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9 2017 COMMUNITY SATISFACTION SURVEY (CSS)  
FILE REFERENCE INT1761290 

RESPONSIBLE GENERAL MANAGER Derek Madden 

AUTHOR Peter Philp       
 
RECOMMENDATION 
 
That Council note the results of the 2017 CSS and make the results available to the community via 
Council’s website. 
 

 

Attachments 
1  Community Satisfaction Survey 2017 - Cardinia Shire Council report 139 Pages 
  
 

EXECUTIVE SUMMARY 
 
This report provides some highlights from the 2017 community satisfaction survey. There is 
extensive information available in the report itself, providing a point in time view of community 
perception of Council performance, with comparison to previous years. 
 
BACKGROUND 
 
This is the 6th year of the CSS, in its current format, and the 5th year of surveying some of our 
specific services, providing a more meaningful trend in the data. JWS Research conducts the 
survey, under a contract with Local Government Victoria. 
 
The survey reflects the mood of the population in respect to council services at a point in time.  JWS 
conducts the survey at similar times each year, as detailed in the following table.  
 

Year Survey dates 

2017 1 February to 30 March 

2016 1 February to 30 March 

2015 1 February to 30 March 

2014 31 January to 11 March 

2013 1 February to 24 March 

2012* 18 May to 30 June 

 
* 2012 conducted later in the year, due to delays in LGV finalising tender for the research and 
finalising changes to the survey methodology with Councils. 
 
Report basis 
The survey is based on a random sample of 400 people in Cardinia Shire.  
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Respondents were also identified as users or none users of council services providing a better 
understanding of the impact of direct usage on the perception of performance and also importance. 
 
The measures discussed here are index scores which is a way of aggregating the responses in 
varying ratings (very good, good, average, poor and very poor) into a single measure out of 100. The 
logic of this is contained in the detailed report on pages 132-34. 
 
Responses are taken from anyone over the age of 18 and weighted to reflect the demographics of 
our population. Basic demographic information is collected, enabling results to be available by the 
following groupings: 
 
 Gender- male / female 
 Age groups - 18-34, 35-49, 50-64 and 65+. 
 Region - Growth, Hills and Southern Rural. 
 
65% of those surveyed had personal contact with council over the last 12 months - up from 63% in 
2016. This contact could have been in person, in writing, by phone, text, email, Council website, 
Facebook or Twitter. 
 
Cardinia results are compared to the state-wide result and the interface group that comprises 
Cardinia, Casey, Melton, Mornington Peninsula, Whittlesea and Yarra Ranges.  
 
Not all councils participate in this survey (68 of 79). Those that don’t participate undertake their 
own survey to provide data for the compulsory indicators. 
Key Measures 
There are currently seven key measures, which provide a base comparison across councils. This 
includes two measures that are part of the Local Government Performance Reporting Framework 
(LGPRF) that are included in the annual report. VAGO (or their contractors) audit these two 
measures. They are: 
 
 Making community decisions - decisions made in the interests of the community and 
 Sealed local roads - condition of sealed local roads. 
 
The index scores for 2017 are on a par with previous years, or show slight reductions from 2016, 
with no significant difference, except for Community Consultation, falling from 54 to 49. This is a 
whole of council measure with the following question asked, "How has Council performed on 
community consultation and engagement over the last 12 months?" Historically this has been a 
reasonably stable indicator measure for Cardinia, and this year's result may be due to an anomaly 
or an isolated negative event. 
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Positive sentiment (good or very good) remains equal to or higher than negative sentiment (poor or 
very poor) for the key measures. If we ignore the middle ground, 'average' and 'stayed the same' 
ratings, we find the following results: 
 

Measure Positive Negative Can't 
Say 

Overall performance of council 41% 14% 1% 

Overall direction 16% 15% 6% 

Community consultation 25% 25% 12% 

Advocacy 21% 17% 22% 

Customer service 62% 18% 2% 

Making decisions in interest of 
community 

29% 19% 15% 

Condition of Sealed local roads 46% 24% 1% 

 
Advocacy continues being an area that the community does not relate to with close to one in four 
respondents not able to voice an opinion of council's performance.   
 
State and Interface councils 
As the graph below shows, Cardinia performs slightly lower, versus either the Interface or State-wide 
groups, or both, in each of the core indicators.  
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Comparing Regions to Shire 
Comparing the individual region performance results, with the overall Shire results, shows that, at 
the time when the survey was conducted, residents of the Hills and the Southern Rural Areas had a 
lower perception of Council's performance, as, in both areas, 8 of 24 measures were significantly 
lower than the overall Shire result.  
 
