.72 4.52 4.66 4.58
Recycling options 4.58 4.49 4.65 493 4.50 4.61 4.39
sewerage management and recycled 4.09 4.09 4.10 4.55 3.92 4.06 3.98

water

Cycleways and bicycle facilities 3.85 3.79 3.91 3.88 4.10 3.92 3.61
Water supply 4.42 4.39 4.45 4.65 4.33 4.40 4.38
Parking 4.24 4.08 4.39 4.42 4.04 4.24 4.28
Drainage/flood management 4.17 4.09 4.25 4.48 3.91 431 4.06
Ballina Byron Gateway Airport 4.30 4.10 4.48 4.20 4.34 4.29 4.34
Overall health of the Richmond River 4.49 4.4] 4.57 4.57 4.52 4.54 4.39

Alstonville Ballina Lennox Head Other towns Rural/other
Roads 4.54 4.57 4.44 4.72 4.54
General garbage collection 4.67 4.63 4.55 4.64 4.57
Recycling options 4.55 4.55 4.63 4.81 4.45
Sewerage management and recycled 414 431 434 401 3.99

water
Cycleways and bicycle facilities 3.84 3.99 3.98 3.73 3.49
Water supply 4.41 4.68 4.71 4.54 3.44
Parking 4.25 4.41 4.11 4.42 3.87
Drainage/flood management 4.15 4.35 3.97 4.50 3.81
Ballina Byron Gateway Airport 4.53 4.28 4.39 4.37 3.85
Overall health of the Richmond River 4.54 4.49 4.46 481 426
Scale: 1 = not at allimportant, 5 = very important

Significantly higher/lower level of importance (by group)



Service Area 2: Infrastructure

Detailed Overall Response for Importance

Roads

General garbage collection

Recycling opfions

Sewerage management and
recycled water

Cycleways and bicycle facilities

Water supply

Parking

Drainage/flood management

Ballina Byron Gateway Airport

Overall health of the Richmond River

Not at all
important

2%

1%

1%

8%

8%

6%

3%

5%

5%

2%

Not very
important

1%

1%

2%

5%

8%

2%

3%

4%

3%

1%

Somewhat
important

7%

5%

7%

13%

18%

8%

15%

16%

10%

9%

Important

20%

23%

20%

19%

24%

12%

25%

21%

22%

18%

Very
important

70%

71%

70%

55%

43%

72%

54%

55%

60%

69%

Base

505

505

505

505

505

505

505

505

505

505
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Service Area 2: Infrastructure

Satisfaction Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Roads 3.52 3.53 3.51 3.45 3.46 3.51 3.61
General garbage collection 4.22 4.28 417 4.32 4,06 4.05 4.44
Recycling options 3.82 3.88 3.77 3.59 3.75 3.63 4.21
Sewerage management and recycled 405 3.99 410 4.23 3.85 401 401
water
Cycleways and bicycle facilities 3.90 3.82 3.97 3.42 3.92 4.00 4.04
Water supply 4.32 4.27 4.36 4.4] 4.39 4.23 4.29
Parking 3.48 3.35 3.59 3.13 3.48 3.53 3.64
Drainage/flood management 3.47 3.46 3.49 3.27 3.26 3.50 3.70
Ballina Byron Gateway Airport 4.29 4.20 4.35 4.10 4.23 4.27 4.43
Overall health of the Richmond River 3.24 3.20 3.27 3.51 3.18 3.11 3.24

Alstonville Ballina Lennox Head Other towns Rural/other
Roads 3.59 3.60 3.38 3.62 3.32
General garbage collection 4.33 4.33 3.94 4.38 4.03
Recycling options 3.92 3.95 3.42 412 3.69
Sewerage management and recycled 403 421 384 3.99 3.47
water
Cycleways and bicycle facilities 3.66 412 3.92 3.92 3.64
Water supply 4.38 4.35 417 4.67 3.93
Parking 3.62 3.55 3.14 3.53 3.39
Drainage/flood management 3.71 3.53 3.32 3.28 3.27
Ballina Byron Gateway Airport 426 4.35 417 4.38 4.24
Overall health of the Richmond River 3.23 3.24 3.19 3.41 3.15

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

Significantly higher/lower level of satisfaction (by group)



Service Area 2: Infrastructure

Detailed Overall Response for Satisfaction

Not at all Not very Somewhat Very

satisfied satisfied satisfied Sl satisfied Base
Roads 5% 12% 27% 38% 18% 454
General garbage collection 4% 3% 10% 34% 49% 471
Recycling options 5% 9% 22% 28% 36% 457
Sewerage management and recycled 2% 5% 18% 38% 38% 354

water

Cycleways and bicycle facilities 4% 5% 18% 42% 31% 331
Water supply 2% 2% 1% 32% 53% 418
Parking 5% 13% 27% 37% 17% 400
Drainage/flood management 6% 12% 29% 34% 19% 377
Ballina Byron Gateway Airport 1% 3% 12% 35% 50% 406

Overall health of the Richmond River 10% 13% 34% 31% 13% 422



Service Area 3: Human Services

Shapley Regression

Contributes to 7% of Overall Satisfaction with Council

Support for volunteers _ 2.1%

Affordable housing - 1.1%

Disability access - 1.0%

Crime prevention and law and order
initiatives . 0.7%

Youth services . 0.6%
Child care services . 0.6%
Relationship with indigenous residents . 0.6%

Aged services I 0.3%

0% 2% 4% 6% 8%

10%
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Service Area 3: Human Services

Hierarchy of Services/Facilities

Service/Facility Importance T2B

(Ranked high — low on importance)

Satisfaction T3B

Crime prevention and law and order initiatives 84% 85%
Support for volunteers 79% 92%
Disability access 77% 89%
Aged services 73% 95%
Relationship with indigenous residents 73% 77%
Affordable housing 70% 48%
Youth services 56% 82%
Child care services 44% 88%

Within the ‘Human Services’ service areaq, in terms of importance, ‘crime prevention and law
and order initiatives’ is considered to be the most important, whilst the ‘child care services’ is
the facility of least relative importance.



