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PURPOSE:

The purpose of this report is to present the results of the 2023 Customer Satisfaction Survey
to Council.

EXECUTIVE SUMMARY:

A survey of community and business satisfaction with Council services was conducted by
Micromex Research in August 2023. The full survey report is attached.

Key findings from the residential survey:

92% are at least somewhat
satisfied with Council’s
performance over the last
12 months.

97% felt their quality of
life was good to excellent.

64% agree North Sydney
as a whole has a strong
sense of community.

Key findings from the business survey:

89% are at least somewhat
satisfied with Council’s
performance over the last
12 months.

92% are at least
somewhat satisfied with
North Sydney LGA as a
place to do business.

Traffic and parking are
the highest priority area
for the next 10 years
(29% satisfaction each).

The survey findings are benchmarked against other metropolitan Councils and the Office
of Local Government (OLG) Group 3 Councils.

Our 2023 survey results represent one of the highest satisfaction scores in the Micromex
data set of Councils, their fourth highest score to date.

RECOMMENDATION:
1. THAT Council note the 2023 Customer Satisfaction survey findings.
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Background

Council engages an external research company to periodically conduct its Customer
Satisfaction Survey, to help determine community attitudes by measuring the importance of,
and satisfaction with, key Council services and facilities. The findings are used to review
services and inform strategy development.

Report

The full 2023 Survey results are attached.

Methodology and Sample Size

Micromex Research was commissioned to undertake the 2023 representative telephone
survey of 400 residents and 200 businesses.

401 total resident interviews were completed - 354 respondents were chosen by a
computer-based random selection process and 47 were ‘number harvested’ via face-to-
face intercept e.g., at Waverton Station and St Leonards Station. A sample size of 401
residents provided a maximum sampling error of + or - 4.8% at 95% confidence.

202 total business interviews were completed - all were chosen by a computer-based
random selection process using the Australian marketing lists and Sample Pages. A
sample size of 202 businesses provided a maximum sampling error of + or - 6.8% at 95%
confidence.

Residents Survey

Key findings from the residential survey were:

92% at least somewhat satisfied with Council’s performance over the last 12 months;
97% felt their quality of life was good to excellent;

64% agree that North Sydney, as a whole, has a strong sense of community;

57% agree, or strongly agree, that Council operates under ethical, open, accountable, and
transparent processes;

18% had participated in at least one Council-led engagement in the past 12 months;
45% are aware of Precinct Committees;

41% had participated in at least one Council -run event in the past 12 months;

the top three preferred sources of information are the Council website, emails from
Council, and brochures/leaflets/flyers;

the top three aspects most valued in North Sydney LGA are the proximity to the CBD/City,
open space/parks/trees, and a good transport system; and

the top three priorities for next 10 years are managing development, traffic management
and congestion, and preservation of green spaces and bushland.
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The following table details the 2023 findings regarding key service area (grouped by theme):

Residents 2023 2023
Importance | Satisfaction

INFRASTRUCTURE & TRANSPORT

Cleanliness of local roads and footpaths (e.g., street sweeping) 90% 94%

Maintenance of local roads 89% 87%

Maintenance of footpaths 90% 82%

Management of traffic flow (congestion) on local roads 83% 77%

(excluding highways) in commercial and residential areas

Cycleways 35% 66%

Provision of parking (commercial areas, residential areas 77% 72%

e.g., policing, residents parking, parking facilities, restrictions,

parking in shopping areas)

Maintenance of plazas in commercial areas 64% 94%

Appearance of local village centres 77% 93%

(public domain/streetscape)

Appearance of public spaces in the North Sydney CBD 69% 91%

(public domain)

Wharves and boat ramps, dinghy/kayak storage etc* 25% 69%

Bus shelters* 63% 88%

OPEN SPACE & ENVIRONMENT

Recreation facilities and amenities (e.g., sporting fields, North 82% 84%

Sydney Indoor Sports Centre, MacCallum Pool)

Maintenance of parks, playgrounds, and bushland areas, parks, 96% 95%

and recreation areas (including playgrounds)

Protecting bushland and enhancing canopy cover* 86% 89%

Waste and recycling collection services 96% 92%

Environmental and sustainability initiatives* 82% 86%

COMMUNITY & CULTURE

Stanton Library 63% 97%

Community centres and halls 53% 94%

Council-run community events (e.g., Twilight Food Fair, 61% 96%

the Children’s Festival, North Sydney Art Prize)

Feeling safe in North Sydney - crime, road safety, pedestrians, 96% 94%

cyclists, street lighting etc.

Range of arts and cultural experiences in North Sydney 65% 87%

DEVELOPMENT

Managing development/town planning (land use planning) 85% 68%

Long term planning* 90% 71%

Protection of low-rise residential area* 75% 72%

Building height and town centres* 68% 66%

LEADERSHIP & CUSTOMER SERVICE

Customer service/information provided by Council staff 73% 87%

Consultation with the community 82% 96%

Communication with residents 86% 84%
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* new measures introduced in 2023

The 2023 survey is Council’s first time using Micromex Research. Micromex Research was
chosen to undertake the survey due to the thoroughness of their approach and their large
pool of available data to benchmark our results. Micromex Research use a different scale to
our previous provider which limits our ability to compare our historical results on some
metrics.

The below table (adapted from page 33 of attached report) shows the stated community
importance of Council services and combines these with the community satisfaction score.
The table is broken down into quadrants to demonstrate which services Council should
consider maintaining, improving, or recognising as social capital or a niche service.

IMPORTANCE

Improve
Higher importance, lower satisfaction

Maintain
Higher importance, higher satisfaction

e Longterm planning

e Maintenance of local roads

e Managing development/town
planning

e Management of traffic flow on local
roads in commercial and residential
areas

e Recreation facilities and amenities

e Consultation with the community

e Provision of parking

e Maintenance of parks, playgrounds,
bushland areas, and recreation areas

e Feeling safe in North Sydney - crime,
road safety, pedestrians, cyclists,
street lighting etc.

e Waste and recycling collection services

e C(Cleanliness of local roads and
footpaths

e Maintenance of footpaths

e Communication with residents

e Protecting bushland and enhancing
canopy cover

e Environmental and sustainability
initiatives

e Appearance of local village centres

Niche
Lower importance, lower satisfaction

Social Capital
Lower importance, higher satisfaction

e Protection of low-rise residential
area

e Building height and town centres

e Cycleways

e Wharves and boat ramps,
dinghy/kayak storage etc

e Customer service/information
provided by Council staff

e Appearance of public spaces in the
North Sydney CBD

e Range of arts and cultural experiences
in North Sydney

e Maintenance of plazas in commercial
areas

e Busshelters

e Stanton Library

e Council-run community events

e Community centres and halls

SATISFACTION
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Business Survey

Key findings from the business survey were:

89% of businesses are at least somewhat satisfied with Council’s performance over the
last 12 months;

92% are at least somewhat satisfied with North Sydney LGA as a place to do business;
49% are satisfied with North Sydney’s strategic direction;

57% agree or strongly agree that Council operates under ethical, open, accountable, and
transparent processes;

16% stated they were part of a Chamber of Commerce or association;

21% are aware of Streetscape Committees;

23% are aware of Precinct Committees;

37% had conducted business with Council in the last 12 months, and of these, 82% were
at least somewhat satisfied with the ease of conducting business with Council;

the top three preferred sources of information are emails from Council, followed by
brochures/leaflets/flyers, then eNewsletters; and

the top three priorities for next 10 years are traffic management and congestion, parking
availability and affordability, and more development planning.

The following table details the 2023 findings regarding key service area (grouped by theme):

Businesses 2023 2023
Importance | Satisfaction

INFRASTRUCTURE & TRANSPORT

Cleanliness of local roads and footpaths 88% 92%

(e.g., street sweeping)

Maintenance of local roads 88% 84%

Maintenance of footpaths 87% 85%

Management of traffic flow (congestion) on local roads 90% 75%

(excluding highways) in commercial and residential areas

Provision of parking (commercial areas, residential areas 93% 53%

e.g., policing, residents parking, parking facilities, restrictions,

parking in shopping areas)

Maintenance of plazas in commercial areas 75% 90%

Appearance of local village centres (public 79% 87%

domain/streetscape)

Appearance of public spaces in the North Sydney CBD 73% 92%

(public domain)

OPEN SPACE & ENVIRONMENT

Waste and recycling collection services 84% 80%

Environmental and sustainability initiatives* 77% 85%

DEVELOPMENT

Managing development/town planning (land use planning) 88% 73%

Long term planning* 93% 77%
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Businesses 2023 2023
Importance | Satisfaction

Building height and town centres* 71% 69%

LEADERSHIP & CUSTOMER SERVICE

Customer service/information provided by Council staff 81% 83%

Consultation with the business community 81% 67%

Communication with businesses 83% 65%

* new measures introduced in 2023

The below table (adapted from page 59 of attached report) shows the stated business
importance of Council services and combines these with the business satisfaction score. The
table is broken down into quadrants to demonstrate which services Council should consider
maintaining, improving, or recognising as social capital or a niche service.

Improve Maintain
Higher importance, lower satisfaction Higher importance, higher satisfaction
e Long term planning e Cleanliness of local roads and
e Provision of parking footpaths
e Management of traffic flow e Maintenance of local roads
e Managing development/town e Maintenance of footpaths
planning e Waste and recycling collection services
& | ® Communication with local business
Z Niche Social Capital
e Lower importance, lower satisfaction Lower importance, higher satisfaction
2 e Consultation with the business e Customer service/information
2 community provided by Council staff
e Building height and town centres e Appearance of local village centres
e Environmental and sustainability
initiatives
e Maintenance of plazas in commercial
areas
e Appearance of public spaces in the
North Sydney CBD
SATISFACTION

Benchmarking

A new feature of the 2023 Survey was the ability to benchmark against other metropolitan
Councils, with the provider (Micromex) having the highest number of NSW Councils to
compare with. Benchmarking against NSW Councils classified by the OLG as a ‘Group 3’
Council was also commissioned to enable comparison with similar size Councils.

In summary, as detailed in the below table, on average North Sydney Council residents rated
services/facilities on par in terms of importance to the Group 3 benchmark, and their
satisfaction was, on average, slightly higher.

Council Meeting - 11 December 2023 Agenda Page 6 of 99



North Sydney Council Micromex

LGA Group 3 Benchmark
Average importance 75% 76%

Average satisfaction 84% 82%

The 2023 Survey sought feedback regarding the community’s most valued attributes/aspects
and top 10-year priorities of the North Sydney LGA. This feedback will be used to inform the
periodic review of the Community Strategic Plan, providing feedback from a representative
sample that is complemented with additional feedback as part of the project-specific
engagement plans. The findings will also be compared with the results of the 2023 Liveability
Census.

The six most valued aspects of living in North Sydney are shown in the below table (taken
from page 16 of the attached report):

Most valued aspect of living in North Sydney % of residents
Close to CBD/City 26%
Open spaces/parks/trees 21%
Public transport 10%
Convenience (general) 8%
Services/community facilities 7%
Quiet/peaceful/safe 7%

The ten highest priority areas for the next 10 years for residents are shown in the below table
(taken from page 42 of the attached report). Note residents could choose multiple options
when answering this question.

High priority areas % of residents
Managing overdevelopment 27%
Traffic management/congestion 25%
Preservation of green spaces/bushland 17%
Better services and facilities including hospitals, schools, pools 17%
Environmental sustainability/managing climate change 15%
Housing affordability/availability 12%
Improve Council action e.g. rates, customer service, managing funds 12%
Diversity in development/more development 12%
Managing population growth 11%
Public transport 10%

The six highest priority areas for the next 10 years for businesses are shown in the below table
(taken from page 52 of the attached report). Note businesses could choose multiple options
when answering this question.

High priority areas % of businesses
Traffic management/congestion 29%
Parking availability/affordability 29%
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More development planning 15%
Preservation of green spaces/bushland 15%
More support for local businesses e.g., incentives, policies, 11%
consultations

Managing overdevelopment 10%

Distribution and Promotion of the 2023 Findings

Following the 2023 Survey findings being reported to Council, the Council website will be
updated and the findings will be used to inform service reviews and strategy development.

Consultation requirements

Community engagement is not required.

Financial/Resource Implications

The survey was funded from the 2023/24 non-recent budget. There are no immediate

financial implications as a direct result of the 2023 survey results. The survey findings will be
used to review services and programs, and strategy development.

Council Meeting - 11 December 2023 Agenda Page 8 of 99


https://www.northsydney.nsw.gov.au/downloads/download/256/customer-satisfaction-survey-results

North Sydney Councill

Communiiy Satisfaction Research 2023 Prepared by: Micromex Research
Date: September 2023

micrémex

Council'Meeting =11 December 2023 Agenda




Attachment 10.1.1

Report Outline

Research Objectives and Sample

Summary Findings

Section 1: Resident Survey

1a. Living in North Sydney

1b. Summary of Council Services/Facilities

1c. Future Priorities for North Sydney

Section 2: Business Survey

2d. Business in North Sydney

2b. Businesses Satisfaction with Council

Appendix 1: Additional Analyse (Resident)

Appendix 2: Additional Analyse (Business)

Appendix 3: Questionnaire
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Attachment 10.1.1
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Research Objectives

In August 2023, North Sydney Council commissioned Micromex Research to conduct

a random felephone survey with 400 residents and 200 businesses in the North Sydney

local government area (LGA).

Why?

. Measure level of satisfaction with Council’'s performance as well as
engagement and communications from residential and commercial angles

. Assess level of satisfaction with Council’s services, facilities and activities

. Assess community wellbeing including quality of life and sense of community

. Measure awareness of Precinct Committees, Streetscape Committees and
satisfaction with Strategic Direction

. Understand and identify community and business priorities for North Sydney
Council LGA in the future

How?
. Telephone survey (landline and mobile) to N=401 residents and N=202 businesses

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

. Greatest margin of error +/- 4.8% for residential survey and +/- 6.8% for business
survey

When?
* Implementation: Resident 7th — 27th August, Business 10th August — 23@ August 2023
Page 11 of 99




Methodology and Sample

Sample selection and error

Residential Survey

A total of 401 resident interviews were completed. 354 of the 401
respondents were chosen by means of a computer based random
selection process using the Australian marketing lists, SamplePages and
Leads lists. The remaining 47 respondents were ‘number harvested’ via
face-to-face intercept at several locations around the North Sydney
LGA, i.e. Waverton Station and St Leonards Train Station.

A sample size of 401 residents provides a maximum sampling error of plus
or minus 4.8% at 95% confidence. This means that if the survey was
replicated with a new universe of N=401 residents, 19 times out of 20 we
would expect to see the same results, i.e. +/- 4.8%. For the survey under
discussion the greatest margin of error is 4.8%. This means, for example,
that an answer such as ‘yes’ (50%) to a question could vary from 45% to
55%.

Business Survey

A ftotal of 202 resident interviews were completed. All of the 202
respondents were chosen by means of a computer based random
selection process using the Australian marketing lists and SamplePages.

A sample size of 202 residents provides a maximum sampling error of plus
or minus 6.8% at 95% confidence. This means that if the survey was
replicated with a new universe of N=202 residents, 19 times out of 20 we
would expect to see the same results, i.e. +/- 6.8%. For the survey under
discussion the greatest margin of error is 6.8%. This means, for example,
that an answer such as ‘yes’ (50%) to a question could vary from 43% to
57%.

Interviewing

Interviewing was conducted in accordance with The Research Society
Cosimeil Rietessioned Brloerviber2023 Agenda
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The data within this report was analysed using Q Professional.

Data analysis

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

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

Note: All percentages are calculated to the nearest whole number and therefore the total may not exactly
equal 100%.

Ratings questions

The Unipolar Scale of 1 to 5 was used in all rating questions, where 1 was the lowest importance or satisfaction
and 5 the highest importance or satisfaction (scale of 1 to 7 was only used as reference).
This scale allowed us to identify different levels of importance and satisfaction across respondents.

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

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

We refer to T3 Box Safisfaction 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 fo demonstrate
the hierarchy of community priorities.