The growth area had three measures that are significantly higher than the overall Shire result - 
reflecting a more position perception of council.  
 
The following table summarises these results. 
 

Region Significantly higher than 
overall Shire 

Significantly lower than overall Shire 

Hills Nil Advocacy, Decisions Made in the Community 
Interest, Sealed Local Roads, Local Streets and 
Footpaths, Town Planning Policy, Business and 
Community Development 

Growth Sealed Local Roads, Local 
Streets and Footpaths, 
Maintenance of Unsealed 
Roads 

Nil 

Southern 
Rural 

Nil Sealed Local Roads, Local Streets and 
Footpaths, Disadvantaged Support Services, 
Community and Cultural Activities, Waste 
Management, Emergency and Disaster 
Management, Maintenance of Unsealed Roads, 
Business and Community Development 

 
Importance summary 
In addition to asking respondents to rate Council performance, the survey also asks respondents to 
rate how important each particular item is to them.  
The following table reflects the three most important services to the community over the last four 
surveys. Unsealed roads continue to be in the top three, with emergency and disaster management 
again appearing after being included for the first time in the 2015 survey. Apart from the order, our 
'top 3' this year is a repeat of the 2015 result. 
 
2017 2016 2015 2014 2013 
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Emergency and 
Disaster 
Management 

Emergency & 
Disaster 
Management 

Unsealed 
Roads 

Population 
Growth 

Local Streets  & 
Footpaths 

Unsealed 
Roads 

Unsealed Roads Emergency & 
Disaster 
Management 
(not included in 
previous 
surveys) 

Unsealed 
roads 

Unsealed Roads 

Sealed Roads Waste 
Management 

Sealed Roads Waste 
Management 

Waste 
Management 

 
The next table contains the three least important services as rated by the community. These have 
been consistent over the past 4 years.  
 
2017 2016 2015 2014 2013 
Tourism 
Development 

Tourism 
development 

Tourism 
development 

Tourism 
development 

Community & 
cultural 

Community and 
Cultural 

Community & 
cultural 

Community & 
cultural 

Community & 
cultural 

Business 
development & 
tourism 

Lobbying Lobbying Lobbying Lobbying Lobbying 
 
Demographics 
The detailed report contains result breakdowns based on demographic groupings, for both index 
scores and response percentages, for all the indicators included in the survey.  These results 
reinforce that Cardinia is not a homogeneous community.   
 
Some examples of variation in response across demographic groupings are: 
 
 Overall performance index - Highest performance scores given in the Growth Area, and the 

Lowest performance scores in the Hills Area 
 Community Consultation - High performance scores given by respondents in the 18-34 age 

group, with low performance scores being recorded in the 65+ age group 
 Sealed Local Roads - High performance scores given by respondents in the 35-49 age group, 

and low performance scores provided by residents in the 18-34 age group 
 Recreational Facilities - High performance scores given by men, and low performance scores 

given by women 
 
POLICY IMPLICATIONS 
 
There are no direct policy implications of these results, however, Council uses the information as an 
input into service planning, strategy development, business planning and overall communications 
as the data adds to our understanding of our community. 
 
RELEVANCE TO COUNCIL PLAN 
 
The survey is an indicator of Council’s overall performance in delivering plan. 
 

CONSULTATION/COMMUNICATION 
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The survey samples 400 people, 18 and over, through calls to a mix of landlines and mobile 
phones. 

Integrated Advisory Network 
N/A. 
 
FINANCIAL AND RESOURCE IMPLICATIONS 
 
There are no direct financial implications.  Indirectly, the results of the survey may be useful in 
supporting any position associated with variation to rate capping 
 

CONCLUSION 
 
This year's survey supports that view that; in general, the community may be seeing the 
performance of council, and its overall direction, in a reasonably similar light to previous years. The 
one potential exception to this may be community this to be consultation, as a significant fall, in the 
index score in this area, in this year's survey, may recommend future monitoring and attention. 
 
As would be expected, variations exist between the regions and various demographics on both 
performance and importance of our service delivery. 
 
There is much detail in the report that can combined with other research information and used by 
Council as an input to both planning and monitoring of service delivery and to further understand 
the community. 
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