Service Area 3: Human Services

Importance Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Child care services 3.06 2.90 3.21 3.72 3.02 2.79 2.97
Youth services 3.51 3.34 3.66 4.12 3.64 3.38 3.18
Aged services 3.94 3.77 4.08 3.90 3.53 3.91 4.27
Relationship with indigenous residents 4.06 3.86 4.24 4.40 4.02 4.16 3.81
Support for volunteers 4.22 412 4.32 4.41 4.05 4.28 4.18
Disability access 4.14 4.05 4.22 4.32 3.96 4.15 4.15
Affordable housing 3.99 3.89 4.08 4.52 3.69 4.09 3.82
Clm(e] T%Z;’enﬁon and law and order 438 421 453 433 441 441 435

Alstonville Ballina Lennox Head Other towns Rural/other
Child care services 3.25 2.98 3.41 3.25 2.45
Youth services 3.63 3.48 3.74 3.70 3.01
Aged services 3.85 4,16 4.01 4,14 3.34
Relationship with indigenous residents 4.23 4.02 4.20 4.08 3.72
Support for volunteers 4.49 4.23 4.29 3.90 3.94
Disability access 411 4.22 4,14 4.40 3.81
Affordable housing 3.93 4.10 3.99 3.98 3.85
Cirri]riTkae]Tpizlrgsvenﬂon and law and order 4.46 4.46 438 458 394

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

Significantly higher/lower level of importance (by group)



Service Area 3: Human Services

Detailed Overall Response for Importance

Child care services

Youth services

Aged services

Relationship with indigenous residents

Support for volunteers

Disability access

Affordable housing

Crime prevention and law and order
initiatives

Not at all
important

27%

18%

13%

6%

5%

8%

9%

2%

Not very
important

13%

6%

5%

4%

3%

3%

4%

4%

Somewhat
important

16%

21%

1%

19%

13%

13%

18%

10%

Important

13%

18%

21%

24%

22%
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19%

22%

Very
important

31%

38%

52%

49%
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57%

51%
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Base
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Service Area 3: Human Services

Satisfaction Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Child care services 3.75 3.64 3.83 3.59 3.50 3.94 3.94
Youth services 3.29 3.26 3.32 3.41 2.99 3.35 3.41
Aged services 3.86 3.85 3.86 4.27 3.53 3.84 3.85
Relationship with indigenous residents 3.27 3.26 3.28 2.91 3.27 3.32 3.52
Support for volunteers 3.75 3.68 3.80 3.54 3.69 3.67 3.98
Disability access 3.71 3.75 3.67 3.76 3.61 3.66 3.78
Affordable housing 2.49 2.37 2.58 1.99 2.33 2.57 2.97
Crime prevention and law and order 3.49 3.46 3.52 3.19 3.51 3.43 3.73

initiafives

Alstonville Ballina Lennox Head Other towns Rural/other
Child care services 3.83 3.99 3.35 4.07 3.28
Youth services 3.48 3.40 2.85 3.20 3.39
Aged services 3.82 3.96 3.72 3.89 3.72
Relationship with indigenous residents 3.31 3.50 2.89 3.34 3.10
Support for volunteers 3.75 3.98 3.49 4.06 3.32
Disability access 3.67 3.76 3.68 3.86 3.51
Affordable housing 2.69 2.72 1.92 2.49 2.31
C_nr_n_e prevenhon and law and order 355 341 339 3,50 326

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

Significantly higher/lower level of satisfaction (by group)



Service Area 3: Human Services

Detailed Overall Response for Satisfaction

Child care services

Youth services

Aged services

Relationship with indigenous residents

Support for volunteers

Disability access

Affordable housing

Crime prevention and law and order
initiatives

Not at all
satisfied
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1%
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24%
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Not very
satisfied
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Satisfied
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Service Area 4: Corporate Services and Management

Shapley Regression

Contributes fo Almost 40% of Overall Satisfaction with Council

Nett: Corporate services and management

Opportunities to parficipate in Council decision
making

Council's customer service

Long term planning

Management of development

Financial management

Environmental and sustainability initiatives
Vegetation management

Heritage conservation

Coastline management

Tourism management

Economic development

Festival and event management
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Service Area 4. Corporate Services and Management

Hierarchy of Services/Facilities

Service/Facility Importance T2B

(Ranked high - low on importance)

Satisfaction T3B

Coastline management 84% 89%
Long term planning 82% 77%
Environmental and sustainability initiatives 81% 85%
Council's customer service 79% 84%
Vegetation management 76% 83%
Financial management 75% 87%
Management of development 74% 67%
Heritage conservation 73% 85%
Tourism management 72% 0%
Economic development 70% 84%
Orazclzirr:éniﬁes to participate in Council decision 69% 66%
Festival and event management 56% 83%

Within the ‘Corporate Services and Management’ service areaq, in terms of importance,
‘coastline management’ is considered to be the most important, whilst the ‘festival and event
management’ is the facility of least relative importance.



Service Area 4. Corporate Services and Management

Importance Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Council's customer service 4.21 4.05 4.35 4.40 3.89 4.34 4.22
Ogggggg'ma; IL‘; gorf'c'p‘“e in Council 4.00 3.98 403 4.42 373 418 3.80
Management of development 4.09 4.07 4.11 4.22 412 4.09 4.00
Economic development 4.00 3.98 4.03 4.10 4.08 3.98 3.92
Vegetation management 4.16 4.03 4.27 4.42 4.05 4.29 3.97
Tourism management 4.05 3.92 4.16 3.98 4.07 413 3.99
Coastline management 4.42 4.33 4.51 4.60 4.53 4.43 4.24
Financial management 419 4.20 419 4.20 4.08 4.28 419
Festival and event management 3.59 3.40 3.77 3.71 3.42 3.76 3.50
Environmental and sustainability initiatives 4.32 419 4.44 4.68 431 4.42 4.03
Long term planning 4.40 4.36 4.43 4.57 4.38 4.45 4.27
Heritage conservation 4,11 4.00 4.22 4.33 3.96 4.20 4.03

Alstonville Ballina Lennox Head Other towns Rural/other
Council’s customer service 4.45 419 4.09 418 4.09
Opportunifies 1o parlcipafe in Counci 418 400 419 391 3.5
Management of development 4.20 4.03 4.35 4.09 3.77
Economic development 4.06 4.00 416 4.05 3.72
Vegetation management 4.34 416 421 4,12 3.83
Tourism management 4.28 4.07 4.06 4.38 3.43
Coastline management 4.58 4.34 4.56 4.52 4.15
Financial management 4.33 4.26 4.20 418 3.83
Festival and event management 3.60 3.54 3.74 3.71 3.46
Environmental and sustainability initiatives 4.48 426 4.37 4.48 4.07
Long term planning 4.44 4.34 4.53 4.68 4.14
Heritage conservation 4.28 4.02 4.26 4.30 3.80

Scale: 1 = not at allimportant, 5 = very important
Significantly higher/lower level of importance (by group)