Micromex LGA Benchmark

Micromex has developed Community Satisfaction Benchmarks using normative data from 75 unique councils,

more than 175 surveys and over 93,000 interviews since 2012.
Page 12 of 99
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Sample Profile: Residents

Gender

® O
Female 54% w w Male 46%

Ratepayer status

A

Ratepayer Non-ratepayer
63% 34%

Other 3%

Co ounc |I Meeting - 11 December 2023 Agenda
Base: N =401

31%

Age

28%

27%
I I 3

H18-34 W35-49 MW50-59 W60+

Time lived in the area

59%

Under a
year

1to3
years

4to0 6
years

71to 10 Over 10
years years

Household type

Living alone 24%

it s

Married/de facto with  Married/de facto with

no children 33%

"

Living at home with

poren’rs 8%

EEy

¥

Single parent with

Children 5%

children 22%

® ©
Group/shared

Household 4%

Extended family

household (multiple

generations) 3%

Waverton
Wollstonecraft
Cremorne
Crows Nest
Neutral Bay
Cammeray
North Sydney
Kirribilli

St Leonards
McMahons Point
Cremorne Point
Lavender Bay
Kurraba Point
Milsons Point

Attachment 1m

Suburb

I 7,
14%

I | 3%

e 1%

I | 1%

I 0%

I 97,

[ A

3%

. 2%

. 0%

. 2%

mI1%

1%

Main Local shopping area

Crows Nest
Neutral Bay
North Sydney
Cammeray
Kirribilli

Cremorne

I /37
26%

I 5%

B 9%

M 5%

2%

The sample was weighted by age and gender to reflect the 2021 ABS Census data for Nor%%y}ér?égg 5
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Summary Findings
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Sample Profile: Business Attachment 1420
| o |

Gender Type of business Location of business

Property and business _
ervices 21% North syaney [ 357

Health and community _ 19%
services Crows Nest _ 19%
Retail trade || INGTNIG 15%
Female 46%

Male 54% Accommodation, cafes, . o Neutral Bay - 13%
(e}

and restaurants

Finance and insurance [ 8% St Leonards - 12%

Personal and other services - 6%

Prefer not to say <1%

Cammeray .4%
Construction [ ¢%

Number of employees Cremome . 4%
Cultural and recreational - 5%
50% : )
Wholesale trade [l 3% Milsons Point . 4%
20% i
10% - 12% Manufoctuing [l 3% irioii - [JJj 4%
I | Transport and storage | <1%

McMahons Point I 2%
B No employees/sole trader M 1-5 employees Education | <1%

-1 | mil-2 |
6-10 employees 0 employees other [l 2% Wollstonecraft I 1%
More than 20 employees

Cou_ngicheeting - 11 December 2023 Agenda
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Where are we now? - Resident Key Measures: Attachment 1ﬁt

Despite many external stressors over recent years,

out of the control of Council (such as the impacts
Overall Satisfaction

Overall, 92% of residents are at least
performance of Council in the eyes of the somewhat satisfied with the performance
of Council over the last 12 months.

Quality of Life in the LGA

of Covid, bushfires, floods and rising costs), the

community remains relatively consistent with

previous years and the perceived quality of life

living in the North Sydney LGA remains high.

97% of respondents felt that their quality
of life was good to excellent within the
North Sydney Council area.

Sense of Community

Based on our regression analysis, customer
service/information provided by Council is the

key confributor towards overall satisfaction,

followed by maintenance of footpaths and

waste/recycling collection services.
64% of residents agree that North Sydney
as a whole had a strong sense of
community.

Development and planning is another area of

focus for Council to lift satisfaction.

Most Valued Aspects

Proximity to CBD/city, open
spaces/parks/trees and a good public
transport system are the top 3 most valued
aspects living in North Sydney.

® ® O ®
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. Attachment 1 m
Summary Focus Areas - Resident

Development & Planning Traffic & Transport

»  27% stated overdevelopment was a priority o 25% stated traffic management/congestion was

area of focus for the next 10 years a priority focus area
* Building heights and diversity of development is * 10% thought public fransport needs to be

important improved
Environment Services & Facilities
* 17% stated the preservation of green Key Areas m * 17% stated better service and
spaces and bushland is a priority of Focus facilities (e.g. hospitals, schools,

pools) need to be provided
* Maintenance of footpaths and
roads is an area for improvement

*  Environmental sustainability and
climate change was identified as a
priority area by 15% of residents

*  Waste and recycling was the 3
highest driver of overall satisfaction

Housing Council
«  12% stated housing affordability & availability ) ;‘f;;%@ﬁg;emce is the key driver of overall
i halll for th
s @ chdllenge forthem *  12% thought Council action e.g. rates,
customer service and funds needs to be
improved

Page 17 of 99
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Where are we now? - Business

Similarly, the performance of Council in the
eyes of the businesses remains in line with
previous years and satisfaction with the
business environment in the North Sydney LGA

remains high.

Based on our regression analysis, customer
service/information provided by Council is
again the key conftributor towards overall
satisfaction of Council’s performance. Every
interaction with Council is an opportunity to
{ listen, consider, respond and increase
satisfaction levels. Parking, development and
planning and communication/consultation
with businesses are areas to confinue efforts
to improve satisfaction of businesses in the
LGA.

ting - 11 December 2023 Agenda
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Key Measures:

Overall Satisfaction

Overall, 89% of Businesses are af least
somewhat satisfied with the performance
of Council over the last 12 months.

Doing Business in North Sydney

92% of businesses are at least somewhat
satisfied with North Sydney as a place to
do business.

Satisfaction with Strategic Direction

49% of businesses are satisfied with North
Sydney'’s strategic direction.
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Summary Focus Areas - Business

Traffic & Parking

+  29% of businesses stated that fraffic
management/congestion and parking
availability/affordability needs to be
prioritised in the next 10 years

+ Satisfaction was lowest overall for the
provision of parking

Council Meeting - 11 December 2023 Agenda

Key Areas
of Focus

Support for Local Business

Communication and consultation with local businesses was
identified as an area for improvement

11% stated that support for local businesses e.g. incentives,
policies and face to face consultations need to be focused
on as a priority area for the next 10 years

Appearance of public spaces in the CBD is the 279 highest
driver for overall satisfaction

Development & Planning

*  15% stated more development
management needs to be provided

* Long term planning is the 3@ biggest
driver of overall satisfaction

*  Managing development/town
planning and long term planning
were in the top 4 biggest
performance gaps

Page 19 of 99
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Satisfaction Scorecard — Resident & Business

Infrastructure & Transport

20 of the 28 services/facilities for Resident

residents and 9 of the 16 Cleanliness of local roads and

. tacilities for busi footpaths
services/facilities for businesses Maintenance of local roads

received ‘good performance’ Maintenance of footpaths

Management of traffic flow
(congestion) on local roads
(excluding highways

Cycleways

scores.

nly 1 ar rovision of
Only 1 area (provision o Provision of parking

parking) for businesses had a
areas

satisfaction score of 60% or less. .
Appearance of local vilage centres

North Sydney CBD

Wharves and boat ramps,
dinghy/kayak storage etc

Bus shelters

Good performance
(T3B sat score 280%)

v

Business

Cleanliness of local roads and
footpaths

Maintenance of local roads
Maintenance of footpaths

Management of traffic flow
(congestion) on local roads
(excluding highways)

Provision of parking

Maintenance of plazas in commercial Maintenance of plazas in commercial

areas

Appearance of local vilage centres
Appearance of public spacesin the Appearance of public spaces in the

North Sydney CBD

Open space & Environment

Monitor

(T3B sat score 60%-79%) Resident

Recreation facilities and amenities

Maintenance of parks, playgrounds,
bushland areas, and recreation areas
Protecting bushland and enhancing
canopy cover
Waste and recycling collection
services
NA Environmental and sustainability

initiatives

Needs
improvement
(T3B sat score <60%)

o

Council Meeting - 11 December 2023 Agenda

Business

Waste and recycling collection
services
Environmental and sustainability
initiatives

Attachment 10.1.1

Community & Culture

Resident
Stanton Library
Community centres and halls

Council run community events

Feeling safe in North Sydney

Range of arts and cultural
experiences in North Sydney

Business

Development

Resident

Managing development/town
planning (land use planning)

Long term planning

Protection of low-rise residential area

Building height and town centres

Business

Managing development/town

planning (land use planning)
Long term planning

Building height and town cenfres

Leadership & Customer

Resident

Customer service/information
provided by Council staff

Consultation with the community

Communication with residents

Business

Customer service/information
provided by Council staff
Consultation with the business
community
Communication with local

businesses
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Section 1a:

Living in North Sydney

Section 1a
(Resident) —
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Quality of Life

Attachment 1 m

97% of respondents feel that their quality of life is at least ‘good’ within the North Sydney Council area. Though it has softened compared to 2020, it is still

significantly higher compared to the Group 3 Benchmark.

I, /27
Excellent () a2% 55
% North Sydney
Council
I, - 7
Very good (5) 35% 43%
° Top 3 Box % 7%
Good (4) _]()172% Mean rating 5.22
Fair (3) IJZ;
Gender
| bA
Poor (2 Overall
@) o Male Female
v 1y S1%
ery poor (1) 14 Top 3 Box % 97% 96% 98%
0% 10% 20% 30% 40% 50% 0% Mean rating 5.22 5.14 5.28
W 2023 (N=401) 2020 (N=400)
Year on Year Trend
Age
2023 2020 18-34 35-49
Top 3Box % 97% 100% Top 3 Box % 100% 98%
Mean rating 5.22 5.43 Mean rating 5.38 5.19

Q4. @565%&@;%%}/{8glglyfbégéwg{ gd%mé)“@a/iving in the North Sydney Council area on a scale from 1-6 where 1 is very poor and 6 is excellent?

Micromex LGA Micromex LGA
Group 3 Metro
Benchmark Benchmark
94% 93%
4.97 4.92
Ward Ratepayer Status
Non-
St Leonards Cammeraygal  Ratepayer  ratepayer/
Other
98% 96% 96% 99%
5.20 5.23 5.14 5.34

Time lived in Council area

50-59 60+ 10 years orless  Over 10 years
97% 93% 99% 96%
5.13 5.10 5.23 5.20

Scale: 1 =very poorpg =eez<§%lfe§§
A significantly higher/lower percentage/number by group 14



Sense of Community

Attachment 1 m

64% of residents agree that North Sydney as a whole has a strong sense of community. Although residents’ sense of community contfinues to soften, it is

above the Group 3 Benchmark.

I 7
5- St |
rongly agree 19% North Sydney
Council
I, ::7:
56% Top 2 Box % 64%
_ 25% Mean rating 3.77
14%
o I 9%
10%
Gender
- Strongly disagree !]2;’ Overall
° Male Female
0% 10% 20% 30% 40% 50% 60%
m 2023 (N=401) 2020 (N=400) fop 2Box % b4% 62% 65%
Mean rating 3.77 3.72 3.82
Year on Year Trend
T2B% for Sense of Community
Age
76% 78% 75% 75% 64%
° 18-34 35-49
Top 2 Box % 61% 67%
Mean rating 3.76 3.86
2010 2013 2016 2020 2023
Q5. ﬂ%é (o] th Sydney as a whole has a strong sense of community¢ Please rate on a scale from 1-5, where
m\ﬁﬁls Sfr ﬂﬁg soqggggc‘%)ﬁﬁ Iss rongfi%%r{ré%ef? (Resident)

Micromex LGA Micromex LGA
Group 3 Metro
Benchmark Benchmark
61% 60%
3.66 3.66
Ward Ratepayer Status
Non-
St Leonards Cammeraygal  Ratepayer ratepayer/
Other
64% 64% 63% 65%
3.75 3.79 3.72 3.87

Time lived in Council area

50-59 60+ 10 years orless  Over 10 years
53% 69% 64% 64%
3.37 3.90 3.80 3.76

Scale: 1 =strongly disagree, 5 = Sfror%/
A significantly higher/lower percenfoge/nfrﬁg% E%p 15



Most Valued Aspects

Attachment lm

Proximity to CBD/City and open spaces/parks/trees remain the top 2 most valued aspects living in North Sydney. Access to public transport has become

more valued by residents compared to 2020.

21%
26% Open

Close to CBD spaces /
/ City Parks / Trees

10% Most Valued
Public
transport 8%

Convenience
(general)

Services /

peaceful / community
safe facilities

Base: N =401

Qoo.Q%a‘f‘!jM%&i Oglbé%\%e%% %%é; ﬁrgﬁ{édl@orth Sydney Council area? (Resident)

. X
Close to CBD/City
24%
o P R
en spaces/parks/trees etc
p P P 5%
10%
Public fransport -
6%
Convenience (general)
7%
7%
Quiet/peaceful/safe -
13%
7%
Services/community facilities -47
0% 10% 20% 30% 40%
W 2023 (N=401) 2020 (N=400)
Please see Appendix 1 for full IisTP&gr%szpzloRgegsg 16



Council Run Events

Attachment 1 m

41% of respondents stated that they had participated in atf least one Council run event in the past 12 months. Markets are the most commonly

aftended events, followed by Festivals, Fairs and Coal loader events.

Unsure/Don’'t

Know , 3%
Yes, 41%
No, 56%
Base: N = 401
Gender Ward Ratepayer Status
Overall Non-
Male Female Stleonards Cammeraygal Ratepayer  ratepayer/
Other
Yes 1% 37% 44% 39% 44% 1% 41%
Age Time lived in Council area
18-34 35-49 50-59 60+ 10 years or less Over 10 years
Yes 49% 45% 48% 25% 42% 41%

Ql5a. Have you participated in any Council run events in the past 12 months? (Resident)

qiscouncibMeetings, L1 December 202348809312 (c.g. Vilage Voice, NRTH SYD activations) (Resident)

Markets  IINIEINININIG 60%
Festival NI 13%
Foir I 13%
Coal loader event I 13%
Council run event/party I 10%
Concert M 5%
Matilda's event I 8%
Cinema M 6%
Community class/engagement Il 4%
Park run Il 4%
Awards ceremony M 3%
Library event B2%
Gardening 11%
Voting 11%
ANZAC service 11%
Sporting 11%
Waveton Hub 11%
Bushcare 11%
Park opening |<1%
Unspecified B1%
0% 20% 40% 60%

Base: N =165

A significantly higher/lower percenf&pﬁé%\;%r%fu%g 17



. Attachment lm
Council Engagements

18% of respondents stated that they had participated in at least one Council engagement in the past 12 months. Of those who had participated in Council

engagement, the majority attended a Council meeting/precinct discussion.

Unsure/Don’'t

Know , 1%
Yes, 18% Council meetings/precinct discussions _ 44%
Providing feedback/survey _ 21%
Development proposals/application _ 18%
No, 81% Website - 7%
Base: N =401 Voting - 6%
Gender Ward Ratepayer Stafus Bushcare/beautification of the area . 5%
Overall Non-
Male Female Stleonards Cammeraygal Ratepayer ratepayer Volunteering . 4%
/Other °
Yes 18% 15% 20% 16% 19% 25% 5% Council event I 3%
Streets alive I 3%
Age Time lived in Council area
18-34 35-49 50-59 60+ 10 years orless Over 10 years Awards/celebration I 1%
Yes 12% 19% 10% 26% 1% 23% 0% 20% 40% 60%

Base: N =71

Ql4a. Have you parficipated in any Council engagements in the past 12 months¢ (Resident)

Qi4SounsitMeptingsnLLDessmber 2Q23A8889R ipated in? (e.g. Giving feedback on YourSAy website, workshops or Popup information stalls) (Resident) A significantly higher/lower perceﬁﬂﬂfez&@rggp 18



Source of Information - Resident

Attachment 1 m

Email and Council website are the most preferred ways for residents to get information about Council this year. However, brochures/leaflets, Council

newsletters and e-newsletters are less preferred compared to 2020*.

Email from Council

Council website

Brochures/leaflets

Council newsletters (North Sydney News)
Council’s social media

e-newsletters

Local Newspaper

Weekly email newsletter

Community notice boards

Word of mouth

With rates notice

Ad in alocal paper

Via phone call to Council’s Customer Service staff
Posters at Council facilities

Council meetings

Local radio

Other

_]3%16%
I 1 676
I | 27,
I 1 1%
T?%
I / 7,

_(f%)

VA

. 3%

. 07

%

%

1%

W%

1<1%

1<1%

I G 7

0% 10%

m 2023 (N=401)

*Note: New options added this year, 2020 data is shown as an interest point only.

Q IG&WHEH W?ﬁéfé&&ﬁ&%@@ﬁ?%r%@%areloﬁng to what North Sydney Council does? (Resident)

20%

23%

20%
2020 (N=400)

30%

Other specified
Mail/Letter
Other social media

In person

Other websites
App

Signs in streets

Nothing

N=401
3%
2%

<1%
<1%

<1%

<1%

<1%

Please see Appendix 1 for gg%ﬁlé& %fsgﬁs 19



Aftitude Towards Council's Operating Process — Resident wecmer 179

57% of residents agree or strongly agree that Council operates under ethical, open, accountable, and transparent processes, which is in line with 2020.

