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Stage 1: Community consultation - 6 May to 11 June 2024

Overview
Community consultation was undertaken from 6 May to 11 June 2024. This consisted of a combination of:
· in person pop ups with interactive activities at Council’s Ringwood and Croydon customer service centres
· online and paper survey (including translated materials)
· meetings with key stakeholder groups in Maroondah including Maroondah Disability Advisory Committee, CALD Leaders network, Wurundjeri and Maroondah Youth Wellbeing Advocates

The consultation was promoted via Council’s various print and digital channels including:
· Maroondah news (print and digital)
· eNewsletters including Nature news, Waste & Sustainability, Children’s and Families, Active eDM
· Social media (including paid social media ads to reach those not currently connect with Council)
· Direct email via Council’s YourSay Maroondah platform
· Postcards
· Posters

Survey
Respondents were asked a series of questions in relation to how they currently consume content, where they find content, what Council does well and what could be improved in relation to communicating with the community.

Who responded?
159 survey responses were received over the consultation period, with respondents living in a broad spread of suburbs across Maroondah, with Croydon, Ringwood, Heathmont, Ringwood East and Ringwood North being the top five. 

Over 70% of respondents were female, while 27% were male, 2% identified as non-binary and 1% chose not to answer.

The 35 to 44 year age group were the largest to respond with over 27% of responses. This was followed by  45 to 54 years (18%), 25 to 34 years (17%), 55 to 64 years (14%), 65 to 74 years (13%), 75 years or older (6%), 18 to 24 years (4%) and lastly 13 to 17 years (1%).

Key findings
1. 76% use their phone when consuming content online. Tablet (9%), laptop (7%) and desktop computer (7%) are also used.
2. Respondents generally get their local news from:
1. News sites (eg. Herald Sun, The Age)
2. Local Facebook noticeboards
3. Facebook
4. Council channels
5. Radio
· The times that people are most likely to consume content are (in order from most likely to least likely):
1. Evening (6pm to 9pm)
2. Early morning (5am to 9am)
3. Late afternoon (3pm to 6pm)
4. Late morning (9am to 12noon)
5. Early afternoon (12noon to 3pm)
6. Later evening (9pm to midnight)
3. Email, Facebook, SMS, Instagram and radio are channels that are used more than once a day. Online forums, Tik Tok, X (formerly Twitter), Snapchat and Youtube are used less than once a week.
4. The top ten Council channels that respondents are most aware of are (in order from most aware to least aware):
1. Maroondah news eNewsletter
2. Facebook
3. Maroondah news 8-page newsletter (print)
4. Maroondah news 20-page newsletter (print)
5. YourSay Maroondah consultation updates
6. Instagram
7. Waste and Sustainability eNewsletter
8. Arts in Maroondah eNewsletter
9. Karralyka eNewsletter
10. Children’s and Families eNewsletter
· Respondents currently find Council information through:
1. Council’s website 
2. Maroondah news print newsletter (delivered by post) 
3. Council’s social media channels 
4. Other (such as direct emails from Council Officers, eNews, noticeboards and roadside boards) 
5. Maroondah news print newsletter (picked up from a Council facility) 
· Facebook is the most popular social media channel of Council’s (59), followed by Instagram (19), LinkedIn (10) and Youtube (4). No respondents find content on Council’s X (formerly Twitter) page.
· 59% of respondents do not visit Council channels for information in the event of a local emergency. 23% sometimes do, and 18% do. Instead, the top five places they visitis the VicEmergency app, Facebook, BOM weather app, ABC and community groups on Facebook.
· 67% would prefer digital as the mode of receiving Council information. 28% would prefer both print and digital, and 5% would prefer print.
· If receiving updates from Council by print, the preferred frequency is monthly, followed by every quarter. If receiving updates from Council by email, the preferred frequency is monthly, followed by fortnightly. 
· The top ten topics respondents want to hear about is:
1. Leisure, recreation and events
2. Planning and development 
3. Parks, playgrounds and open space
4. Capital works projects
5. Community engagement
6. Waste and sustainability 
7. Health and community safety 
8. Community development (volunteering, wellbeing)
9. Arts and culture 
10. Natural environment and biodiversity