Service Area 4. Corporate Services and Management

Detailed Overall Response for Importance

Not at all Noft very Somewhat Very

important important important il eteli important Base
Council’s customer service 4% 3% 14% 26% 53% 505
Management of development 6% 4% 16% 23% 51% 505
Economic development 5% 4% 20% 25% 45% 505
Vegetation management 4% 5% 15% 25% 51% 505
Tourism management 4% 4% 19% 27% 45% 505
Coastline management 3% 1% 1% 19% 65% 505
Financial management 4% 3% 17% 20% 55% 505
Festival and event management 9% 9% 26% 27% 29% 505
Eljv.ir.on_men’rol and sustainability 3% 3% 13% 1% 60% 505

inifiatives

Long term planning 3% 2% 14% 17% 65% 505

Heritage conservation 4% 4% 19% 23% 50% 505



Service Area 4. Corporate Services and Management

Satisfaction Mean Scores by Key Demographics

2020 Male Female 18-34 35-49 50-64 65+
Council's customer service 3.67 3.47 3.84 3.31 3.51 3.67 3.97
Opportuniiies 1o SO”'C'DOTG in Council 2.96 2.75 3.16 2.61 293 3.01 3.18
Management of development 3.03 2.91 3.14 2.77 2.80 3.06 3.35
Economic development 3.45 3.44 3.46 3.36 3.23 3.49 3.67
Vegetation management 3.50 3.42 3.57 3.31 3.63 3.42 3.61
Tourism management 3.71 3.59 3.81 3.43 3.76 3.62 3.92
Coastline management 3.65 3.56 3.73 3.47 3.71 3.56 3.82
Financial management 3.50 3.43 3.56 3.37 3.47 3.45 3.63
Festival and event management 3.56 3.47 3.62 3.50 3.52 3.39 3.81
Environmental and sustainability initiatives 3.49 3.44 3.52 3.51 3.40 3.41 3.61
Long term planning 3.24 3.27 3.20 3.10 3.05 3.14 3.55
Heritage conservation 3.51 3.40 3.60 3.50 3.42 3.54 3.54

Alstonville Ballina Lennox Head Other towns Rural/other
Council's customer service 3.70 3.76 3.48 3.58 3.72
Ogggggg'“rf; IL‘; SO”'C'DOTG in Council 3.12 3.06 2.65 3.29 2.60
Management of development 3.09 3.36 2.41 2.90 3.14
Economic development 3.67 3.55 3.20 3.02 3.55
Vegetation management 3.48 3.59 3.33 3.66 3.37
Tourism management 3.64 3.92 3.46 3.80 3.50
Coastline management 3.83 3.76 3.43 3.62 3.38
Financial management 3.43 3.69 3.30 3.26 3.55
Festival and event management 3.61 3.70 3.17 3.93 3.37
Environmental and sustainability initiatives 3.48 3.61 3.24 3.73 3.27
Long term planning 3.35 3.29 2.91 3.49 3.14
Heritage conservation 3.65 3.60 3.16 3.63 3.38

Scale: 1 = not at all satisfied, 5 = very satisfied
Significantly higher/lower level of satisfaction (by group)



Service Area 4. Corporate Services and Management

Detailed Overall Response for Satisfaction
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Comparison to Previous Research

Importance Satisfaction

Service/Facility

2020 2018 2020 2018
Parks and sporting facilities 3.90 3.90 3.93A 3.69
Libraries 3.57 3.72 4.27 4.30
Community centres and public halls 3.49 3.53 3.86 3.81
Quality of town centre and public spaces 4.26 4.21 3.86A 3.69
Swimming pools 3.63 3.77 453 A 4.27
Dog exercise areas 3.29 3.24 3.76A 3.36
Public toilets 3.95Vv 4.15 3.41 3.24
Beaches and foreshores 4.59 4.62 4.22A 4,01
Boating facilities (recreation/professional) 3.08 3.11 413 A 3.87
Arts, culture and entertainment facilities 3.66 3.65 3.50 3.52
Playgrounds 3.48V 3.73 3.51 3.53
Roads 4.55v 4.72 3.52A 3.18
General garbage collection 461V 475 4.22 4.10
Recycling options 4.58 4.54 3.82 3.80
Sewerage management and recycled water 4.09 418 4054 3.85
Cycleways and bicycle facilities 3.85 3.87 3.90 3.73
Water supply 4,42V 4.62 4.32 4.25
Parking 4.24V 4.50 3.48 3.39
Drainage/flood management 417V 435 3.47 3.36
Ballina Byron Gateway Airport 430V 4.48 429 A 4.03

Scale: 1 = not at allimportant/not at all satisfied, 5 = very important/very satisfied

A V= Assignificantly higher level of importance/satisfaction (by year)



Comparison to Previous Research

Importance Satisfaction

Service/Facility

2020 2018 2020 2018
Overall health of the Richmond River 4.49 4.60 3.24A 2.91
Child care services 3.06V 3.41 3.75 3.54
Youth services 3.51V 3.73 3.29 3.16
Aged services 3.94V 431 3.86A 3.46
Relationship with indigenous residents 4.06 3.95 3.27 3.29
Support for volunteers 4.22 424 3.75 3.69
Disability access 4.14 4.29 3.71A 3.52
Affordable housing 3.99v 4.34 2.49 2.62
Crime prevention and law and order initiatives 438V 4.65 3.49A 3.25
Council’s customer service 4.21 4.27 3.67 3.60
Opportunities to participate in Council decision making 400V 419 2.96 3.00
Management of development 409V 4.34 3.03 3.06
Economic development 400V 418 3.45A 3.23
Vegetation management 416 424 3.50 3.39
Tourism management 405V 4.20 3.71 3.64
Coastline management 4.42 4.51 3.65 3.56
Financial management 419V 4.43 3.50A 3.25
Festival and event management 3.59V 3.80 3.56 3.48
Environmental and sustainability initiatives 4.32 4.35 3.49A 3.29
Long term planning 440V 4.58 3.24 3.13
Heritage conservation 411 4.07 3.51 3.35

Scale: 1 = not at allimportant/not at all satisfied, 5 = very important/very satisfied

A V= Assignificantly higher level of importance/satisfaction (by year)
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Importance Compared to the Micromex LGA Benchmark

The table below shows the variance between Ballina Shire Council’s top 2 box importance scores and the Micromex LGA
Benchmark.