Younger residents (18-34) are more likely to be positive towards Council’s operating process.

Strongly agree (5) _ 20% Gender Ward Ratepayer Status

Overall Non-
Male Female StLeonards Cammeraygal  Ratepayer ratepayer,
e (o | -+ el | LRt S e
Top 2 Box % 57% 61% 54% 56% 59% 55% 61%
Niether agree nor disagree (3) _ 29%
Mean
- 3.59 3.61 3.56 3.62 3.55 3.51 3.72
rating
Disagree (2) - 8%
Strongly disagree (1) . 6%
0% 10% 20% 30% 40%  50% Age Time lived in Council area
Year on Year Trend 18-34 35-49 50-59 60+ 10 years orless  Over 10 years
Top 2 Box % 70% 44% 48% 60% 59% 56%
2023 2020
. Mean rating 3.92 3.30 3.33 3.62 3.68 3.52
Mean rating 3.59 3.60*

Base: N = 399

Note: *This value was converted and calculated using 5 points scale

Ql8s. % [ Enl ouncil operates under ethical, open, accountable, and fransparent processes on a scale Scale: 1 = strongly disagree, 5 = r%égﬁ I
&wgiﬁ%ﬁ%%ﬁgeﬂﬁﬁgﬁﬁ%@%?&g% Is strongly agree? A significantly higher/lower percemoge/nuri;g r b?g)%gg 20



Precinct Committees — Resident

Attachment 1 m

45% of residents are aware of precinct committees, which has remained stable since 2016. Ratepayers and older residents/long-term residents know precinct

committees better than non-ratepayers and younger residents/short-term residents.

Unsure/Don’t Know ,
1%

No, 54%

Base: N =401

QI13.déandilrVieeting - 10 Dederibers2023/Agend

Year on Year Trend
Awareness of Precinct Committees

64% 69% 71%
2006 2009 2010
Gender
Overall
Male Female
Yes 45% 44% 47%
Age
18-34 35-49
Yes 21% 33%

Frecinct Committees’ made up of residents, students, workers, and businesses who discuss

matters affecting their local area. Prior to me telling you this, were you aware that you had a local Precinct Committee? (Resident)

53%

2013

St Leonards

42%

50-59
63%

45% 47% 45%
2016 2020 2023
Ward Ratepayer Status
Non-
Cammeraygal  Ratepayer ratepayer
/Other
49% 60% 20%

Time lived in Council area

60+ 10 years orless Over 10 years
77% 24% 60%

A significantly higher/lower percenafe 29 9f99 2]
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Attachment 10.1.1

5 Point Vs. 7 Point Overall Satisfaction

For converting a 7-point (7p) scale to a 5-point (5p), mathematically the scaling change is as follows: 5p = 7p x 0.66 + 0.33.

More specifically the conversion is: {1=1, 2=1.66, 3=2.33, 4=3, 5=3.66, 6=4.33, 7=5}.

Conversely, to convert 5-point to 7-point is: 7p = 5p x 1.5 - 0.5. More specifically: {1=1, 2=2.5, 3=4, 4=5.5, 5=7}.

Looking at the chart below we can see that these formulas do match visually, and when we look at the mean scores compared to the ‘converted’

mean score, results are not significantly different between the two scales.

. . . Mean Mean
Overall Satisfaction for Resident rating rating
(5-Point) | (7-Point)
i d 5 - Point | 3 4
§ Point Merge &y 5% 25% 39% 3.84 ~5.26
. . 2 3 4 5 6
7 Point Merged 7-Point Jeag 7o 16% 3% 4%, ~3.78 5.17
Mean score

Note: In 2023, the overall safisfaction scale changed from 7 points to 5 points for better comparison with Micromex Benchmarks. - Converfed Mean Score

Council Meeting - 11 December 2023 Agenda Page 31 of 99 23



Overall Satisfaction — Resident

Attachment 1 m

92% of residents are at least somewhat satisfied with Council’s performance over the past 12 months. The mean rating is significantly higher than the

Group 3 Benchmark, though it has softened slightly since 2020.

Very saftisfied (5)

28%

Somewhat satisfied (3) - 25%
Not very satisfied (2) . 5%
Top 3 Box %
Not at all safisfied (1) I 3% Mean rating
0% 10% 20% 30% 40% 50%
Year on Year Trend
2023 2020 Top 3 Box %
Mean ratfing 3.84 3.96* Mean rating
Base: N = 401

Note: *This value was converted and calculated using 5 points scale

Q7aCoundildvegeting 11eDeceamerc20233Agendsovides, overall, how satisfied have you been with your Council over the last 12 months2
Please rate your satisfaction with the service from 1 to 5 where 1 is not at all safisfied and 5 is very satisfied. (Resident)

Top 3 Box %
Mean rafing
Overall
Male
92% 92%
3.84 3.87
18-34
100%
4.11

North Sydney
Council

92%
3.84

Gender

Female

92%
3.82

Age
35-49
89%
3.69

Micromex LGA Micromex LGA
Group 3 Metro
Benchmark Benchmark
89% 90%
3.55 3.58
Ward Ratepayer Status
o Cammeraygal Ratepayer ra’rsgg;/er/
Leonards Other
94% 90% 88% 98%
3.92 3.75 3.68 4.11
Time lived in Council area
50-59 60+ 10 years or less Over 10 years
84% 90% 96% 89%
3.41 3.90 3.93 3.78

Scale: 1 = not at all satisfied, 5 = verg/o HSELG?%
A significantly higher/lower percenToge/nureraegr %39? 24



o o orene . Attachment 1ﬂ
Council Services and Facilities — Resident

A major component of the 2023 Resident Survey was to assess perceived Importance of, and Satisfaction with 28 Council-provided services and facilities — the
equivalent of 56 separate questions!

We have utilised the following techniques to summarise and analyse these 56 questions:

Highlights and Comparison with 2020 and the Group 3 Benchmark
Performance Gap Analysis

Quadrant Analysis

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

Council Meeting - 11 December 2023 Agenda Page 33 of 99 o5



Importance & Satisfaction — Highest/Lowest Rated Services/ FacilitieAgaChmentlﬂ

A core element of this community survey was the rating of 28 facilities/services in terms of Importance and Satisfaction. The analysis below identifies the highest and lowest

rated services/facilities in terms of importance and satisfaction.

Importance

The following services/facilities received the highest T2 box importance

ratings:
Higher importance T2 Box Mean
Maintenance of parks, playgrounds, bushland
. 96% 4.71
areas, and recreation areas
Feeling safe in North Sydney - crime, road safety, 96% 476
pedestrians, cyclists, street lighting etc. ° )
Waste and recycling collection services 96% 4.76
Cleanliness of local roads and foofpaths 90% 4.46
Maintenance of footpaths 920% 4.52
Long term planning 920% 4.56

The following services/facilities received the lowest T2 box importance

rafings:

Lower importance T2 Box Mean
Wehfirves and boat ramps, dinghy/kayak storage 5% 049
Cycleways 35% 2.84
Community centres and halls 53% 3.46
Council run community events 61% 3.70
Stanton Library 63% 3.77
Bus shelters 63% 3.72

= important/very important

2B
Council Meeting-cld: Decgpibar? %A&@ﬂﬂ!aj = very important

Satisfaction

The following services/facilities received the highest T3 box satisfaction

rafings:
Higher satisfaction T3 Box Mean
Stanton Library 97% 4.37
Council run community events 96% 3.87
Maintenance of parks, playgrounds, bushland
. 95% 4.04
areas, and recreation areas
Cleanliness of local roads and footpaths 94% 3.98
Feeling safe in North Sydney - crime, road safety, 94% 407
pedestrians, cyclists, street lighting etc. ° :
Maintenance of plazas in commercial areas 94% 3.84
Community centres and halls 94% 3.78

The following services/facilities received the lowest T3 box satisfaction

rafings:
Lower satisfaction T3 Box Mean
Building height and town cenftres 66% 2.99
Cycleways 66% 2.94
Mggﬂﬁ;gg)developmen’r/‘rown planning (land use 68% 597
W:T?:r'ves and boat ramps, dinghy/kayak storage 69% 394
Long term planning 71% 3.01

T3B = somewhat satisfied/satisfied/very satisfied
Scale: 1 = not at all satisfied, 5 = very satisfiec’age 34 of 99, ,



Services and Facilities — Satisfaction: Comparison by Year Ammemﬂ

The below chart compares the mean satisfaction ratings for 2023 vs 2020.

Satisfaction significantly increased for Stanton Library and Community centres/halls, while it decreased for management of traffic flow and recreation facilities/amenities.

500 Stanton Library (0.42)
475 Community centres and halls (0.29)
' Customer service/information provided by Council staff (0.04)
Maintenance of plazas in commercial areas (0.03)
4.50 Council run community events (e.g. Twilight Food Fair, the 0.02
Childrens Festival, North Sydney Art Prize) (0.02) °
4.25 Range of arts and cultural experiences in North Sydney (0.02)
" Appearance of local village centres (public (0.01)
(@) 4.00 domain/streetscape) : 9
._g ’ Cleonliness of local roads and footpaths (e.g. street (0.01)
S 3.75 sweeping) ° Appearance of public spaces in the North Sydney CBD (public domain) (-0.02)
c ' Waste and recycling collection services (-0.05)
._g 350 e Maintenance of the local roads and footpaths* (-0.06)
O : Provision of parking (commercial areas, residential areas e.g., policing,
O residents parking, parking facilities, restrictions, parking in shopping (-0.06)
2 3.25 areas)
O Feeling safe in North Sydney - crime, road safety, pedestrians, cyclists, 0.07
< street lighting efc. (-0.07)
) 3.00 ; .
g Maintenance of parks, playgrounds, bushland areas, and recreation (-0.11)
areas
o 2.75 Management of traffic flow (congestion) on local roads (excluding (-0.23)
highways) in commercial and residential areas ’
2.50 Recreation facilities and amenities (e.g. sporting fields, North Sydney (-0.43)
Indoor Sports Centre, MacCallum Pool) :
2.25 tl = Asignificantly higher/lower level
of safisfaction (compared to 2020)
2.00
2.00 2.25 2.50 2.75 3.00 3.25 3.50 3.75 4.00 4,25 4.50 4.75 5.00
2020 Satisfaction Ratings
Note: 2020 yalues were verted an culated using 5 points scale
* Manc%gRgnllicUgegftllg%fpgths%cﬁmogggrgg%é&%eerpg?nerged for comparison with 2020 Page 35 0f 99 27



Attachment 1Q
Summary Importance: Comparison to the Group 3 Benchmark ﬂ

The chart to the right shows the .
. North Sydney Council Top 2 Box Importance Scores Variance to the Variance to the

variance between North Sydney Group 3 Benchmark Metro Benchmark

Council fop 2 box importance scores Range of arts and cultural experiences in North I 5 14% 12%

Sydney

and the Group 3 Benchmark. Maintenance of parks, playgrounds, bushland e 12% 1%

. e . areas, and recreation areas
Services/facilities shown in the below . - -
Recreation facilities and amenities | TGN 32 8% 6%
chart highlight larger positive and
. Environmental and sustainability initiatives || EGTGTGTzTNTNTNEEEEEEEEEEE 27 8% 8%
negative gaps. ) _ i
reeiing safe In Norlh Sydney - cime. 100 | 7 7% 7%
safety, pedestrians, cyclists, street lighting etc. ° °
Consultation with the community [ EGEEEEEEEEEEEEEE 32 6% 4%
communication with residents || EGcTcnTNNEEEEEEEEEEEEEEEE 6% 5%
Building height and town centres | EGTEGTGTcTNcNGEIIEEE 3% 5% 5%
Management of traffic flow on local roads in _ 83% 5% -5%
(o]

commercial and residential areas

Customer service/information provided by _ _ 6%
Council staff 73% 7% ’
Community centres and halls || E i NG 537 7% 7%
Bus shelters | N ENEEEEEE 7 -9% ~4%
stanton Library | N NEE /37 -10% 9%

Appearance of public spaces in the North _ 69% 1% -10%

Sydney CBD

Council commissioned bespoke Maintenance of plazas in commercial areas | EGEGTGTczcNEGEEE 4% -19% -20%
benchmarking against OLG Group 3 Cycleways | INEG—— 357 -20% -18%

councils - to compare against Wharves and boat romep;z, dinghy/kayak storage _ 25% 27% 27%

metropolitan councils of similar size. 0% 20% 40% 40% 80% 100 -40% -20% 0% 20% -40% -20% 0% 20%

Noféwuéwfﬁﬁiim&cﬂiﬂ&%weémmﬂ%% to the Benchmark have been shown above. Please see Appendix 1 for detailed list Top 2 box = imporTonT/vBﬁSﬁ—‘rﬁ%ﬁf]ﬂQ 28



Summary Satisfaction: Comparison to the Group 3 Benchmquémmemm

The chart to the right shows the North Sydney Council Top 3 Box Satisfaction Scores Variance to the Variance to the
. Group 3 Benchmark Metro Benchmark
variance between North Sydney

Council fop 3 safisfaction scores and Cleaniiness of local roads and footpaths - | G /7 12% 13%
the Group 3 Benchmark. Maintenance of footpaths [ I 7 12% 13%
Services/facilities shown in the chart
bt i " provision of parking | R 727
to the right highlight larger positive rovsion ot paring % 10% 9%
and negative gaps. Appearance of local village centres _ 93% 8% 10%
Maintenance of local roads _ 83% 8% 8%
Maintenance of plazas in commercial areas _ 94% 7% 6%
Appearance of public spaces in the North _ 91% % 8%
(o) (o] (o]

Sydney CBD

Feeling safe in North Sydney - crime, road safety, _ 94% 6% e
(o] (o] (e}

pedestrians, cyclists, street lighting etc.

Council run community events _ 926% 6% 5%

Consultation with the community _ 80% 5% 5%
Management of traffic flow on local roads in

° I 777 5% 5%

commercial and residential areas

Recreation facilities and amenities _ 84% -7% -8%

cycleways | NG <57 9% 7%
Wharves and boat ramps, dinghy/kayak storage _ 69% 20% 20%
©° - © - (o)

etc
0% 20% 40% 60% 80% 100% -40%  -20% 0% 20% -40% -20% 0% 20%

Nofecan%ﬂqwgeqm@gﬂqgéggpr%égWA%fewda‘S% to the Benchmark have been shown above. Please see Appendix 1 for detailed list Page 37 of 99

Top 3 box = af least somewhat satisfied



Performance Gap Analysis — Resident Amhmemlﬂ

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 satfisfaction 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 North Sydney Council and the
expectation of the community for that service/facility.

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

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

Importance
8 (» (Area of focus - where residents
g ,," would like Council to focus/invest)
+~ ’
o) y
3
.~ Performance
e “®

Gap

Satisfaction
(Satisfaction with current
performance in a particular areaq)

(Gap = Importance rating minus Satisfaction rating)

Council Meeting - 11 December 2023 Agenda Page 38 of 99 30



Performance Gap Analysis — Resident Ammemlﬂ

When we examine the largest performance gaps, we can identify that all of the services or facilities have been rated as high in importance, whilst resident satisfaction for all

of these areas is between 68% and 83%.

Long-term planning/development management, traffic management, maintenance of local roads and provision of parking had the largest performance gaps.

Performance
. . - Importance T2 | Satisfaction T3 Gap
Service Area Service/Facility Box Box (Importance —
Satisfaction)
Development Long term planning 90% 71% 18%
Development Managing development/town planning 85% 68% 17%

(land use planning)

Management of traffic flow (congestion) on
Infrastructure & Transport local roads (excluding highways) in 83% 77% 7%
commercial and residential areas

Infrastructure & Transport Maintenance of local roads 89% 83% 6%

Infrastructure & Transport Provision of parking 77% 72% 5%

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.

Pleosg%gg%p’\égﬁg&gl _f%rl faﬁgg%tr)%ro%%ze?’(ggsrk%anking Page 39 of 99 31



Quadrant Analysis — Resident Ammemlﬂ

Quadrant analysis is offen 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 plofting 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, North Sydney Council residents rated services/facilities on par in terms of importance to our Group 3 Benchmark, and their safisfaction was, on average, slightly

higher.
s Micromex LGA
_ S e A Group 3 Benchmark

Average Importance 75% 76%
Average Satisfaction 84% 82%

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 ‘Maintenance of parks, playgrounds, bushland areas, and recreation areas’, 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 ‘Provision of parking (commercial areas, residential areas e.g., policing, residents parking, parking facilities, restrictions,
parking in shopping areas)’ are key concerns in the eyes of your residents. In the vast majority of cases you should aim to improve your performance in these areas to better
meet the community’s expectations.