Ballina Shire Micromex LGA
Council Benchmark —

Service/Facility 12 box Coastal/Regional Variance

importance score | T2 box importance score

Dog exercise areas 52% 46% 6%
Beaches and foreshores 92% 88% 4%
Relationship with indigenous residents 73% 71% 2%
Quality of town centre and public spaces 83% 82% 1%
General garbage collection 94% 93% 1%
Support for volunteers 79% 79% 0%
Heritage conservation 73% 74% -1%
Ballina Byron Gateway Airport 82% 83% 1%
Vegetation management 76% 78% -2%
Disability access 77% 79% 2%
Arts, culture and entertainment facilities 59% 61% -2%
Recycling options 90% 92% -2%
Parking 79% 82% -3%
Environmental and sustainability initiatives 81% 84% -3%
Council’s customer service 79% 82% -3%
Coastline management 84% 88% -4%
Overall health of the Richmond River 87% 1% -4%
Roads 920% 94% -4%
Opportunities to participate in Council decision making 69% 74% -5%
Water supply 84% 89% -5%

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant
A /V = positive/negative difference equal to/greater than 10% from Benchmark. 81



Importance Compared to the Micromex LGA Benchmark

Continued...

Service/Facility

Affordable housing

Cycleways and bicycle facilities

Crime prevention and law and order initiatives
Long term planning

Sewerage management and recycled water
Management of development
Economic development

Tourism management

Drainage/flood management

Parks and sporting facilities

Aged services

Financial management

Swimming pools

Festival and event management
Libraries

Public toilets

Child care services

Youth services

Community centres and public halls
Boating facilities (recreation/professional)
Playgrounds

Ballina Shire
Council
T2 box
importance score

70%
67%
84%
82%
74%
74%
70%
72%
76%
67% Y
73% VY
75% VY
59%V
56% VY
57%V
71% VY
44%V
56%V
49% VY
44% VY
57%V

Micromex LGA
Benchmark —
Coastal/Regional
T2 box importance score

75%
73%
90%
89%
81%
81%
78%
80%
85%
77%
84%
87%
71%
70%
71%
85%
60%
75%
69%
64%
83%

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

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

Variance

-5%
-6%
-6%
-7%
7%
-7%
-8%
-8%
-9%
-10%
-11%
-12%
-12%
-14%
-14%
-14%
-16%
-19%
-20%
-20%
-26%
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Satisfaction Compared to the Micromex LGA Benchmark

The table below shows the variance between Ballina Shire Council’'s top 3 box satisfaction scores and the Micromex LGA
Benchmark.

Ballina Shire Micromex LGA

Councill Benchmark -

Service/Facility 13 box Coastal/Regional Variance
satisfaction score | T3 box satisfaction score
Roads 83% A 58% 25%
Financial management 87% A 67% 20%
Cycleways and bicycle facilities 91% A 74% 17%
Public toilets 81% A 68% 13%
Parking 81% A 68% 13%
Swimming pools 97% A 85% 12%
Quality of town centre and public spaces 93% A 82% 1%
Dog exercise areas 85% A 74% 1%
Economic development 84% A 73% 1%
Aged services 95% A 85% 10%
Beaches and foreshores 95% 86% 9%
Boating facilities (recreation/professional) 97% 89% 8%
Ballina Byron Gateway Airport 7% 90% 7%
Long term planning 77% 70% 7%
Tourism management 90% 83% 7%
Vegetation management 83% 77% 6%
Support for volunteers 92% 86% 6%
Disability access 89% 83% 6%

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



Satisfaction Compared to the Micromex LGA Benchmark

Continued...

Ballina Shire Council | Micromex LGA Benchmark

Service/Facility T3 box safisfaction — Coastal/Regional Variance
Nelel(<} T3 box safisfaction score
Drainage/flood management 82% 77% 5%
Water supply 96% 91% 5%
Youth services 82% 77% 5%
Parks and sporting facilities 92% 88% 4%
Crime prevention and law and order initiatives 85% 81% 4%
Affordable housing 48% 44% 4%
Child care services 88% 84% 4%
Sewerage management and recycled water 94% 21% 3%
Coastline management 89% 86% 3%
General garbage collection 93% 21% 2%
Management of development 67% 65% 2%
Community centres and public halls 89% 88% 1%
Environmental and sustainability initiatives 85% 84% 1%
Libraries 95% 95% 0%
Council’s customer service 84% 84% 0%
Heritage conservation 85% 85% 0%
Opportunities to participate in Council decision making 66% 67% -1%
Festival and event management 83% 85% -2%
Playgrounds 83% 85% -2%
Arts, culture and entertainment facilities 85% 88% -3%
Relationship with indigenous residents 77% 82% -5%
Overall health of the Richmond River 78% 83% -5%
Recycling options 86% 92% -6%

Note: Benchmark differences are based on assumed variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant
A/V = positive/negative difference equal to/greater than 10% from Benchmark. 84



Importance & Satisfaction

The following table shows the hierarchy of the 41 services/facilities ranked by the top 2 box importance ratings, as well as residents’ corresponding
top 3 box satisfaction ratings. The service/facility ranked most important by residents is ‘general garbage collection’, with a top 2 box importance
score of 94%. For the most part, the majority of services/facilities provided by Ballina Shire Council are considered highly important, with only 13
measures falling below a 70% T2B rating.

Service/Facility Importance T2B

(Ranked by importance)

General garbage collection 4% 93%
Beaches and foreshores 92% 95%
Recycling options 90% 86%
Roads 90% 83%
Overall health of the Richmond River 87% 78%
Water supply 84% 96%
Coastline management 84% 89%
Crime prevention and law and order initiatives 84% 85%
Quality of town centre and public spaces 83% 93%
Ballina Byron Gateway Airport 82% 97%
Long term planning 82% 77%
Environmental and sustainability initiatives 81% 85%
Support for volunteers 79% 92%
Council’s customer service 79% 84%
Parking 79% 81%
Disability access 77% 89%
Vegetation management 76% 83%
Drainage/flood management 76% 82%
Financial management 75% 87%
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Importance & Satisfaction

Continued...

Service/Facility Importance T2B

(Ranked by importance)

Sewerage management and recycled water 74% 94%
Management of development 74% 67%
Aged services 73% 95%
Heritage conservation 73% 85%
Relationship with indigenous residents 73% 77%
Tourism management 72% 90%
Public toilets 71% 81%
Economic development 70% 84%
Affordable housing 70% 48%
Opportunities to participate in Council decision making 69% 66%
Parks and sporting facilities 67% 92%
Cycleways and bicycle facilities 67% 21%
Swimming pools 59% 97%
Arts, culture and entertainment facilities 59% 85%
Libraries 57% 95%
Playgrounds 57% 83%
Festival and event management 56% 83%
Youth services 56% 82%
Dog exercise areas 52% 85%
Community centres and public halls 49% 89%
Boating facilities (recreation/professional) 44% 97%

Child care services 44% 88%



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

Performance Gap

Service/Facility Importance T2 Box Satisfaction T3 Box (Importance -
Satisfaction)

Affordable housing 70% 48% 22%
Overall health of the Richmond River 87% 78% 9%
Management of development 74% 67% 7%
Roads 90% 83% 7%
Long term planning 82% 77% 5%
Recycling options 90% 86% 4%
Opportunities to participate in Council decision making 69% 66% 3%
General garbage collection 94% 93% 1%
Crime prevention and law and order initiatives 84% 85% -1%
Parking 79% 81% -2%
Beaches and foreshores 92% 95% -3%
Environmental and sustainability initiatives 81% 85% -4%
Relationship with indigenous residents 73% 77% -4%
Council’'s customer service 79% 84% -5%
Coastline management 84% 89% -5%
Drainage/flood management 76% 82% -6%
Vegetation management 76% 83% -7%
Quality of town centre and public spaces 83% 93% -10%
Public toilets 71% 81% -10%

Disability access 77% 89% -12%



Performance Gap Analysis

Continued...

Performance Gap

Service/Facility Importance T2 Box Satisfaction T3 Box (Importance -
Satisfaction)
Heritage conservation 73% 85% -12%
Water supply 84% 96% -12%
Financial management 75% 87% -12%
Support for volunteers 79% 92% -13%
Economic development 70% 84% -14%
Ballina Byron Gateway Airport 82% 97% -15%
Tourism management 72% 90% -18%
Sewerage management and recycled water 74% 94% -20%
Aged services 73% 95% -22%
Cycleways and bicycle facilities 67% 21% -24%
Parks and sporting facilities 67% 92% -25%
Arts, culture and entertainment facilities 59% 85% -26%
Playgrounds 57% 83% -26%
Youth services 56% 82% -26%
Festival and event management 56% 83% -27%
Dog exercise areas 52% 85% -33%
Swimming pools 59% 97% -38%
Libraries 57% 95% -38%
Community centres and public halls 49% 89% -40%
Child care services 44% 88% -44%

Boating facilities (recreation/professional) 44% 97% -53%



Influence on Overall Satisfaction

Q5. Level of communication Council has with the community 261%
Opportunities to participate in Council decision making 10.7%
Roads I 5.3%
Council's customer service I 4 2%
Long term planning I 5 1%
Management of development I 3.6%
Financial management Il 3 5%
Environmental and sustainability initiatives mmm 3.0%
Ballina Byron Gateway Airport 1l 2 7%
Overall health of the Richmond River R 2 2%
Support for volunteers 1l 2.1%
Parks and sporting facilities 8 2.0%
Vegetation management 1R 1.5%
Heritage conservation W 1.5%
Coastline management W 1.4%
Cycleways and bicycle facilities m 1.3%
Beaches and foreshores M 1.3%
Community centres and public halls ® 1.3%
Quality of town centre and public spaces M 1.3% )
Tourism management I 1.3% The chart summarises the
Libraries @ 1.3% influence of the 42
Economic development m 1.2% facilities/services on overall
Affordable housing B 1.1% satisfaction with Council’s
Parking m 1.0% performance, based on the
Disability access ® 1.0% Shapley Regression.

Swimming pools m 1.0%

Drainage/flood management B 0.9%

Playgrounds B 0.8%

Arts, culture and entertainment facilities B 0.7%
Water supply B 0.7%

Dog exercise areas B 0.7%

Crime prevention and law and order initiatives B 0.7%
Youth services B 0.6%

Child care services B 0.6%

Public toilets B 0.6%

Relationship with indigenous residents B 0.6%
Recycling options B 0.5%

General garbage collection 1 0.4%

Festival and event management I 0.3%
Agedservices 1 0.3%

Boating facilities (recreation/professional) 1 0.3%
Sewerage management and recycled water 1 0.2%

0% 5% 10% 15% 20% 25%  30%
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Community

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you fo rate your agreement, or disagreement,
with each of these statements:

2020 2016 Male Female 18-34 35-49 50-64 65+
Itis a safe place to live 1.07 1.14 1.13 1.02 0.76 1.14 1.04 1.23A
There is a strong community spirit in the area 0.76 0.81 0.70 0.81 0.66 0.72 0.75 0.86
If there was a problem in my commurnity, 068 081 040 0.76 0.31 078 083 0.70
people would band together to solve it
Arts, entertainment and culture are well 0.24V 0.43 0.26 0.23 007 0.16 0.24 0.49 A
catered for
Quality housing is both available and 051Y 027 051  -051 1.00Y 048 051  -0.124
affordable
Alstonville Ballina Lennox Head Other towns Rural/other
It is a safe place to live 1.12 1.04 1.03 1.55A 0.81
There is a strong community spirit in the area 0.85 0.74 0.87 1.08 A 0.34Vv
If there was a problem in my communm{, 0.93A 0.59 0.74 0.94 031V
people would band together to solve it
Arts, entertainment and culture are well 0.47 A 0.25 0.05 0.34 0.07
catered for
Quality housing is both available and 034 037 1.04Y 041 0.55

affordable

Scale: -2 = strongly disagree, 2 = strongly agree
AV = Assignificantly higher/lower level of agreement (by group)



Economy

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you fo rate your agreement, or disagreement,
with each of these statements:

2020 2016 Male Female 18-34 35-49 50-64 65+

Tourism is promoted well 0.71 0.76 0.64 0.77 0.62 0.71 0.70 0.78

High quality and environmentally friendly 0.51 0.56  0.40 0.60 0.56 0.46 047 0.4
industries are encouraged

E‘;%‘é%“o” and fraining opportunities are 045 037 037 0.52 0.17 0.51 047  0.54

Industry and business development is 033 028 026 0.38 001V 034 039 045
working well

There are enough employment 0224 059 016  -028 041 009A 031 025
opportunities

Alstonville Ballina Lennox Head  Other towns Rural/other

Tourism is promoted well 0.67 0.73 0.90 0.78 0.48v

H!gh qugll’ry and environmentally friendly 0.58 0.62 0.44 0.72 0.08Y
industries are encouraged

Education and training opportunities are 0.60 0.49 0.44 0.63 0.02V
good

Indus’rry and business development is 0.39 0.40 0.32 0.24 0.12V
working well

There are enough employment opportunities -0.12 -0.20 -0.22 -0.16 -0.45

Scale: -2 = strongly disagree, 2 = strongly agree
A V¥V = Assignificantly higher/lower level of agreement (by group)