Attributes in the bottom left quadrant, NICHE, such as ‘Building height and town cenfres’, are of a relatively lower priority (and the word ‘relatively’ should be stressed — they
are stillimportant). These areas tend to be important to a particular segment of the community.

Finally, attributes in the bottom right quadrant, SOCIAL CAPITAL, such as ‘Council run community events (e.g. Twilight Food Fair, the Childrens Festival, North Sydney Art Prize)’,
are core strengths, but in relative terms they are considered less overtly important than other directly obvious areas. However, the occupants of this quadrant tend to be the
sort of services and facilities that deliver fo community liveability, i.e. make it a good place to live.

Recommendations based only on stated importance and satisfaction have major limitations, as the actual questionnaire process essentially ‘silos’ facilities and services as if
théguocé ektipe ntiebé ceartmip 2 3Mgenddney are in fact all part of the broader community perception of council performance. Page400f99 .,



Improve
Higher importance, lower satisfaction

Resident ﬂ

Maintain Attachment 10.1.1
Higher importance, higher satisfaction

\ .
100% North Sydney Council Average | Maintenance of parks, ploygrounds,
) bushland areas, and recreation areas
- ——- Micromex Comparable Group 3 Benchmark Average \ . .
‘ Waste and recycling collection .\
services
95% |
\ Feeling safe in North Sydney - crime, road safety,
T | } Maintenance of footpaths pedestrians, cyclists, street lighting etc.
Long term planning Maintenance of local roads
90% ° P > —
\ L4 o Cleanliness of local roads and
Management of traffic flow on local | Communication footpaths
roads in commercial and residential | .W'm residents
85% *o— areas |
Managing development/town P \ Protecting bushland and enhancing
planning ) ) ° | /‘ ® Environmental and canopy cover
Consultation with the ‘ sustainability initiatives
80% . ) community \
O Provision of parking Recreotﬂ‘on facilities)and amenities Appearance of local vilage
T —e
- S e cenfres
-g 75% *— f
8_ Protection of low-rise } °
idential
§ resigentiar ared \ Customer service/information i )
70% \ provided by Council staff Appearance of public spaces in
‘ ® the North Sydney CBD
e Building height and town cenftres \ Range of arts and cultural
\ experiences in North Sydney Maintenance of plazas in commercial
65% \ ° areas
\ °
‘ @ Stanton Library
‘ Bus shelters o
60% \ Council run community events
\
\
\
55% Wharves and boat ramps, \ Communit nires and hall
dinghy/kayak storage etc \ ommu .y/ce esa alls
(69%, 25%) \
50% |
65% 70% 75% 80% 85% 90% 95% 100%
Niche satisfaction Social Capital

Council Meeting - 11 Deegpaberd3haedddwer satisfaction

Lower importance, higher satisfactiofage 410f 99,



R . . Attachment lm
Regression Analysis — Resident

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

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

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

Explanation of Analysis

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

What Does This Mean?

The learning is that if we only rely on the stated community priorities, we will not be allocating the appropriate resources to the actual service 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’.

|dentify top services/facilities that will
drive overall satisfaction with Councill

Map stated satisfaction and derived
importance to identify community
priority areas
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Key Drivers of Overall Satisfaction with Council — Resident Ammemﬂ

The score assigned to each area indicates the percentage of influence each measure contributes to overall satisfaction with Council. If Council can increase satisfaction in these

areas, it willimprove overall community safisfaction.

Customer service/information provided by Council
10.5%
staff
Maintenance of footpaths _ 10.3%
Waste and recycling collection services _ 6.7%
The results in the chart to the left identify which services/facilities
Maintenance of local roads _ 6.5% contribute most to overall satisfaction. If Council can improve
satisfaction scores across these services/facilities, they are likely to
Consultation with the community _ 6.1% improve their overall satisfaction score.
Long ferm planning _ 6.1% . I . I
These top 9 services/facilities (so 32% of the 28 services/facilities)
account for over 60% of the variation in overall satisfaction. Therefore,
Environmental and sustainability initiatives _ 5.6% . . - .
whilst all 28 services/facilities are important, only a number of them are
Managing development/town planning (land use _ 549 potentially significant drivers of satisfaction (at this stage, the other 19
lannin e . . . . . .
. J services/facilities have less impact on satisfaction — although if resident
Provision of parking _4.8% satisfaction with them was to suddenly change they may have more
immediate impact on satisfaction).
0.0% 5.0% 10.0% 15.0%

R? value = 0.471

DepenrsigitiMavédsige QD Dééereer 202B8AdBRdgVices your Council provides, overall, how satisfied have you been with your Council over the last 12 ) . P of 99
months? Plegse rate your soﬁsfocfionéwifh fhe service from 1 to 5 where 1 is not at all satisfied and 5 is very satisfied. (Resident) Note: Please see Appendix 1 for Corﬁé%‘ég“gf 35



Mapping Stated Satisfaction and Derived Importance Identifies the Community Priority Areas — Residen

Attci_chment 1 m

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

Any services/facilities below the blue line (shown above) could potentially be benchmarked fo target in future research to elevate satisfaction levels in these areas.

100%

90%

Waste and recycling
collection services
[

Customer service/information

Environmental and provided by Council staff

sustainability initiatives Maintenance of footpathge
[ ]

Maintenance of local roads
[ ]

e Consultation with the community

80%

Stated satisfaction

70%

60%
0.0%

Council Meeting - 11 December 2023 Agenda

Optimise t

Long term planning

Provision of parking e .

[ ]
Managing development/town
planning (land use planning)

2.0% 4.0% 6.0% 8.0% 10.0% 12.0% 14.0% 16.0%

Derived importance
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Contribution to Overall Satisfaction with Council’s Performance - Resident Attachment lﬁt

By combining the outcomes of the regression data, we can identify the derived importance of the different Nett Priority Areas.
‘Infrastructure & Transport’ (39%) is the key contributor tfoward overall satisfaction with Council’'s performance.

Although ‘Leadership & Customer Service' had only 3 measures, the average confribution for this area is 7.1% (the highest average overall).

Nett: Infrastructure & Transport (11)
3.5%
Nett: Leadership & Customer Service (3)
7.1%
Nett: Development (4) H Nett Contribution
4.0% Average

Nett: Open Space & Environment (5)
3.1%

8.0%

Nett: Community & Culture (5)
1.6%

0.0% 5.0% 10.0%  15.0% 20.0% 250% 30.0% 350% 40.0% 45.0%

Council Meeting - 11 December 2023 Agend Page 45 of 99
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. . Attachment 1ﬂ
Reasons for Low Satisfaction

Better parking availability, maintenance of roads (e.g. potholes) and uneven surface of footpaths are the common reasons for low satisfaction for

residents.
Resident (N=401)

Provision of parking (including restrictions, resident parking, ETC)

Top reasons N=93
Limited parking availability general 64%
Parking fees/fines 26%
Too many restricted parking areas/ Need longer parking time 19%
Lack of parking rule enforcement 9%
Zoning issues e.g. difficult for large vehicles to park 7%

Maintenance of the local roads

Top reasons N=59

Maintenance of roads e.g. potholes 72%

Roadworks taking oo long 22%

Traffic congestion 19%

Unsafe roads 12%

Counc'il.does not response efficiently/refuses to solve 8%
enquiries

Maintenance of the local footpaths

Top reasons N=53
Uneven surface e.g. free roofs, cracked 76%
Lack of maintenance/repairs taking foo long 35%
Footpaths are slippery 10%
Safety 8%
Improved planning of footpaths 4%

Q9a/Q7a. What particular aspects of ‘PROVISION OF PARKING (INCLUDING RESTRICTIONS, RESIDENT PARKING, ETC) do you find unsatisfactorye (Resident/Business)

QQb&{ch%& #cuﬁrﬁé;egmﬁglt %éﬁ\l&%ﬁe@E OF THE LOCAL ROADS’ do you find u.nsctﬁsfctcifory? (Residen.f/Business.) _ _ Pa,gre 46 of 99
Q9c/Q7c. Whaft parficular aspects of ‘MAINTENANCE OF THE LOCAL FOOTPATHS' do you find unsatisfactory? (Resident/Business) Please see Appendix 1 for full list ofresponses



Usage of Services

Residents primarily used recreation facilities in the last 12 months,

younger residents are less likely to have used services.

Recreation facilities - eg
sporting fields, parks, 81%
playgrounds
Coal Loader (sustainability 61%
centre, café, Platform) °

Stanton Library 44%

Community centres and halls 30%

None of the above

L]
3

0% 30% 60% 920%

Base: N =401

Ql z.%H)%‘H"A\"ﬁa%%%dv@f%&?&%@?%%%ﬁ%@é@ in the past 12 months? (Resident)

Recreation facilities
Coal Loader

Stanton Library

Community centres
and halls

None of the above

Recreation facilities
Coal Loader

Stanton Library

Community centres and halls

None of the above

Overall

81%
61%
44%
30%

9%

Attachment 1 m

Gender Ward Ratepayer Status
Male Female o Cammeraygal  Ratepayer rotzgg-yer
Leonards /Other
84% 79% 78% 85% 83% 79%
56% 64% 57% 64% 65% 54%
37% 51% 41% 47% 46% 42%
26% 33% 29% 31% 34% 22%
1% 8% 12% 6% 7% 13%
Age Time lived in Council area
18-34 35-49 50-59 60+ 0 years orless  Over 10 years
76% 93% 92% 70% 83% 80%
56% 68% 64% 56% 60% 61%
42% 42% 45% 50% 41% 46%
22% 32% 30% 35% 29% 30%
15% 2% 3% 13% 8% 10%

A significantly higher/lower percentdagaegg&érgtgga 39
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Section 1c:

Future Priorities for North Sydney

Section 1c
(Resident) R—
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Satisfaction with Where North Sydney is Heading in the Future Amhmen”ﬂ

92% of residents are at least somewhat satisfied with where North Sydney is heading in the future. Non-ratepayers, younger residents and short-term

residents are more likely to be satisfied.

Very satisfied (5) - 1%

Somewhat satisfied (3)

Not very satisfied (2) 5%

Not at all satisfied (1) 3%

0% 10% 20%

Base: N = 400

Gender
Overall
Male Female
T%‘fp 3 Box 92% 91% 92%
Mean
rating 3.59 3.64 3.54
Age
18-34 35-49
Top 3 Box % 99% 92%
Mean rating 4,02 3.52

is heading in the future¢ Please rate your satisfaction from 1 to 5 where 1 is not

R i e Dol .

St

Leonards

94%

3.60

50-59

81%

3.25

Ward Ratepayer Status
Non-
Cammeraygal  Ratepayer ratepayer
/Other
89% 89% 926%
3.57 3.41 3.89

Time lived in Council area

60+ 10 years or less Over 10 years
88% 95% 89%
3.32 3.84 3.41

Scale: 1 = not at all satfisfied, 5 = ver fisfi
A significantly higher/lower percenfoge/nuw@%@g?é?% 41



High Priority Areas for the Next 10 Years — Resident Ammemlﬂ

Residents believe overdevelopment and traffic congestion are Managing overdevelopment _ 27%
the top priority areas for the next 10 years. Environmental
. . - . . Traffic management/congestion _ 25%
preservation, sustainability and improved services are also top
of mind. .
Preservation of green spaces/bushland _ 17%
Befter services and facilities e.g. hospitals,
17%
schools, pools
Example Verbatims
Environmental sustainability/ managing climate _ 15%
h (o]
“Monitor development to ensure not oo much high rise” change
“Traffic flow management in Military Road” Housing affodability/availability _ 12%
“Recover green spaces lost in construction of tunnel etc.” Improve council action e.g. rates, customer _ 12%
service, managing funds °
“Improve community recreational facilifies”
Diversity in development/more development _ 12%
"Housing affordability for denser population”
Managing population growth _ 1%
Public fransport _ 10%
0% 10% 20% 30%

Base: N =401
Q 70.%W%%%%W%’e%e?ﬁ?@%&g%9#%5#’%%?999 believe will be the highest priority issues within the North Sydney Council area? Please see Appendix 1 for full Iist%?gssggﬁge%g’ 42



Section 2a:

Business in North Sydney

Section 2a
(Business) ——
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Overall Satisfaction with North Sydney as a Place to do Business

Attachment 1

92% of businesses are at least somewhat satisfied with North Sydney as a place to do business, though it has softened slightly compared to 2020. Females are

more likely to be satisfied than males.

Very saftisfied (5)

Satisfied (4)

-
B

0% 10% 20% 30% 40%

Somewhat satisfied (3)

Noft very safisfied (2)

Noft at all satisfied (1)

Year on Year Trend

2023
Mean ratfing 3.99

Base: N =202

2020
4.04*

Gender Ward
Overall
Male Female St Leonards Cammeraygal
Top 3 Box % 92% 89% 96% 92% 92%
Mean rating 3.99 3.78 4.24 3.94 4,03
Number of employees Business Type
50% Property e qith and . Accommodation, Finance
and . Retail Other
0-5 6 or more bUSINGSS community trade cafes, and and bUSINEsSEs
. services restaurants insurance
services

Top 3 Box % 89% 96% 95% 89% 93% 79% 100% 93%
Mean rating 3.87 4.18 4.19 4.00 3.87 3.58 4.18 3.98

Note: *This value was converted and calculated using 5 points scale

Q3. IQ&H%Q}ME‘&B%V&}M%W%%Q@A%%%ce fo do business on a scale of 1-5, where 1 is not at all satisfied and 5 is very satisfied?

Scale: 1 = not at all satisfied, 5 :Pveré ﬁsft %
A significantly higher/lower percenfoge/numbe“?‘g xé(ér?) 98 44



Satisfaction with North Sydney'’s Strategic Direction

Attachment 1%
]

Half of businesses are satisfied with North Sydney’s strategic direction, though it has dropped compared to 2020. Females are more likely to be satisfied with

the strategic direction than males.

Unsure/Don’t
Know , 26%

No, 25%

Base: N =202

s i 8 R 2074

Yes, 49%

irection? i.e., the way Council balances the environmental, social, economic,

unity it serves.

Year on Year Trend
Satisfaction with North Sydney’s Strategic Direction

68%
45% 47% 56% . 49%
2010 2013 2016 2020 2023
Gender Ward
Overall
Male Female St Leonards Cammeraygal
Yes 49% 39% 61% 48% 50%

Number of employees

Property e aith and

0-5 6 or more qnd community
business .
. services
services
Yes 45% 56% 47% 55%

Business Type

Accommodation, Finance

Retail Other
cafes, and and .
frade . businesses
restaurants insurance
53% 53% 71% 36%

A significantly higher/lower percentoge/numggg?o%?’g?(g@g) 45



. . R R Attachment 1%
Conducting Business with Council ——

37% of businesses had conducted business with North Sydney Council in the last 12 months, with 82% of those businesses being at least somewhat satisfied with

the ease of conducting business.

No, 63%
Base: N =202
Gender Ward Somewhat satisfied (3) _ 21%
Overall
Male Female St Leonards Cammeraygal
Yes 37% 35% 38% 35% 38%
Not very satisfied (2) - 7%
Number of employees Business Type
Property . .
Health and . Accommodation, Finance -
0-5 6 or more andl community el cafes, and and Ciliver Not af all safisfied (1) - 1%
business . frade . businesses
. services restaurants insurance
services
Yes 37% 37% 44% 21% 37% 58% 29% 36% 0% 10% 20% 30% 40%

Base: N =74

Q8a. Have you conducted business with North Sydney Council in the last 12 months?

. . . . . . Scale: 1 = not at all satisfied, 5 = ver tisfi
Q8by leve D ceriitee 202 easy it was to conduct the business on a scale of 1-5, where 1 is not at all L . ’
ggﬁgggégn 5 is very soﬁsﬁefj? 3Mgendacasy A significantly higher/lower percentage/num @%%5%%&%9 464



Attitude towards Council’s Operating Process Amhmem@

49% of businesses agree or strongly agree that Council operates under ethical, open, accountable, and transparent processes. The mean rate has softened
slightly compared to 2020. Businesses located in the Cammeraygal ward are significantly more likely to have positive attitudes towards Council’'s operating

process.

Strongly agree (5) _ 23% Gender Ward
Overall
Male Female St Leonards Cammeraygal
e o) N >+
Top 2 Box % 49% 43% 57% 40% 55%
Niether agree nor disagree (3) _ 37% Mean rating 3.51 3.34 3.72 3.23 3.71
Disagree (2) - 8%

Strongly disagree (1) . 6% Number of employees Business Type
0% 10% 20% 30% 40% S50% FrOREy Health and . Accommodation, Finance
and . Retail Other
0-5 6 or more . community cafes, and and .
business . frade . businesses
. services restaurants insurance
Year on Year Trend services
Top 2 Box % 46% 53% 53% 49% 53% 42% 47% 45%
2023 2020
Mean rating 35] 3 66* Mean rating 3.45 3.61 3.65 3.54 3.57 3.47 3.41 3.40

Base: N =201
Note: *This value was converted and calculated using 5 points scale

Q9. How (o) i / uncil operates under ethical, open, accountable and fransparent processes¢ Please rate Scale: 1 = strongly disagree, 5 = r%ég_g I
%”ﬁg@@%‘%ﬁgﬁgiﬁﬂ%@%@@ﬁg&@%e and 5 is strongly agree? A significantly higher/lower percemoge/nuri;g r b\yggﬁﬁg 47



R R R Attachment 1 &
Chamber of Business or Association —

16% of businesses stated that they are part of a Chamber of Business or Association. Businesses with less employees (0-5) are more likely to be part of a

Chamber of Business or Association than those with more employees (6 or more).

Unsure/Don’t

Know, 7% Gender Ward
Overall
Yes, 16% Male Female St Leonards Cammeraygal
Yes 16% 17% 16% 14% 18%
Number of employees Business Type
Pl gy Health and . Accommodation, Finance
0-5 6 and . Retail Other
- or more business community frade cafes, and and E .
. services restaurants insurance
services
No, 77% Yes 12% 23% 12% 21% 7% 21% 18% 20%

Base: N =202

Q10.CopncilMeeting <l >Dedentheb 20285 gendaor Associafion? A significantly higher/lower percentage/numb&id88 PRSI0 48



Awareness of Streetscape Committees

Attachment 1@
]

In line with previous years, 21% of businesses are aware that Council has ‘Streetscape Committees’. In addition, this figure has increased obviously compared

with 2010 and 2013.

Unsure/Don’t

Know, 1% \

No, 78%

Base: N =202

Year on Year Trend

Aware of Streetscape Committees

17%

15%

2010 2013
Overall
Yes 21%
Base 202

Number of employees

0-5 6 or more
Yes 24% 16%
Base 123 79

23%

22% 21%

2016 2020 2023
Gender Ward
Male Female St Leonards Cammeraygal
21% 22% 18% 24%
109 92 83 119

Property . oith and

and .
. community
business .
. services
services
21% 13%
43 38

QI1. North Sydney Council has ‘Streetscape Committees’ for the Cremorne, Crows Nest, Kirribilli and Neutral Bay shopping areas, made up of

worway feedback to Council about their local shopping area. Prior to me telling you this, were

coli s L 2

Be Committee?

Business Type

Accommodation, Finance Other

Retail
cafes, and and .
frade . businesses
restaurants insurance
23% 42% 12% 22%
30 19 17 55

A significantly higher/lower percentoPg%ggﬁér@fJgg) 49



. . Attachment 1%
Precinct Commiitees ==

23% of businesses are aware of precinct committees, which is slightly higher than 2020. Businesses with less employees (0-5) are more likely to be aware of it

than those with more employees (6 or more).

Year on Year Trend
Awareness of Precinct Committees

30%
Unsure/Don’'t Know , 24% 24% 21% 23%
HE E H = =
2010 2013 2016 2020 2023
Gender Ward
Overall
Male Female St Leonards Cammeraygal
Yes 23% 27% 18% 19% 25%
Number of employees Business Type
N, 778 Fregery Health and . Accommodation, Finance
and . Retail Other
0-5 6 or more . community cafes, and and .
business . frade . businesses
. services restaurants insurance
services
Yes 28% 14% 16% 21% 20% 47% 12% 25%
Base: N =202

QI12.dbandiirMeéetingy T0 Dedeenbers2028iNgentdrecinct Committees’ made up of residents, students, workers, and businesses who discuss A : T'(’:ﬁﬁ,e
matters affecting their local area. Prior to me telling you this, were you aware that you had a local Precinct Committee? (Business) A significantly higher/lower percen éﬁé}ga% 50



Source of Information

Attachment 1%
]

Email is the most preferred way for businesses in North Sydney to get information about Council in 2023, while e-newsletters are less preferred compared

to 2020*.

Email from Council

Brochures/leaflets

e-newsletters

Council newsletters (North Sydney News)
Council website

Weekly email newsletter

Local Newspaper (Mosman Daily, North Shore Times, North
Shore Living)

With rates notice

Ad in alocal paper

Word of mouth

Via phone call to Council's Customer Service staff

Other

12%

I 57

0%
m 2023 (N=202)

*Note: New options added this year, 2020 data is shown as an interest point only.

Q13&aungl Mestingsrl1December,2023,A8808a:  civing information relating to what North Sydney Council does? (Business)

34%

25%
2020 (N=201)

Other specified

Mail/Letter

SMS

APP

50%

N=202

4%

<1%

<1%

Please see Appendix 1 for Eéﬁﬁéa Féfsgﬁ)s 5]



High Priority Areas for the Next 10 Years

Businesses identified traffic congestion and parking issues as key
areas of concern for the next 10 years. Other areas include;
managing development, environmental preservation and

business support.

Example Verbatims

“"Road and transport network flow e.g. in Crows Nest with the new
developments”

“"More commercial and residential buildings.”

"Parking dramatically effects the small businesses in the LGA.”

"Provide support to small businesses to help them operate efficiently”

“Balancing development with open spaces, parks and gardens, and
living space for people who work in the area and residents”

Base: N =202

Traffic management/congestion

Parking availability/affordability

More development planning

Preservation of green spaces/bushland/open
spaces

More support for local businesses e.g. incentives,
policies, consultations

Managing overdevelopment

Q 74.%5}1}%'{;’\4%%@%'6]7%9#?8%&5,%Qgéf'%ﬁ?%l@ believe will be the highest priority issues within the North Sydney Council area?

29%

29%

1%
10%
0% 10% 20% 30%

Please see Appendix 1 for full st RA8EHR0f29 &,



Section 2b:

Businesses Satisfaction with Council

Section 2b
(Business) —
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Overall Satisfaction — Business

Attachment 1%
]

89% of businesses are at least somewhat satisfied with Council’s performance over the past 12 months, while the mean rate has softened slightly compared

to 2020. Females are more likely to be satisfied.

Very satisfied (5) - 12%

Somewhat satisfied (3) 30%

Not very satisfied (2)

I
(65
I

Not af all safisfied (1)

o
o4

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

Base: N =202
Note: *This value was converted and calculated using 5 points scale
Q5aCundildMesting 11eDecenter2023 Age

Mean rating
Overdall
Top 3 Box % 89%
Mean rating 3.54

Number of employees

0-5 6 or more
Top 3 Box % 88% 21%
Mean rating 3.49 3.62

ihdapvides, overall, how satisfied have you been with your Council over the last 12 months?
Please rate your satisfaction with the service from 1 to 5 where 1 means not at all satisfied and 5 is very satisfied. (Business)

Year on Year Trend

2023

3.54

Gender
Male Female
84% 95%
3.35 3.76

FreREY Health and

and . Retail
. community
business .
. services
services
84% 95% 87%
3.42 3.71 3.47

frade

2020
3.65*

Ward
St Leonards Cammeraygal
86% 92%
3.40 3.64
Business Type
Accommodation, Finance
Other
cafes, and and .
. businesses
restaurants insurance
84% 100% 89%
3.42 4.00 3.45

Scale: 1 = not at all satisfied, 5 = very 5@5@
54

A significantly higher/lower |oercenmge/nur‘ﬁsgfe



° ° onen e o Attachment 1@
Council Services and Facilities — Business ——

A major component of the 2023 Business Survey was to assess perceived Importance of, and Satisfaction with 16 Council-provided services and facilities — the
equivalent of 32 separate questions!

We have utilised the following techniques to summarise and analyse these 32 questions:

Highlights and Comparison with 2020
Performance Gap Analysis

Quadrant Analysis

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

Council Meeting - 11 December 2023 Agenda Page 63 of 99 55



Attachment 1

Importance & Satisfaction — Highest/Lowest Rated Services/Facilities ——

A core element of this community survey was the rating of 16 facilities/services in terms of Importance and Satisfaction. The analysis below identifies the highest and lowest

rated services/facilities in terms of importance and satisfaction.

Importance Satisfaction

The following services/facilities received the highest T2 box importance The following services/facilities received the highest T3 box satisfaction

ratings: ratings:
Higher importance T2 Box Mean Higher satisfaction T3 Box Mean
Provision of parking 93% 4.68 Cleanliness of local roads and footpaths 92% 3.90
Long term planning 93% 4.63 Appearance of public spaces in the North Sydney 9% 373

Management of traffic flow (congestion) on locall CBD (public domain)
roads (excluding highways) in commercial and 90% 4.54 Maintenance of plazas in commercial areas 90% 3.69
residential areas

Cleanliness of local roads and footpaths 88% 4.41 Appearance of local village centres 87% 3.65
Managing development/town planning 88% 4.47 Maintenance of footpaths 85% 3.57
Maintenance of local roads 88% 4.49 Environmental and sustainability initiatives 85% 3.47
The following services/facilities received the lowest T2 box importance The following services/facilities received the lowest T3 box satisfaction
rafings: rafings:
Lower importance T2 Box Mean Lower satisfaction T3 Box Mean
Building height and fown centres 71% 4.04 Provision of parking 53% 2.56
Appeoronge of pub]ic spaces in the North Sydney 739 401 Communication with local businesses 65% 2.95
CBD (public domain)

Maintenance of plazas in commercial areas 75% 4.02 Consultation with the business community 67% 297
Environmental and sustainability initiatives 7% 414 Building height and fown cenfres 69% 3.02
Appearance of local vilage centres 79% 4.17 Managing development/fown planning 73% 3.05
T2B = important/very important T3B = somewhat safisfied/satisfied/very satisfied

Council Meetingcdld: Decenther202»Agendas = very important Scale: 1 = not at all satisfied, 5 = very satisfiecPage 64 of 99 54



Attachment 1%
]

Services and Facilities — Satisfaction: Comparison by Year

The below chart compares the mean satisfaction ratings for 2023 vs 2020.

Satisfaction did noft significantly increase for any of the services and facilities, while there was significant decreases in safisfaction for 4 services and facilities.

5.00

4.75

4.50

4.25
é‘) 4.00 Maintenance of plazas in commercial areas (0.01)
©
(0% 3.75
S Cleanliness of local roads and footpaths (e.g. street sweeping) (-0.10)
= 3.50 Maintenance of footpaths and local roads (-0.16)
8 Appearance of local village centres (public domain/streetscape) (-0.17)
_‘g 3.5 Customer service/information provided by Council staff (-0.22)
O Management of traffic flow (congestion) on local roads (:0.22)
3 3.00 (excluding highways) in commercial and residential areas ’
g ’ Provision of parking (commercial areas, residential areas) (e.g.,
N policing, residents parking, parking facilities, restrictions, parking  (-0.32)

2.75 in shopping areas)

Managing development/town planning (land use planning) (-0.50)
2.50
2.25 tl = Asignificantly higher/lower level
of satisfaction (compared to 2020)
2.00
2.00 2.25 2.50 2.75 3.00 3.25 3.50 3.75 4.00 4.25 4.50 4.75 5.00
2020 Satisfaction Ratings
Note: 2020 yalues were verted an culated using 5 points scale
* Man gggllﬁegft%ggfpg h%%cﬁm%gégrég%g\%%?g?nerged for comparison with 2020 Page 65 of 99 57



. . Attachment 1%
Performance Gap Analysis — Business ——

When we examine the largest performance gaps, we can identify that all of the services or facilities have been rated as high in importance, whilst resident satisfaction for all
of these areas is between 53% and 77%.

Provision of parking and traffic, communication/consultation with businesses, long-term planning/development management had the largest performance gaps.

Performance Gap

Service Area Service/Facility Importance T2 Box Satisfaction T3 Box (Importance —
Satisfaction)

Infrastructure & Transport Provision of parking 93% 53% 40%
Leadership & Customer Service Communication with local businesses 83% 65% 18%
Development Managing development/town planning 88% 73% 16%
Development Long term planning 93% 77% 16%
Infrastructure & Transport Mgr?c??eesirggmigrgroefgsc oy on lecel eees I commere el 90% 75% 15%
Leadership & Customer Service Consultation with the business community 81% 67% 15%
Infrastructure & Transport Maintenance of local roads 88% 84% 4%
Open space & Environment Waste and recycling collection services 84% 80% 4%
Infrastructure & Transport Maintenance of footpaths 87% 85% 2%
Development Building height and town centres 71% 69% 2%
Leadership & Customer Service Customer service/information provided by Council staff 81% 83% -3%
Infrastructure & Transport Cleanliness of local roads and footpaths 88% 92% -4%
Open space & Environment Environmental and sustainability initiatives 77% 85% -7%
Infrastructure & Transport Appearance of local vilage centres 79% 87% -9%
Infrastructure & Transport Maintenance of plazas in commercial areas 75% 920% -15%
Infrastructure & Transport Appearance of public spaces in the North Sydney CBD 73% 92% -19%

Note: Performance is the firs’;%) in the, process, we now need to identify comparative ratings across all services and facilities fo get an understanding of relative importance and sati tion
at qu_@gﬁé/\ll%ﬁ:_p s’?ﬁ?va%?‘\eWB%r 2?(‘1%@ 'gge% 2 of the analysis. Page 66 0?88 58
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Attachment 1
Key Drivers of Overall Satisfaction with Council — Business E

The score assigned to each area indicates the percentage of influence each measure contributes to overall satisfaction with Council. If Council can increase satisfaction in these

areas, it willimprove overall satisfaction.

Customer service/information provided by

Council staff 23.6%

¢

Appearance of public spaces in the North

Sydney CBD (public domain) 9.5%

The results in the chart to the left identify which services/facilities
Long term planning 9.1% contfribute most to overall satisfaction. If Council can improve
satisfaction scores across these services/facilities, they are likely to

improve their overall satisfaction score.

Maintenance of local roads 8.5%
These top 6 services/facilities (so 38% of the 16 services/facilities)
account for over 60% of the variation in overall satisfaction. Therefore,
Communication with local businesses - /5% whilst all 16 services/facilities are important, only a number of them are
potentially significant drivers of satisfaction (at this stage, the other 10
Maintenance of footoaths - 2 A% services/facilities have less impact on satisfaction — although if resident
satisfaction with them was to suddenly change they may have more
0.0% 10.0% 20.0% 30.0% immediate impact on satisfaction).

R2 value = 0.505

Dependent Vigriable: Q3q. Thinking ab, Il the services your council provides, overall, how satisfied have you been with your Council over the last 12 months?2
%-%Lmét!: %@%‘uﬁi@'ﬁ%ﬁg@ﬁw\égg from 1 to 5 where 1 means not at all satisfied and 5 is very satisfied. (Business) Note: Please see Appendix 1 for co'?ﬁ;g%ﬁesligf 9 40



Mapping Stated Satisfaction and Derived Importance Identifies the Community Priority Areas — Business

Attachment 1

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

Any services/facilities below the blue line (shown above) could potentially be benchmarked to target in future research to elevate satisfaction levels in these arecs.

100%

90%

Appearance of public spaces in the
North Sydney CBD (public domain)
[ J

Maintenance of footpaths

[ J
® Maintenance of local roads

Customer service/information
provided by Council s;off

80%

Stated satisfaction

70%

60%
0.0%

Council Meeting - 11 December 2023 Agenda

°
Long term planning

Communication with
e local businesses

5.0% 10.0% 15.0%

Derived importance

20.0%

Optimise t

25.0%

30.0%

Page 69 of 99

61



Attachment 1

Contribution to Overall Satisfaction with Council’s Perfformance — Business &=

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

‘Leadership & Customer service’ (38.2%) are the key contributors toward overall satisfaction with Council’s performance, with an average contribution of 12.7%.