Environment

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you fo rate your agreement, or disagreement,
with each of these statements:

2020 2016 Male Female 18-34 35-49 50-64 65+
The area has an attractive appearance 1.33 1.40 1.27 1.38 1.11 1.35 1.37 1.39
There is a wide range of recreation and 090 088 089 0.91 1.06 0.79 0.87 0.90
leisure opportunities
The natural environment is well managed 0.84 0.96 0.69V 0.96 0.87 0.89 0.70 0.91
There are enough good quality open spaces 0.79 0.75 0.73 0.84 0.92 0.73 0.81 0.73
The area’s heritage is well conserved 0.52v 0.67 0.48 0.54 0.73 0.54 0.42 0.47
Environmental issues are handled well 0.47v 0.63 0.45 0.49 0.62 0.48 0.31 0.52
Development overall is well planned and well 029y 0.45 0.20 0.37 0.33 0.2] 0.05V 0.54A
managed
Residential development is well managed 0.19v 0.46 0.12 0.26 -0.01 0.06 0.15 0.45A
Alstonville Ballina Lennox Head  Other towns Rural/other
The area has an attractive appearance 1.29 1.43 1.27 1.61 A 1.03v
The're is a wide range of recreation and 0.87 0.86 0.93 118 0.80
leisure opportunities
The natural environment is well managed 0.80 1.00 A 0.81 1.00 0.45v
There are enough good quality open spaces 0.74 0.93A 0.53v 1.19A 0.58
The area’s heritage is well conserved 0.61 0.63 0.37 0.64 0.20v
Environmental issues are handled well 0.45 0.63A 0.45 0.74 -0.03v
Development overall is well planned and well 0.31 0.45A 002V 0.55 0.10
managed
Residential development is well managed 0.26 0.47 A -041v 0.48 -0.03

Scale: -2 = strongly disagree, 2 = strongly agree
A V¥V = Assignificantly higher/lower level of agreement (by group)



Infrastructure

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you fo rate your agreement, or disagreement,

with each of these statements:

Health facilities are sufficient

The road network is effective and in good
repair

There is enough public transport

Health facilities are sufficient

The road network is effective and in good
repair

There is enough public transport

Scale: -2 = strongly disagree, 2 = strongly agree

A V¥V = Assignificantly higher/lower level of agreement (by group)

2020

0.47 0.43
0.32 0.27

-0.45 -0.51

Alstonville

0.56

0.32

-0.42

2016

Male

0.53

0.34

-0.41

Ballina

0.53

0.30

-0.12A

Female 18-34
0.41 0.28
0.30 0.09
-0.49 -0.61

Lennox Head

0.35

0.22

-0.88V

35-49

0.25v

0.37

-0.58

0.42

0.76 A

-0.39

50-64

0.38

0.34

-0.51

Other towns

65+

0.80A

0.38

-0.22A

Rural/other

0.34

0.17

-0.80V
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Governance

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you fo rate your agreement, or disagreement,

with each of these statements:

People volunteer and get involved in their
community

There is a clear plan and direction for the
future

There is good co-operation between all
levels of government in the area

People volunteer and get involved in their
community

There is a clear plan and direction for the
future

There is good co-operation between all levels
of government in the area

Scale: -2 = strongly disagree, 2 = strongly agree
A V¥V = Assignificantly higher/lower level of agreement (by group)

2020

0.77

0.21

0.14

2016

0.75

0.22

0.16

Alstonville

0.84

0.23

0.26

Male Female

0.76 0.79

0.10 0.31

0.05 0.21

Ballina

0.79

0.33

0.13

18-34

0.75

0.00

0.12

Lennox
Head

0.81

0.15

0.11

35-49 50-64 65+

0.70 0.77 0.84
0.13 0.21 0.3%74A
0.07 0.01 0.31A

Other towns Rural/other

0.97 0.49v
0.50 -0.19v
0.29 -0.12v
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Overall

Q8. I am going to read out a list of statements about the Ballina Shire local government area and | would like you fo rate your agreement, or disagreement,
with each of these statements:

2020 2016 Male Female 18-34 35-49 50-64 65+

The area offers a good quality of life 1.48 1.53 1.51 1.46 1.32 1.56 1.51 1.50
. . Lennox
Alstonville Ballina Head Ofther towns Rural/other
The area offers a good quality of life 1.37 1.52 1.58 1.70A 1.31

Scale: -2 = strongly disagree, 2 = strongly agree
A V¥V = Assignificantly higher/lower level of agreement (by group)
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Most Valued Aspects of Living in the Shire

QI. What do you value most about living in the Ballina Shire area?

Base: N = 505
Natural environment e.g. climate, beauty of the areaq, river 43%
Central location e.g. proximity to nature, services/facilities 19%
Community feel e.g. friendly, family area, togetherness 15%
Atmosphere e.g. peaceful, quiet, relaxed 14%
Lifestyle the area provides e.g. coastal, rural 12%
Availability/quality of services/facilities/activities 1%
Cleanliness of the area e.g. air quality, fown cenftres 7%
I have always lived here/it is home/nice area 5%
Safe area/low crime rate 2%
Council do a great job, listen, do good work 1%
Employment opportunities 1%
Less traffic/not too congested 1%
Low population/not over developed 1%
Communications with the airport <1%
Congestion is becoming a problem <1%
Covid free area <1%
Do not like anything about the Ballina shire <1%
General quality of life <1%
Need more in Alstonville <1%
Preferred how the area used to be <1%

Don't know/nothing 1%



Top Priority Areas for Council to Focus On

Q9. Thinking of the next 10 years, what do you believe will be the most important goal for the Ballina Shire Community to achieve?
Base: N = 505 Base: N = 505
Monoging development for the growing 20% Community safety/crime prevention 1%
population
Environmental and sustainability targets 16% Council should contfinue as is 1%
Affordable and available housing 13% Natfural heritage 1%
Containmment of population growth 8% Public transport 1%
A‘re’r?;rér;g%reegsligirngﬂlr;egv;sindus’rry and 7% Services for homeless 1%
Road maintenance and development 6% Water quality and supply 1%
Promoting tourism 5% Balancing needs of the whole community <1%
Children's/youth services 3% Cleanliness/beautification of the area <1%
Beaches/coastal management 2% Disability services and access <1%
Community consultation/engagement 2% Education <1%
Community togetherness 2% Flood prevention/drainage systems <1%
Health facilities/Ballina hospital 2% Keep the rates down <1%
Traffic conftrol 2% Long term planning <1%
Accountability of Council employees 1% RFS services <1%
Aged care services 1% To know the Lord as their saviour <1%
Bike paths/walkways 1% Waste management <1%