38.2%

Nett: Leadership & Customer Service (3)
12.7%

36.6%

Nett: Infrastructure & Transport (8)
4.6%

B Nett Contribution

Average
16.4%

Nett: Development (3)
5.5%

8.9%

Nett: Open Space & Environment (2)
4.4%

0.0% 5.0% 10.0% 150% 20.0% 250% 30.0% 350% 40.0% 45.0%

Nofegglllﬂrrlgge'\r/'lﬁg%?gc_kle%sI?eeésensqebnetr’r%gzr%é%eeqdoe} services/facilities within each service area Page 70 of 39 62



. . Attachment 1%
Reasons for Low Satisfaction ——

Better parking availability, maintenance of roads (e.g. potholes) and uneven surface of footpaths are the common reasons for low satisfaction for

businesses.
Business (N=202)

Provision of parking (including restrictions, resident parking, ETC)

Top reasons N=88
Limited parking availability general 72%
Parking fees/fines 32%
Too many restricted parking areas with insufficient parking 23%,
time °
Roads/footpaths/cycle paths/road infrastructure limiting 7%
parking space °
Maintenance of the local roads
Top reasons N=28
Maintenance of roads e.g. potholes 61%
Unsafe roads 14%
Lack of drainage/Dodgy drains 11%
Roadworks taking too long 1%
Maintenance of the local footpaths
Top reasons N=24
Uneven surface e.g. free roofs, cracked 73%
Lack of maintenance/repairs taking too long 42%
Safety 31%
Cleanliness 19%
Poor footpath condition that impacts businesses 19%

Q9a/Q7a. What particular aspects of ‘PROVISION OF PARKING (INCLUDING RESTRICTIONS, RESIDENT PARKING, ETC) do you find unsatisfactory? (Resident/Business)

QQb@{chRﬁg& #cuﬁrgé;e@mﬁglf %QM%MQE OF THE LOCAL ROADS’ do you find unsatisfactorye (Resident/Business) . . Paﬁe
Q9c/Q7c. Whaf parficular aspects of ‘MAINTENANCE OF THE LOCAL FOOTPATHS' do you find unsatisfactory? (Resident/Business) Please see Appendix 1 for full list or¥espo



Appendix 1:

Additional Analyses (Resident)

Appendix 1

micrémex
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Most Valued Aspects

Close to CBD/City

Open spaces/parks/trees etc

Public transport

Convenience general
Quiet/peaceful/safe
Services/community facilities

Friendly people/great community spirit
Close to jobs, universities

Attractive houses/streets/neighbourhood

Nice views/harbour area

Qéo.q%g‘fi!jyl?g&i OEID%W%% %\%3 ﬁ‘gﬁl’éd@orfh Sydney Council area? (Resident)

N=401

26%

21%

10%

8%

7%

7%

5%

3%

3%

2%

Entertainment and dining opfions

Village atmosphere/community feel

Close to friends and/or family

Not overdeveloped

Local schools

Born here/been here a long time/know the area

Range/quadlity of shopping

Advancement of the area

Unspecified

Attachment 1 m

N=401

2%

1%

1%

1%

1%

1%

1%

<1%

<1%

Page 73 of 99
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. . . Attachment 1 m
Source of information — Resident

Gender Ward Ratepayer Status
Overal Male Female St Leonards Cammeraygal Ratepayer Non}roo;rﬁgr(]yer
Email from Council 16% 14% 18% 18% 14% 17% 14%
Council website 16% 17% 14% 14% 17% 14% 18%
Brochures/leaflets 12% 12% 12% 12% 12% 13% 1%
Council newsletters 1% 13% 10% 12% 10% 13% 9%
Council’s social media 9% 6% 12% 10% 8% 4% 18%
e-newsletters 7% 8% 7% 6% 8% 8% 6%
Local Newspaper 6% 4% 7% 4% 7% 8% 2%
Weekly email newsletter 4% 5% 4% 3% 6% 4% 5%
Community notice boards 3% 3% 3% 2% 5% 2% 5%
Word of mouth 2% 4% 1% 2% 3% 2% 2%
With rates notice 1% 2% 0% 2% 1% 2% 0%
Adin alocal paper 1% 0% 2% 2% 1% 2% 0%
Posters at Council facilities 1% 0% 1% 2% 0% 1% 1%
Council meetings <1% <1% <1% <1% 1% 1% 0%
Local radio <1% <1% <1% <1% 0% <1% 0%
Other 8% 9% 8% 10% 7% 9% 7%

Base: N =401
Qlé&q}mf}j)’ W?ﬁéfé&&?@%B?%ﬁﬁ@f&%@eloﬁng to what North Sydney Council does? (Resident) A significantly higher/lower percen%&gﬁgﬁ?ggg 66



. . . Attachment 1 ﬂ
Source of information — Resident

Sl Age Time lived in Council area
18-34 35-49 50-59 60+ 10 years or less Over 10 years

Email from Council 16% 15% 12% 21% 19% 16% 16%
Council website 16% 18% 15% 25% 8% 20% 13%
Brochures/leaflets 12% 12% 9% 9% 17% 9% 14%
Council newsletters 1% 5% 12% 10% 18% 8% 13%
Council’s social media 9% 13% 13% 8% 1% 15% 5%
e-newsletters 7% 6% 1% 8% 5% 5% 9%
Local Newspaper 6% 0% 4% 3% 15% 2% 9%
Weekly email newsletter 4% 7% 6% 1% 2% 7% 2%
Community notice boards 3% 7% 2% 0% 1% 2% 4%
Word of mouth 2% 0% 4% 3% 3% 1% 3%
With rates notice 1% 0% 3% 0% 1% 1% 2%
Ad in alocal paper 1% 2% 0% 0% 1% 2% <1%
Posters at Council facilities 1% 2% 0% 1% 0% 2% <1%
Council meetings <1% 0% 0% 2% <1% 0% 1%
Local radio <1% 0% 0% 0% 1% <1% <1%
Other 8% 1% 8% 5% 7% 9% 8%

Base: N = 401
a16&oungil W?ﬁéféﬂr&?@u@@B?%ﬁﬂ%ﬁf&%@eloﬁng to what North Sydney Council does? (Resident) A significantly higher/lower percentdRggey yef.§9 &7



Importance Compared to the Group 3 Benchmark - Resident

Nofeg BGRciI ek

AV =Dpositive/nega

Service/Facility

Range of arts and cultural experiences in North Sydney

Maintenance of parks, playgrounds, bushland areas, and
recreation areas

Recreation facilities and amenities (e.g. sporting fields,
North Sydney Indoor Sports Centre, MacCallum Pool)

Environmental and sustainability initiatives

Feeling safe in North Sydney - crime, road safety,
pedestrians, cyclists, street lighting etc.

Consultation with the community
Communication with residents

Building height and town centres

Cleanliness of local roads and footpaths (e.g. street
sweeping)

Maintenance of footpaths
Managing development/town planning (land use planning)
Long term planning

Waste and recycling collection services

Council run community events (e.g. Twilight Food Fair, the
Childrens Festival, North Sydney Art Prize)

ifference equal fo/greater than 10% from Benchmark.

North Sydney
Council

T2 box
importance score

65% A

96% A

82%

82%

96%

82%

86%

68%

?0%

90%

85%

920%

96%

61%

Group 3 Benchmark
T2 box importance score

51%

84%

74%

74%

89%

76%

80%

63%

86%

86%

82%

87%

94%

60%

t(ﬁi{é%reqrg“ SCEmBErSH 9 A gd variants of +/- 10%, with variants beyond +/- 10% more likely fo be significant

Variance

14%

12%

8%

8%

7%

6%

6%

5%

4%

4%

3%

3%

2%

1%

52%

85%

76%

74%

89%

78%

81%

63%

84%

86%

82%

88%

95%

61%

Attachment 1ﬂ

Variance

Metro Benchmark
T2 box importance score

12%
1%
6%
8%
7%
4%
5%
5%
6%
4%
3%
2%
1%

0%

Note: T2 = impOI’TOr‘IT/VgRgI?hZ)%ﬂgRP 68



Importance Compared to the Group 3 Benchmark - Resident

Service/Facility

Protection of low-rise residential area
Protecting bushland and enhancing canopy cover

Maintenance of local roads

Provision of parking (commercial areas, residential areas
e.g., policing, residents parking, parking facilities,
restrictions, parking in shopping areas)

Appearance of local village centres (public
domain/streetscape)

Management of traffic flow (congestion) on local roads
(excluding highways) in commercial and residential areas

Customer service/information provided by Council staff
Community centres and halls
Bus shelters

Stanton Library

Appearance of public spaces in the North Sydney CBD
(public domain)

Maintenance of plazas in commercial areas
Cycleways

Wharves and boat ramps, dinghy/kayak storage etc

North Sydney
Council

T2 box
importance score

75%

86%

89%

77%

77%

83%

73%

53%

63%

63% VY

9%V

64% VY

35% VY

25% VY

Group 3 Benchmark
T2 box importance score

75%

86%

90%

80%

80%

88%

80%

60%

72%

73%

80%

83%

55%

52%

N°te€§ﬁﬂfnngﬂ%ﬁ-@’i‘?ﬁééﬁﬁﬁ@?%?@ A gd variants of +/- 10%, with variants beyond +/- 10% more likely to be significant

AV =Dpositive/nega

ve difference equal fo/greater than 10% from Benchmark.

Variance

0%

0%

-1%

-3%

-3%

-5%

-7%

-7%

-9%

-10%

-11%

-19%

-20%

-27%

76%

83%

90%

82%

79%

88%

78%

59%

67%

72%

79%

85%

53%

52%

Attachment 1m

Variance

Metro Benchmark
T2 box importance score

-1%
2%

-1%
-4%

3%
5%
6%
7%
4%
9%
-10%
-20%
-18%

-27%

Note: T2 = importon‘r/vgﬁgl?nz%ﬂgﬁp 69



Satisfaction Compared to the Group 3 Benchmark - Resident

Nofeg BGRciI ek

Service/Facility

Cleanliness of local roads and foofpaths (e.g. street
sweeping)

Maintenance of footpaths

Provision of parking (commercial areas, residential areas e.g.,

policing, residents parking, parking facilities, restrictions,
parking in shopping areas)

Appearance of local village centres (public
domain/streetscape)

Maintenance of local roads

Maintenance of plazas in commercial areas

Appearance of public spaces in the North Sydney CBD
(public domain)

Feeling safe in North Sydney - crime, road safety, pedestrians,

cyclists, street lighting etc.

Council run community events (e.g. Twilight Food Fair, the
Childrens Festival, North Sydney Art Prize)

Consultation with the community

Management of traffic flow (congestion) on local roads
(excluding highways) in commercial and residential areas

Protection of low-rise residential area
Communication with residents

Environmental and sustainability initiatives

ve difference equal fo/greater than 10% from Benchmark.

North Sydney
Council

T3 box
satisfaction score

4% A

87% A

72% A

93%

83%

94%

21%

94%

926%

80%

77%

72%

84%

86%

Group 3 Benchmark
T3 box satisfaction score

82%

75%

62%

85%

75%

87%

85%

88%

90%

75%

72%

68%

80%

82%

mifée_rqri SEmBersH s & gd variants of +/- 10%, with variants beyond +/- 10% more likely to be significant
A VY =Dpositive/negafl

Variance

12%

12%

10%

8%

8%

7%

6%

6%

6%

5%

5%

4%

4%

4%

82%

74%

63%

83%

75%

88%

83%

88%

1%

76%

72%

67%

80%

82%

Attachment 1ﬂ

Variance

Metro Benchmark
T3 box satisfaction score

13%

13%
9%

10%
8%
6%
8%
6%
5%
5%
5%
5%
4%

3%

Note: T3 = at least somev%gﬁ’ Zcﬁ@fe%g 70



Satisfaction Compared to the Group 3 Benchmark - Resident

Nofeg BGRciI ek

Service/Facility

Maintenance of parks, playgrounds, bushland areas, and
recreafion areas

Community centres and halls

Stanton Library

Customer service/information provided by Council staff

Bus shelters

Managing development/town planning (land use planning)
Protecting bushland and enhancing canopy cover

Range of arts and cultural experiences in North Sydney
Waste and recycling collection services

Long term planning

Building height and fown centres

Recreation facilities and amenities (e.g. sporting fields, North
Sydney Indoor Sports Centre, MacCallum Pool)

Cycleways

Wharves and boat ramps, dinghy/kayak storage etc

ve difference equal fo/greater than 10% from Benchmark.

North Sydney
Council

T3 box
satisfaction score

95%

94%

97%

87%

88%

68%

89%

87%

92%

71%

66%

84%

66%

9%V

Group 3 Benchmark
T3 box satisfaction score

21%

90%

95%

85%

87%

67%

90%

88%

94%

74%

70%

21%

75%

89%

mifée_rqri SEmBersH s & gd variants of +/- 10%, with variants beyond +/- 10% more likely to be significant
A VY =Dpositive/negafl

Variance

4%

4%

2%

2%

1%

1%

-1%

-1%

-2%

-3%

-4%

-7%

-9%

-20%

1%

920%

95%

85%

85%

70%

87%

86%

94%

75%

71%

92%

72%

89%

Attachment 1ﬂ

Variance

Metro Benchmark
T3 box satisfaction score

4%
3%
3%
2%
3%
-3%
2%
1%
-1%
-3%
-5%
-8%
-7%

-20%

Note: T3 = at least somev%gﬁ’ Zc?r@fe%g 71



Performance Gap Analysis — Resident Ammemlﬂ

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 Performance
sevicraciy mpatonce | sotacton NRCEERURN <ervicerocty mpatonce | sotsacion GG

— Satfisfaction) — Satisfaction)
Long term planning 90% 71% 18% Cleanliness of local roads and footpaths 90% 94% -4%
'\/\((I:;nnadgbrl% g%VfA%ZTenT/TOWH planning 85% 68% 17% Protecting bushland and enhancing 86% 89% 4%

Management of traffic flow (congestion) on canopy cover

local roads (excluding highways) in 83% 77% 7% Environmental and sustainability initiatives 82% 86% -4%
commercial and residential areas
Customer service/information provided by

Maintenance of local roads 89% 83% 6% Council staff 73% 87% -15%
Provision of parking 77% 79% 5% Appearance of local vilage centres 77% 93% -16%
) Appearance of public spaces in the North
Maintenance of footpaths 90% 87% 3% Sydney CBD (public domain) 69% 1% -22%
Waste and recycling collection services 96% 92% 3% Rﬂgﬂi g;grr]’r;;nd cultural experiences in 65% 87% -22%
Protection of low-rise residential area 75% 72% 3% Bus shelters 63% 88% -25%
Maintenance of parks, playgrounds, Maintenance of plazas in commercial
bushland areas, and recreation areas 96% 5% 2% areds 64% 74% 29%
Feeling safe in North Sydney - crime, road
safety, pedestrians, cyclists, street lighting 96% 94% 2% Cycleways 35% 66% -30%
etfc.
Building height and town centres 68% 66% 2% Stanton Library 63% 97% -35%
Consultation with the community 82% 80% 1% Council run community events 61% 96% -35%
Communication with residents 86% 84% 1% Community centres and halls 53% 94% -41%
W di
Recreation faciliies and amenities 82% 84% 1% harves and boat ramps, dinghy/kayak 25% 69% -44%

storage etc.

C il Meeting-11D ber 2023 Agend Note: T2 = important/vepyj topgg
ouncl ieeting ccember gende 73 = at least somewh spg’ﬁjsfgepd 72



. . R R . Attachment 1Q,
Regression Analysis — Influence on Overall Satisfaction — Resident ﬁt

The chart to the right

summarises the influence of the

28 facilities/ services on overall
satisfaction with Council’s
performance, based on the

Regression analysis.