Catering to more diverse communities 1% Don't know/nothing 3%



Method of Contact

Q4b. (If yes on Q4a), when you made contact with the Council staff was it by:

2020 Male Female 18-34 35-49 50-64 65+
Phone 51% 48% 54% 84% 53% 46% 48%
In person 30% 31% 28% 16% 26% 31% 34%
Email 16% 18% 13% 0% 16% 21% 12%
Mail 2% 2% 2% 0% 3% 0% 4%
Council Website 1% 0% 2% 0% 0% 2% 1%
Social Media (e.g. Facebook direct message) 1% 0% 1% 0% 2% 0% 1%
Base 257 129 128 21 64 90 82

Alstonville Ballina Lennox Head  Other towns Rural/other
Phone 54% 51% 61% 35% 45%
In person 23% 36% 12% V¥ 55% A 37%
Email 19% 1% 23% 5% 15%
Mail 3% 2% 2% 0% 2%
Council Website 0% 1% 3% 0% 1%
Social Media (e.g. Facebook direct message) 1% 0% 0% 5% A 0%
Base 58 80 52 20 47

A ¥V = Assignificantly higher/lower percentage (by group)



Preferred Method of Contact From Council

Q6. How would you like to be informed of Council news and activities?

2020 Male Female 18-34 35-49 50-64 65+
Council publications in the mail 77% 79% 75% 73% 74% 74% 83% A
Local TV 71% 69% 73% 80% 69% 70% 69%
Council website 56% 58% 55% 62% 63% 59% 45%V
Social Media 53% 48% 58% 88% A 67% 54% 24%V
Radio 53% 57% 50% 66% 46% 54% 51%
Public notice boards 51% 51% 52% 81% A 39% VY 50% 44%V
Northern Rivers Times 48% 50% 45% 62% 34% VY 48% 49%
Community meetings 46% 52% A 41%V 62% 42% 46% 40%
Ballina Shire Advocate Online 44% 42% 45% 61% A 38% 46% 36%VY
Byron Shire Echo 42% 41% 42% 61% A 33% 42% 36%
Northern Star Online 30% 23%V 37% A 52% A 31% 24% 22%V
Other 5% 4% 6% 0%V 9% 6% 4%
Base 504 238 267 91 114 143 158

Alstonville Ballina Lennox Head  Other towns Rural/other
Council publications in the mail 75% 81% 77% 85% 68%
Local TV 70% 74% 74% 74% 61%
Council website 46%V 57% 70% A 64% 48%
Social Media 51% 47% 59% 69% A 54%
Radio 60% 55% 45% 47% 54%
Public notice boards 59% 46% 54% 57% 46%
Northern Rivers Times 60% A 47% 43% 42% 40%
Community meetings 46% 43% 49% 47% 48%
Ballina Shire Advocate Online 50% 42% 43% 39% 42%
Byron Shire Echo 36% 42% 59% A 35% 34%
Northern Star Online 34% 33% 25% 26% 27%
Other 5% 4% 2% 2% 13% A
Base 112 176 90 50 77

A ¥V = Assignificantly higher/lower percentage (by group)
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Background & Methodology

Sample selection and error

421 of the 505 respondents were chosen by means of a computer based random selection process using the electronic White Pages and
SamplePages. The remaining 84 respondents were ‘number harvested’ via face-to-face intercept at several locations around the Ballina LGA, i.e.
Main Street, Ballina Street, River Street and Ballina Missingham Farmers Market. 40 of the 84 ‘number harvested’ respondents were from previous
number collection sheets.

A sample size of 505 residents provides a maximum sampling error of plus or minus 4.4% at 95% confidence. This means that if the survey was
replicated with a new universe of N = 505 residents, 19 fimes out of 20 we would expect to see the same results, i.e. +/- 4.4%.

For the survey under discussion the greatest margin of error is 4.4%. This means, for example, that an answer such as ‘yes’ (50%) to a question
could vary from 46% to 54%.

The sample was weighted by age and gender to reflect the 2016 ABS Census data for Ballina Shire Council.

Interviewing

Interviewing was conducted in accordance with the AMSRS (Australian Market and Social Research Society) Code of Professional Behaviour.
Prequailification

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

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

Within the report, A'¥ and blue and red font colours are used to identify statistically significant differences between groups, i.e., gender, age,
and residential location.

Significance difference testing is a statistical test performed to evaluate the difference between two measurements. To identify the stafistically

significant differences between the groups of means, ‘One-Way Anova tests’ and ‘Independent Samples T-tests’ were used. 'Z Tests’ were also
used to determine statistically significant differences between column percentages.
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Background & Methodology

Ratings questions

The Unipolar Scale of 1 to 5 was used in all rafing questions, where 1 was the lowest importance or safisfaction 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/agreement. (i.e. important & very important
and agree & strongly agree)

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

Top 3 (T3) Box: refers to the aggregate percentage (%) score of the top three scores for satisfaction 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.

Percentages
All percentages are calculated to the nearest whole number and therefore the total may not exactly equal 100%.
Micromex LGA Benchmark

Micromex has developed Community Satisfaction Benchmarks using normative data from over 60 unique councils, more than 130 surveys and
over 75,000 interviews since 2012.

Word Frequency Tagging
Verbatim responses for questions throughout were collated and entered into analytical software. This analysis ‘counts’ the number of fimes a

particular word or phrase appears and, based on the frequency of that word or phrase, a font size is generated. The larger the font, the more
frequently the word or sentiment is mentioned.
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Councils Used to Create the Micromex
Coastal/Regional Benchmark

The Coastal/Regional Benchmark was composed from
the Council areas listed below:

Ballina
Byron Shire
Eurobodalla
Lake Macquarie
Port Macquarie-Hastings
Richmond Valley
Central Coast
Kempsey
Tweed Shire
Great Lakes
Gosford (Central Coast)
Coffs Harbour

MidCoast
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Ballina Shire Council
Community Safisfaction
Survey 2020

(rood moming,aferncon /'evening, my NamMe is ... fom Micromex Research ond we are
conducting a servey on behalf of Balling $hire Council on a range of lecal issves. Would you be able fo
ossish us please?

@AY, Before we dord, | would like bo check whether you or on immediabe fomily member works for Balling
Shire Council?

o Tes
[ Ho

[Terminate survey)

Part A~ Priort

@l.  What do you valve most about living in the Balling Shire area?