Council Meeting - 11 December 2023 Agenda

Customer service/information provided by Council staff
Maintenance of footpaths

Waste and recycling collection services

Maintenance of local roads

Consultation with the community

Long term planning

Environmental and sustainability initiatives

Managing development/town planning (land use planning)
Provision of parking

Communication with residents

Council run community events

Cleanliness of local roads and footpaths

Management of traffic flow (congestion) on local roads
Building height and fown cenfres

Appearance of public spaces in the North Sydney CBD (public domain)
Feeling safe in North Sydney

Cycleways

Maintenance of plazas in commercial areas

Appearance of local vilage centres

Maintenance of parks, playgrounds, bushland areas, and recreation areas
Protection of low-rise residential area

Recreation facilities and amenities

Protecting bushland and enhancing canopy cover

Bus shelters

Community centres and halls

Range of arts and cultural experiences in North Sydney
Wharves and boat ramps, dinghy/kayak storage etc

Stanton Library

I 10.5%
I 10.3%

I 4.7 %
I 6.5%
I 4. 1%
I 6. 1%
I 5. 6%
I 5.4%
I 4.8%
I 4.6%
I 4. 1%
I 3.7 %
I 3.5%
I 3.5%
I 2.6%

I 2 .47

I 2.4%

I ©.4%

I 1.5%

I 1 .4%

I 1 .2%

I 1.1%

I 0.9%

I 0.9%

I 0.7%

Il 0.6%

W 0.3%

10.2%

0% 2% 4% 6% 8% 10%

Page &1 of 99 73



Reasons for Low Satisfaction — Resident wachment 1944

Provision of parking N=93 Maintenance of the local roads N=59 Maintenance of the local footpaths N=53
Limited parking availability generall 64% Maintenance of roads e.g. potholes 72% Uneven surface e.g. tree roofs, cracked 76%
Parking fees/fines 26% Roadworks taking too long 22% Lack of mainfenance/repairs taking foo long 35%
Too m.ony'resfricfed parking areas/need longer 19% Traffic congestion 19% Footpaths are slippery 10%
parking time
Lack of parking rule enforcement 9% Unsafe roads 12% Safety 8%
Council does not response efficiently/refuses to Improved planning of footpaths 4%
Zoning issues e.g. difficult for large vehicles to park 7% solve enquiries P 4 8% P P 9 P %
. . . . . Cleanliness 3%
Too restricted to get parking permits 6% Noise/air pollution 4%
Need more short-term parking areas 5% Lack of drainage 4%
Roods/foo’rpo’rhs/rood infrastructure limiting 4% More pedestrian crossings 2%
parking space
Unfair parking regulation 4% Lack of cleanliness 1%
Lack of charging points when parking 1% Too many speed bumps 1%
Lack of security e.g. no surveillance 1% Unspecified 2%
Council does not response efficiently 1%
Unsafety caused by congested parking 1%

Q9a. What particular aspects of ‘PROVISION OF PARKING (INCLUDING RESTRICTIONS, RESIDENT PARKING, ETC) do you find unsatisfactory¢ (Resident)

Qch\é/Gﬁélpmggw goﬁﬁﬁﬁwﬁﬁ%ﬁ%g@% THE LOCAL ROADS’ do you find L{nsotisfoc.fory? (Residenf) Page 82 of 99
Q9c. What particular aspects of ‘MAINTENANCE OF THE LOCAL FOOTPATHS' do you find unsatisfactory¢ (Resident) 74



Managing overdevelopment

Traffic management/congestion

Better services and facilities e.g. hospitals, schools, pools
Preservation of green spaces/bushland

Environmental sustainability/ managing climate change
Diversity in development/more development

Housing affordability/availability

Improve council action e.g. rates, customer service, managing
funds

Managing population growth

Public transport

Improved town planning

Managing parking availability/less restricted parking
Waste management/services

Infrastructure for the growing population

Revitalise the CBD e.g. business & entertainment

Retain village feel/heritage

27%

25%

17%

17%

15%

12%

12%

12%

1%

10%

9%

9%

8%

7%

7%

6%

High Priority Areas for the Next 10 Years — Resident

N=401

Provision of cycle paths
Road maintenance/infrastructure

Managing crime and resident safety

Maintaining community spirit

Managing cost of living

Pedestrian safety

Animal management

Education

Finishing/reduce development/road works
Maintenance and safety of footpaths
Managing pollution/noise control
Maintain the local area/foreshore
Managing the ageing population

Provision of amenities

Don't know

Q IO.%W%%%%Wgh'eu&ﬁ?@w&ﬁ%Qgéf%%e%i@ believe will be the highest priority issues within the North Sydney Council area?

Attachment 1 m

N=401
5%

5%

4%

3%

3%

3%

2%

2%

2%

2%

2%

1%

1%

1%
3%

Page 83 of 99

75



Attachment 10.1.1

Council’'s Used to Create the Group 3 Benchmark

The Group 3 Benchmark was composed from the Council areas listed below:

Bayside Liverpool
Blacktown Northern Beaches
Canada Bay Parramatta
Canterbury-Bankstown Randwick
Cumberland Ryde
Fairfield Sutherland
Georges River Waverley
Inner West Willoughby
Ku-ring-gai
Council Meeting - 11 December 2023 Agenda Page 84 of 99
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Appendix 2:
Additional Analyses (Business)

Appendix 2

micrémex
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Type of Business

Property and business services

Health and community services

Retail trade

Accommodation, cafes, and restaurants
Finance and insurance

Construction

Personal and other services

Q1aSAmReiMeering sidd Pasmb Y202~ A58 ss)

N=202

21%

19%

15%

9%

8%

6%

6%

Cultural and recreational

Manufacturing

Wholesale trade

Agriculture/Marine/Forestry

Diplomatic Consultation

Education

Transport and storage

N=202

5%

3%

3%

1%

<1%

<1%

<1%
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Attachment 1 ﬁ
]

Source of information — Business

Gender Ward Number of employees Business Type
Overall .
St Property and Health and Accommodation, Finance and Other
Male Female Leonard  Cammeraygal 0-5 6 or more business  community Retail trade cafes, and . .
. . insurance  businesses
S services services restaurants

E@g&:g:“ 50% 51% 50% 59% 45% 46% 57% 37% 61% 53% 63% 35% 53%
Brochures/leaflets 1% 1% 1% 14% 9% 13% 9% 16% 1% 3% 5% 12% 15%
e-newsletters 10% 12% 9% 5% 14% 1% 10% 19% 5% 3% 5% 18% 1%
Council

newslefters 7% 7% 7% 5% 8% 9% 4% 5% 13% 10% 5% 0% 5%
Council website 5% 5% 5% 4% 6% 6% 4% 9% 8% 0% 5% 6% 2%
Weekly email

newsletter 4% 4% 5% 5% 4% 4% 5% 5% 0% 7% 0% 12% 5%
Local Newspaper 2% 2% 2% 1% 3% 2% 1% 2% 0% 7% 0% 0% 2%
With rates notice 1% 0% 3% 0% 3% 0% 4% 0% 3% 0% 0% 12% 0%
Word of mouth 1% 0% 2% 1% 1% 2% 0% 0% 0% 7% 0% 0% 0%
Adin alocal

paper 1% 1% 1% 0% 2% 1% 1% 2% 0% 3% 0% 0% 0%
Via phone call to

Council’s

customer <1% 1% 0% 0% 1% 1% 0% 0% 0% 0% 5% 0% 0%

service staff
Other 5% 6% 4% 6% 5% 6% 5% 5% 0% 7% 1% 6% 7%

Base: N =202
a13&oungil W?ﬁéfé&&f@%@ﬁ?%med%ceiving information relating to what North Sydney Council does2 (Business) A significantly higher/lower percentRage 84et89 79



. . Attachment 1
Regression Analysis: Influence on Overall Satisfaction — Business @

The chart to the right summarises
g Customer service/information provided by Council staff _ 23.6%

the influence of the 16 facilities/
services on overall satisfaction with Appearance of public spaces in the North Sydney C8D (public domin) | NS <57
Council’s performance, based on Long term planning || TN 5.~
the Regression analysis.
Maintenance of local roads _ 8.5%
Communication with local businesses _ 7.5%
Maintenance of footpaths _ 7.4%
Consultation with the business community _ 7.1%
Managing development/town planning (land use planning) _ 5.6%
Waste and recycling collection services _ 5.4%

Environmental and sustainability initiatives - 3.5%

Management of traffic flow (congestion) on local roads (excluding highways) in - 3.1%
commercial and residential areas e

Cleanliness of local roads and footpaths (e.g. street sweeping) - 2.7%
Appearance of local village centres (public domain/streetscape) - 2.7%
Maintenance of plazas in commercial areas - 1.7%

Building height and town centres - 1.7%

Provision of parking (commercial areas, residential areas) (e.g., policing, . 1.0%
residents parking, parking facilities, restrictions, parking in shopping areas) e

Council Meeting - 11 December 2023 Agenda 0% 5% 10% 15% 20% o5  Pages88of 99 80



Attachment 1 ﬁ
]

Reasons for Low Satisfaction — Business

Provision of parking N=88 Maintenance of the local roads N=28 Maintenance of the local footpaths N=26
Limited parking availability general 72% Maintenance of roads e.g. potholes 61% Uneven surface e.g. tree roots, cracked 73%
Parking fees are too expensive/too many meters 32% Unsafe roads 14% Lack of maintenance/repairs taking too long 42%
Too many restricted parking areas with insufficient 23%
parking time ° Lack of drainage/Dodgy drains 1% Safety 31%
Roads/footpaths/cycle paths/road infrastructure 79
limiting parking space ° Roadworks taking too long 1% Cleanliness 19%
Lack of parking rule enforcement/policing 6% Traffic congestion 7% Poor footpath condition that impacts businesses 19%
Limited parking permits 6%
Warringah freeway 7% Footpaths are slippery 12%
Council not making changes 6%
] Lack of cleanliness 7% Improved planning of footpaths 8%
Need more short-term parking areas 5%
Parking causing fraffic issues/unsafety 5% Impact of illegal parking 4% Requests could not be solved by Council promptly 8%
Mc;re)porking options (in-building parking spot 5% Lack of enforcement/policing 4% Lack of greenery 4%
etfc.
Police/parking inspectors are too strict 5% Ng()lgﬁ]feessec;hflcohon of roadworks that impacts 4% Footpath blocking by constructions 4%
Unfair parking regulation 3% Reinstatement/Maintenance of road signs 4% Lack of information about repair programs 4%
Parking fines 2% Untimely roadwork 4% Other 8%
Unspecified 2% . .
Environmental impacts 4%
Zoning issues 1%
Better development (e.g. tunnel system) 4%
Business in causeway 1%
Lack of disabled parking infrastructures 1% Traffic and road impact caused by construction 4%
High parking levy for business buildings 1% Business impact by roadwork/construction 4%

Q7a. What particular aspects of ‘PROVISION OF PARKING (INCLUDING RESTRICTIONS, RESIDENT PARKING, ETC) do you find unsatisfactory¢ (Business)

Q7bc\6/aﬁélpmg<éw éospfﬁgégn{gérllﬁgﬁg%gg THE LOCAL ROADS’ do you find L{nsotisfoc.fory? (Business} Page 89 of 99
Q7c. What particular aspects of ‘MAINTENANCE OF THE LOCAL FOOTPATHS' do you find unsatisfactory¢ (Business) 81



High Priority Areas for the Next 10 Years — Business Amhmem@

N=202 N=202
Traffic management/congestion 29% Housing affordability/availability 3%
Parking availability/affordability 29% Improve accessibility to businesses 3%
More development planning 15% Connecting .busmesses to residents e.g. infrastructure and 2%
fransportation
Preservation of green spaces/bushland/open spaces 15% Improved council action 2%
More suppprT for local businesses e.g. incentives, policies, 1% More affordable rates 2%
consultations
Managing overdevelopment 10% Provision of cycle paths 2%
Environmental sustainability/ managing climate change 9% Animal control/management 1%
Managing population growth 8% nglrgly in development e.g. commercial, residential, low/high 1%
Provision of public transport 7% Managing cost of living 1%
Revitalise the CBD e.g. business & entertainment 7% Managing noise pollution 1%
Road maintenance/improvement 7% More loading zones 1%
Maintain the local area/foreshore 6% More street signage/visibility 1%
Restrict building heights 6% Provision of amenities 1%
Infrastructure for the growing population 5% Education 0%
Maintenance and safety of pedestrians/footpaths 5% Homelessness conftrol 0%
More efﬂqen’r .respond/opprovol from Council/improved 5% Maintaining community spirit 0%
communication
Provision of services and facilities e.g. hospitals, schools, 5% Pollution 0%
restaurants, pools,
Road works/construction intervention (e.g. taking so long) 5% Other 2%
Waste management/services 5% Don't know 8%

Retain village feel/heritage 4%

a14.GomnsiMeeting 11.December 2023488093 pejicve will be the highest priority issues within the North Sydney Council area? Page900f99 o,



Appendix 3:
Questionnaire
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MNorth Sydney Council
Community Satisfaction

Good morning/afternoon/evening, mynameis and I'm calling on behalf of North
Sydney Council from a company called Micromex. We are conducting a survey on a range of local issves

- the survey will take about 15 minutes, would now be a good time to share your opinions?

51. Do you live in the North Sydney LGA? (SR)

Code Answers MNotes
1 Yas
2 Mo
Q2a. Do you own or do you rent your home? (5R)
Code Answers Notes
1 Owned/being paid off
2 Rented
3 Other [specify]
4 Refused Terminate
Q2b. Please specify: (TEXT)
Code | Answers [ Notes
1 :

Q3. Are you or an immediate family member a Councillor or permanent Council employee? (SK)

Code | Answers Notes
1 Yes Terminate
2 Mo

1-6 where 1 is very poor and é is excellent? (SR)

Q4. Overall, how would you rate your quality of life living in the North Sydney Council area on a scale from

Code Answers Notes
1 1 - Very poor

2 2

3 3

4 4

5 5

[} & — Excellent

Q5. How strongly do you agree or disagree that North Sydney as a whole has a strong sense of community?
Please rate on a scale from 1-5, where 1 is strongly disagree and 5 is strongly agree?

Attachment 10,

Qéa. What do you value MOST about living in the Merth Sydney Council area? DO NOT PROMPT
(5R)

Code | Answers Notes
Affordable housing

Attractive houses/streets/neighbourhood
Close to girport

Close to CBD/City

Close to friends and/or family

Close to jobs, universities

Entertainment and dining options

Friendly people/great community spirit

Mew residential developments

0 Open spaces/parks/trees etc

1 Opportunities for my kids to live, learn or work
locally

12 Public transport

13 Quiet/peaceful/safe

14 Range/quality of shopping

15 Rising home values

14 Services/community facilities

17 Other [specify)

e Bl el Lol el L= L B N ) B

Qéb. Please specity: (TEXT)

Imlm INom !
1 :

Q7a. Thinking about all the services your Council provides, overall, how satisfied have you been with your
Council over the last 12 months? Please rate your satisfaction with the service from 1 o 5 where 1 is not at all
satisfied and 5 is very satisfied. (50% respondents will be asked this and Q17a) (5R)

Code | Answers Notes
| 1 - not at all satisfied

2 2

3 3

4 4

5 5—vwvery satisfied

Q7b. Thinking about all the services your council provides, overall, how satisfied have you been with your
Council over the last 12 months? Please rate your safisfaction with the service from 1 to 7 where 1 means not
at all satisfied and 7 is very satisfied. (50% respondents will be asked this and Q17b) (SR)

Code Answers

Notes

— Strongly disogree

| o (R | —

1
2
3
4
3

- Strongly agree

Council Meeting - 11 December 2023 Agenda

Code [ Answers Notes
| 1 - not at all satisfied

2 2

3 3

4 4 — neither dissatisfied nor satisfied

5 5

[|] &

7 7 —wvery satisfied
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Q8. In this section, | will read out different Council services or facilities. For each one could you please rate
your opinion of the importance of the service /ffacility to you, and your level of safisfaction with Council's
performance/delivery of that service. The scale is from 1 to 5, where 1 is low importance and 5 is high
importance and where 1 is low safisfaction and 5 is high satisfaction. Prompt RANDOMISE (5R)

Mote: Only ask satisfaction if 4 or 5 for importance

INFRASTRUCTURE & TRANSPORT

Cleanliness of local roads and footpaths (e.g. sheet

sweeping)
2 Maintenance of local roads
3 Maintenance of footpaths
4 Management of traffic flow [congestion) on local

roads (excluding highways) in commercial and
residential areas

5 Cycleways

& Pravision of parking [commercial areas, residential
areas) e.g.. policing. residents parking, parking
facilities, restrictions, parking in shopping areas

7 Maintenance of plazas in commercial areas

& Appearance of local village centres

(public domain/streetscape)

g Appearance of public spaces in the North Sydney
CBD [public damain)

10 Wharves and boat ramps, dinghy/kayak storage etc
11 Bus shelters

OPEN SPACE & ENVIRONMENT

1 Recreation facilities and amenities [e.g. sporting
fields, Morth Sydney Indoor Sports Centre,
MacCallum Pool)

2 Maintenance of parks, playgrounds, bushland areas,
and recreation areas

3 Protecting bushland and enhancing canopy
cover

4 Waste and recycling collection services

5 Environmental and sustainability initiatives

Council Meeting - 11 December 2023 Agenda

Attachment 10,

COMMUNITY & CULTURE

1 Stanton Library

2 Community centres and halls

3 Council run community events (e.g. Twilight
Food Fair, the Childrens Festival, North Sydney
Art Prize])

4 Feeling safe in North Sydney - crime, road
safety, pedestrians, cyclists, street lighting ete.

5 Range of arts and cultural experiences in North
Sydney

DEVELOPMENT

1 Managing development/town planning (land use
planning]

2 Long term planning

3 Protection of low-rise residential area

4 Building height and town centres

LEADERSHIP & CUSTOMER SERVICE

1 Customer service/information provided by Council
staff

2 Consultation with the community

3 Communication with residents

Q%a. What particular aspects of 'PROVISION OF PARKING (INCLUDING RESTRICTIONS, RESIDENT
PARKING, ETC) do you find unsatisfactory? - If applicable, please indicate a specific location you
find unsatisfactory.