@2 Owerall, how would you rate the gualify of life you hove living in the Balling Shire? Prompf

Excallant
Vary good
Good

Fair

Foor

Very poor

QoOoQO0O0

Part B - Imporfonce and sofisfocion

@Y. Inthis seclion | will read cul different Council services or facililies. For eoch of these could you
please indicate thal which best describes your opinion of the imporfance of the following
sarvices Tacilifies to you. and in the second part, your level of satisfaction with the pedormance of
that service Tacility” The scale Is from 1 fo 5. where 1 is not af all impordant or not of all sofisfied and 5

Is wery imiporhant or very soflsfled.
Mote: Mleass only rale sofisfaction if roled impodonce 4 ora 5,

G ity facilif
Importance Satisfaction
Lo High | Low High
1 2 31 4 5 1 2 31 4 §

Parz and spording fociifies o o o O 0 o O O O 0
Libranes oo Qo O 0|20 O 00
Community cenfres and public halls oo o o o0l o 0 00
Guality of fown canbre and publc spocss o Q0 0|20 Q00
Swimming pools oo oo o|Q 0 o 0 0
Diag exerciss areas o Q0 Qo O 0|0 o O 00
Pulblic toilets c oo 09 0|20 a0 0
Beaches and fareshores oo Qo o|lc Q0 000
Boating tacilties recraation/protessionall oo Qo o oc|0 0 O 00
Arts, cullure and enterdainment faciifias o o 0o 9 0 o o 0O 00
Pleygrounds oo Q0 0|00 000

Infrastruchre

Roods

General garboge colechon

Recychng ophans

Sewerage management and recycled watker
Cycleways and bicycle ocilfies

Water supply

Parking

Cranoge/flood maonagement

Ballina Byron Gateway Airport

Orverall health of the Bichmond River

Human services

Child caore services

Youth tervices

Aged sendces

Relafionship with indigenouws residents

Support for volunteers

Cisobility access

Affordable housing

Cnme prevention and low and order inifiafives

Corporate services and manogement

Council's custamer senvice

Opportunities fo participate in Council deckion making ©

Management of development

Economic development

Vegetation management

Toursm management

Coastiine management

Financicl manogement

Festval and evert management
Ervironmental and sustainabilty inifiotves
Long term planning

Heritoge conservalion

ooooooocoo~§
DO OO0 0 0000 M
OO0 00000000 -

OO 0000 0000 W
O Q000 0 000

Imporiance
High
5

oocooooo~§
OO OO0 00 M
OO0 00000 -

O oD 0000 0 W
OO0 000 Q0O0
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3
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QOO0 O00000 =
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Part C - Communicafion and Safistaction

Gda.

Q@5

[+ 8

a7,

Have you confocted Balling Shire Council in the last 12 months?

o} Yes
] Mo [Go to Q5)
When you mode contoct with the Council staff was i by:

Phare

fenl

Errail

In =l d= 1]

Couwrcil Weabsite

Social Media |e.p. Focsbock drect mesage]

CoOooO00

Hovew satisfied were you with the way your contact was handled? Prompl

Wy safisfied
Safshied
Sermewhal safefied
Mot vary safisfied
Mat ot ol safisfied

oo

How salished are you currenlly with the level of communicalion Council has with the community ™
Prompl

Wery sofisfied
Satizfied
Sormewhat safefied
Mot wery eafizfed
Mot ot ol safisfied

OO DO

How would you like to be informed of Council news and activities? Prompt

Rodio

Courcil website

Cemmunity meetings

Publc nofice boords

Locol TY

Council publicotons in the mol =g, Commurity Connect Mawsleter)
Balirg Shire Advocate Online

Horthem 3tar Crline

MNodhem Rivers Tirres

Byron Shire Echo

Social Media IFul;:b-ml: drech mesags]
Hher [leass wpecify)... e

CoOoQOOO00OO000

Orveall, for e bagl 12 monlhs. how salisfed are you wilh the pedormance of Council, nol jusl on one

of two issues, bul ocross all responsibility areas? Prompf

Very wafisfied
IafEfied
Sermewhal safiefied

Mot very safisiied
Mot ot ol safisfied

Do oo

In this section we would ke your views on the Ballina Shire as a place to live. Our desire is o gavge
your views on the broader athibutes of the community, althovgh many of these Esves are not the
responsibility of local government, | am going fo read oul a list of statements aboul the Balling Shire
local Government area and would like you to rate your agreement, or disogreement, with each of
these stolements. Rofings are on o scale of 1 to 5, where | is shongly disogree and § is strongly

agree:
Comimunity

Thers i a strong community spint in the area

If there was o prablem in my community. people would band togeiher
fo sobhve i

It iz a safe ploce to ive

Aste, enfertcinment and cullure ore well catered for

Guality housing is both avaloble and offordable

Econamy

Industry and business developrment i working well

There are enough employment oppariunities

Educafion and raining opporiunifies are good

High qualify and envircnmentally fiendly industies are encouraged
Towrizm i promoted well

Enviromment

The area has an affroctive appearance

The nofural enviconment is well manoged

Ervirgnmental issues are handled wel

The area's hentage is well conzerved

Cevelopment overall is well planned and wel manoged
Residential development is well managed

There are enough good guality open spoces

There & o wide range of recreation and leisure opporturnities

Infrastrecture

There & enough public fransport
The rood nebwerk is effective andin good repair
Health focilifies ane wificient

Shrongly
disagree
1 2

DOO0o O
Oooo O

Strongly
disagree

DOOo0D
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Govemance

Strongly Stronghy
disagree agree
1 2 3 4 5
People volunteer and get invabeed in their community o (s} o o o
Thers is good co-operafion beteween all levels of governmentinthearea © O O O O
Thers is a clear plon and direchon for the future o 0O O o O
Owverall
Strongly Stronghy
disagree agree
1 2 3 4 5
The area offers o good quality of ife o o o el o

@%.  Thinking of the next 10 years, what do vou believe will be the most imporfont goal for the Ballinag

Shire community to achieve?

L OSSR
PartE. D hic. it b
G@10. Please stop me when | read oul your age bracket: Prompl

o 18-34

o) B5-4F

o] 5044

o] &5+

@11,  Inwhich of the lollowing areas do you live? Prompl

Adstorville
Baoling

Lennox Head
Skennarn Head
Wardell
Wollongbar
Rural/Other

CoO0Ooao

Q12. Gender [determine by volce):

o Male
o Fernale

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. 107
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