1 : SHOW Q¥%a. IF NOT AT ALL OR NOT VERY SATISFIED in
Qs

Q9b. What particular aspects of ‘"MAINTENANCE OF THE LOCAL ROADS' do you find unsatisfactory? - If
applicable, please indicate a specific location you find unsatisfactory.

1 : SHOW Q7b. IF NOT AT ALL OR NOT VERY SATISFIED in Q8

Q%c. What particular aspects of ‘"MAINTENANCE OF THE LOCAL FOOTPATHS' do you find
unsatisfactory? - If applicable, please indicate a specific location you find unsatisfactory.

1 : SHOW Q%c. IF NOT AT ALL OR NOT VERY SATISFIED in
Qs
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@10. Thinking about the next 10 years, what do you believe will be the highest priority issues within the North
Sydney Council area - remembering Council does not necessarily have to be responsible for these priorities.

[Code [ Answers

[ Notes

Il E

Q11. Which of the following services have you vsed in the past 12 months? Prompt (MR)

Code | Answers
[

Notes

Recreation facilities - eg sporting fields, parks,
playgrounds

2 Stanton Library
3 Community centres and halls
4 Coal Loader (sustainability centre, café,
Platfarm)
5 Mone of the above <gxclusive/>

@Q12. How satisfied are you with where Morth Sydney is heading in the future? Please rate your
safisfaction from 1 to 5 where 1 is not at all safisfied and 5 is very

satisfied.

Code Answers

1 —not at all satisfied

2

3

4

[ 2 R [—

5—vwvery satisfied

Q13. The North Sydney Council area is split into 23 ‘Precinct Committees’ made up of residents, students,
workers, and businesses who discuss matters affecting their local area. Prior to me telling you this, were you

aware that you had a lecal Precinct Committee?

Code Answers Notes
1 Yes

2 Mo

3 Unsure/Don't Know

Q14a. Have you participated in any Council engagements

in the past 12 months?

Code | Answers Notes

1 Yes

2 Na Go to Ql15a
3 Unsure/Don't Know Go to Ql5a

Q14b. (If yes) What engagements have you participated in? (eg. Giving feedback on YouSay

website, workshops or Popup information stalls)

[Code [ Answers

[ Notes

Il E

Q15a. Have you participated in any Council run events in the past 12 months?

Code | Answers Notes

1 Yes

2 Mo Go to Qléa
3 Unsure/Don't Know Go to Qléa

Council Meeting - 11 December 2023 Agenda
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@15b. (If yes) What events have you participated in? (eg. Village Voice, NRTH $YD activations)

1 :

@1éa. What is your preferred source of information relating to what North Sydney Council does? Prompt (SR)

Code | Answers Motes
1 Local Mewspaper (Mosman Daily, Morth Shore Times,
Morth Shore Living)

2 Council newsletters [Morth Sydney News)
3 Community notice boards

4 Council website

5 Brochures/leaflets

& e-newsletiers
!

8

Ed

Email fram Council
Council's social media
With rates notice

10 Weekly email newsletter

11 Word of mauth

12 Local radio

13 Ad in a local paper

14 Council meetings

15 Community forums and information sessions

14 Posters at Council facilities

17 Via phone call to Council's Customner Service staff
18 Other (specify)

Q1éb. Please specify: (TEXT)
Code | Answers [ Notes |
1 : | |
Q17a. Thinking about all the services your Council provides, overall, how satisfied have you been with your

Council over the last 12 months? Please rate your safisfaction with the service from 1 to 7 where 1 means not
at all satisfied and 7 is very safisfied. (50% of respondents will be asked Q7a as well)

Code | Answers Notes
1 | - not at all satisfied

2 2

3 3

4 4 - neither dissatisfied nor satisfied

5 5

& &

7 7 - very satisfied

@17b. Thinking about all the services your Council provides, overall, how safisfied have you been with your
Council over the last 12 months? Please rate your safisfaction with the service from 1 to 5 where 1 is not at all
satisfied and 5 is very satisfied. (50% of respondents will be asked Q7b as well)

Code | Answers Notes

1 | - not at all satisfied

2 2

3 3

4 4

5 5 - very satisfied Page|94 of 99
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@18. How strongly do you agree or disagree that Council operates under ethical. open,

accountable, and transparent processes on a scale from 1-5 where 1 is strongly disagree and 5 is

strongly agree?
Code Answers Notes
1 1 - Strongly disagree:
2 2
3 3
4 4
5 5 = Strongly agree

Demographics

D1. Which of the following best describes your household status? Prompt (SR)

Code

Answers

Notes

Living at hame with parents

Living clone

Single parent with children

Married/de facto with no children

Married/de facto with children

Group household

[ | | | R | —

Extended family household [multiple generations)

D2. How

long have you lived in the North Sydney LGA? (5R)

Code

Answers

Notes

Under a year

1 to 3 years

4 to & years

(S PN [N

7 to 10 years

Cwer 10 years

D3. And which of the following would you say is your main local shopping area? Prompt (SR)

Code

Answers

Notes

Cammeray

Cremorne

Crows Nest

Kirribilli

Meutral Bay

o | e | L[R2 [—

Morth Sydney

D4. And ju

st to ensure we speak to a good cross section of people; can you please tell me which of the
following age groups you fall into? Prompt (SR)

Code

Answers

Notes

18-24

25-34

BN (] LS e

35-4%

50-5%

60-4%

=4[~ |un

70-84

85+

Council Meeting - 11 December 2023 Agenda
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D5. What is your gender? (SR)
Code Answers Notes
1 Male
2 Female
3 Mon-binary
4 Prefer not to say

Dé. Which suburb do you live in?
Code | Answers Notes
1 Cammeray
2 Cremorme
3 Cremorne Point
4 Crows MNest
5 Kirribilli
& Kurraba Point
7 Lavender Bay
8 MeMmahons Point
¢ Milsgns Paint
10 Meutral Bay
11 North Sydney
12 5t Leonards
13 Waverton
14 Wollstonecraft

Thank you for your time and assistance. This market research is carried out in compliance with the Privacy
Act, and the information you provided will be used only for research purposes. Just to remind you, | am
calling from Micromex Research (1800 639 599) on behalf of North Sydney Council.
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North Sydney Council
Customer Satfisfaction Business Survey

2023

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

Q1. What type of business do you operate? (SR)

Code | Answers Notes
1 mManufacturing

2 Construction

3 Wholesale trade

4 Retail trade

5 Accommodation, cafes and restaurants
& Transport and storage

7 Finance and insurance

8 Property and business services

ks Education

10 Health and community services

11 Cultural and recreational

12 Personal and other services

13 Other

Q2. Does the company operate within the North Sydney Council area?

Code Answers Notes
1 Yes
2 No Terminate

@3. How satisfied are you with North Sydney as a place to do business on a scale of 1-5, where 1 is not at all
satisfied and 5 is very safisfied?

Nottes

Attachment lﬁ
]

Q5b. Thinking about all the services your council provides, overall, how safisfied have you been with your
Council over the last 12 months? Please rate your satisfaction with the service from 1 to 7 where 1 means not
at all satisfied 7 is very safisfied. (50% respondents will be asked this and Q15a)

Code | Answers Notes
1 1 — Mot at all satisfied

2 2

3 3

4 4 — Meither dissatisfied nor satisfied

5 5

& 4

7

7 —Very satisfied

Qé. In this section | will read out different Council services or facilities. For each one could you please rate
your opinion of the importance of the service/facility o you, and your level of satisfaction with Council's
performance/delivery of that service. The scale is from 1 to 5, where 1 is low importance and 5 is high
importance and where 1 is low safisfaction and 5 is high satisfaction. Prompt RANDOMISE

Note: Only ask satisfaction if 4 or 5 for importance

INFRASTRUCTURE & TRANSPORT

Code | Answers

Importance
Low High
1-2-3-4-5

1 Cleanliness of local roads and footpaths [e.g.
strest sweeping)

Maintenance of local roads

Lo b

Maintenance of footpaths

4 management of traffic flow [congestion) on local
roads (excluding highways) in commercial and
residential areas

1 — Not at all satisfied

2

3

5 Provision of parking (commercial areas, residential
areas e.g.. policing, residents parking, parking
facilities, restrictions, parking in shopping areas)

4

U-ht.ah)—-g

5 — Very satisfied

Q4. Are you satisfied with Morth Sydney's sirategic direction? i.e., the way Council balances the
environmental, social, nic, and civic leadership objectives of the community it serves.

& Maintenance of plazas in commercial areas
7 Appearance of local village centres
(public domain/streetscape)
a8 Appearance of public spaces in the Morth Sydney

CBD [public domain)

Code Answers Notes
1 Yes

2 No

3 Unsure/Don't know

@5a. Thinking about all the services your Council provides, ll, how satisfied have you been with your
Council over the last 12 months? Please rate your safisfaction with the service from 1 to 5 where 1 is not at all
satisfied 5 is very safisfied. (50% respondents will be asked this and Q15b)

Code | Answers Notes
1 1 — Not at all satisfied

2 2

3 3

4 4

]

5 — Very satisfied

Council Meeting - 11 December 2023 Agenda
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OPEN SPACE & ENVIRONMENT

Code Answers Importance Satisfaction
Low High | Low High
1-2-3-4-5|1-2-3-4-5

1 Waste and recycling collection services

2 Environmental and sustainability initiatives
DEVELOPMENT
Code Answers Importance Satisfaction

Low High | Low High
1-2-3-4-5|1-2-3-4-5

1 Managing development/town planning (land use
planning)

2 Long term planning
3 Building height and town centres

LEADERSHIP & CUSTOMER SERVICE

Code | Answers Importance Satisfaction
Low High | Low High
1-2-3-4-5|1-2-3-4-5

1 Customer service/information provided by Council

staff
2 Consultation with the business community
3 Communication with local businesses

Q7a. (IF NOT AT ALL OR NOT VERY SATISFIED in Qé), What particular aspects of OVERALL PROVISION OF
PARKING (INCLUDING RESTRICTIONS, RESIDENT PARKING, ETC) do you find unsatisfactory? - If
applicable, please indicate a specific location you find unsatistactory.

Answers Notes

vawm—-g

Attachment 1

Q@7c. (IF NOT AT ALL OR NOT VERY SATISFIED in Qé), What particular aspects of MAINTENANCE OF THE
LOCAL FOOTPATHS do you find unsatisfactory? - If applicable, please indicate a specific location
you find unsatisfactory.

Answers Notes

R.“-h@h)—"g

Q@8a. Have you conducted business with North Sydney Cowuncil in the last 12 month?

Code | Answers Notes
1 Yes
2 No Go to Q%

Q8b. Please rate your level of satisfaction with how easy it was to conduct the business on a scale
of 1-5, where 1 is not at all satisfied and 5 is very satisfied.

Answers Notes

— Mot at all satisfied

#@M—'g

1
2
3
4
5

5

— Very satisfied

@¥%. Would you say you agree or disagree that Council operates under ethical, open, accountable
and transparent processes on a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree?

Code | Answers Notes
1 1 — Strongly disagree

2 2

3 3

4 4

5

5 — Strongly agree

Q10. Is your business part of @ Chamber of Business or Association?

=

Q7b. (IF NOT AT ALL OR NOT VERY SATISFIED in Q4), What parficular aspects of MAINTENANCE OF THE Coda™ lAnswary Lo
LOCAL ROADS do you find unsatisfactory? - If applicable, please indicate a specific location you 1 Yes
find unsatisfactory. 2 No -
3 Unsure/Don't know
Code | Answers Notes
1 Q11. North Sydney Council has ‘Streetscape Committees’ for the Cremorne, Crows Nest, Kirribilli
2 and Neviral Bay shopping areas, made up of residents and businesses who provide two-way
3 feedback to Council about their local shopping area. Prior to me telling you this, were you aware
4 that you had a local Streetscape Committee?
5
Code | Answers Notes
1 Yes
2 No
3 Unsure/Dan't know
Council Meeting - 11 December 2023 Agenda Page 97 of 99
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@12. The North Sydney Council area is split into 23 ‘Precinct Committees' made up of residents,

students, workers, and businesses who discuss matters affecting their local area. Prior to me telling
you this, were you aware that youv had a lecal Precinct Committee?
Code | Answers Notes

1 Yes

2 MNo

3 Unsure/Don't know
Q13. What is your preferred source OR method of receiving information relating to what North
Sydney Council does? Prompt (SR)

Code | Answers MNotes

1 Local Mewspaper (Mosman Daily, North Share

Times, North Shore Living)

2 Council newsletters [North Sydney News)

3 Community notice boards

4 Council website

5 Brochures/leaflets

& e-newsletters

7 Email from Council

8 Council's social media

ki With rates notice

10 Weekly email newsletter

11 Waord of mouth

12 Local radio

13 Ad in a local paper

14 Council meetings

15 Community forums and information sessions

14 Posters at Council facilities

17 Via phone call to Council's Customer Service staff

18 Other [please specify)

Q14. Thinking about the next 10 years, what do you believe will be the highest priority issues within
the North Sydney Council area - Remembering Council does not necessarily have to be responsible
for these priorities.

Answers

Notes

L‘#de‘g

Q15a. Th

inking about all the services your Council provides, overall, how satisfied have you been with your
Council over the last 12 months? Please rate your satisfaction with the service from 1 to 5 where 1 is not at all
safisfied § is very satisfied. (50% respondents will be asked this and Q5b)

Code | Answers Motes
1 1 — Not at all satisfied

2 2

3 3

4 4

5

5 — Very satisfied

Q15b. Thinking about all the services your council provides. overall, how satisfied have you baerAtlta)Ghment 1
Council over the last 12 months? Please rate your satisfaction with the service from 1 to 7 where 1 means not

at all safisfied 7 is very safisfied. (507 respondents will be asked this and Q5a)
Code | Answers Notes
1 1 — Mot at all satisfied
2 2
3 3
4 4 — Neither dissatisfied nor satisfied
5 5
& -]
7 7 — Very satisfied

proprietor? DO NOT PROMPT

D1. How many employees do you have in your business, by employees | mean full time equivalents other than the

Answers

Notes

Mo employees/sole trader

1-5 employees

4-10

11-20

:.»auw—-‘g

More than 20

D2a. And which of the following would you say best appr

the | +,

of your b 7 Prompt

o
o
&l

Answers

Notes

Cammeray

Cremorne

Cremorne Point

Crows Nest

Kirribilli

Kurraba Point

Lavender Bay

McMahons Point

o1 = =1 Rl -0 RO -8y [OV) D) B

Milsons Paint

10 Meutral Bay

11 Morth Sydney

12 St Leonards

13 Waverton

14 Wollstonecraft

15 Other [specify]

D2b. Other (please specify)

Code [ A

[ Notes

[
[ [

D3. What is your gender?

Code Answers

Male

Female

Mon-binary

e [ R |—

Prefer not to say

Thank you for your time and assistance. This market research is carried out in compliance with the Privacy
Act, and the information you provided will be used only for research purposes. Just to remind you, | am
calling from Micromex Research (1800 637 599) on behalf of North Sydney Council.

The information contained herein is believed to be reliable and accurate, however, no guarantee is given as to its accuracy and reliability, and no responsibility or
liability for any information, opinions or commentary contained herein, or for any consequences of its use, will be accepted by Micromex Research, or by any
person involved in the preparation of this report.
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Telephone: (02) 4352 2388 . w.::
Web:-www:micromex.com.au -
Email: stu@micromex.com.au
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