Feedback on what is done well with Council’s communications includes:
· A range of topics are covered
· Informative, regular updates
· Quality visuals and surveys
· Clear and engaging content
· Clear branding and consistent style
· Length and frequency of communications
· Simple and easy to understand
· Detailed and interesting content
· Variety of topics
Feedback on what can be done to improve our communications includes:
· Translated materials.
· More digital content on social media
· More succinct newsletters
· More community focused stories
· More engaging content on Maroondah Leisure social media
· Facebook graphics and newsletter design could be refreshed.
· Post more in local Facebook groups.
· Shopping centre noticeboards
· Report back and close the loop on consultations.
· Cross promotion across Council social media channels
· Include a postal address in Maroondah news for those who are not digitally literate.
· Ensure publication timeframes align with consultations and events.

· Majority of respondents don’t experience any barriers when accessing information from Council. However, some noted that they:
· find the information too confusing
· don’t see Council information where they consume content
· don’t see information in their language.
· When asked how we can better support their communication needs, respondents identified the following ways (in order form highest to lowest):
1. Closed captions on videos 
2. Offer materials in plain English 
3. Offer more social stories for neurodiverse people 
4. Hearing accessibility 
5. Vision accessibility 
6. Offer translated materials 

Meetings with key stakeholders
Maroondah Youth Wellbeing Advocates
Feedback on how the communication needs of young people can be better supported includes:
· Videos. More short form media e.g., reels, shorts.
· Connecting through schools 
· Social media posts tailored to young people
· Promoting at train stations 
· Public posters
· More awareness to Instagram 
· Demonstrate how easy the use of communication outlets can be 
· Public noticeboard on populated places (e.g. Eastland) 

Maroondah Disability Advisory Committee
Feedback on how the communications needs of people with a disability can be better supported includes:
· Continue producing both print and digital content 
· Implement voice read accessibility options across all channels
· Pet registration notices are not accessible and can’t be read by people with a disability. A re-design with a simple design is needed, with more images.
· Postcards are useful - consider having Braille underneath headings.
· Emergency management - offer Auslan interpreters and more accessible formats of information.
· Consider Auslan interpreters in videos, Council meetings, webinars. Consider a volunteer in the community to cut down cost.
· Consider training more employees on different types of communication so it is always from of mind with planning and processes.
· Communication Access Board. Show a genuine consideration for needs of people with a lived experience.
· Social stories of venues/sites (like Knox City Council).
· Show images that reflect the community.
· Ensure emails and brochures following accessibility guidelines and styles and are in various languages.
· Consider self service options, quiet spaces for conversations and pre-booking meetings with Council staff.
· Communicating road works and activities that may impact.

CALD Leaders Network
Feedback on how the communications needs of culturally and linguistically diverse people can be better supported includes:
· Use communications channels they are using, such as Viber, email Facebook Messenger, What’s App and Instagram.
· Having both translated and non-translated materials is helpful
· Consider audio options as this can be easier for people to access, particularly those who cannot read or write in their own language
· Providing collateral in languages they speak makes them feel included and part of the community
· Use a local translator to ensure dialect is correct
· Look at website functionality, particularly live chat, and whether it can be translated
· More information on what to do in an emergency



Wurundjeri Leaders
Feedback on how the communications needs of First Nations people can be better supported includes:
· Print publications are useful as some people don’t use online options
· Use their networks that already exist
· Ensure information is being put at things people are already attending, for example childcare services, MCH and leisure centres.
· Continue to build relationship of trust between Council and First Nations people.

In person pop ups
Three, two-hour pop ups were hosted across the consultation. Two pop ups were held at Realm, and one was held at Croydon Library.
Residents were asked to participate in two interactive activities. First was to place three balls in three separate tubes that each had a form of hearing from Council. They were asked to pick their top three.
Second was to nominate their top three topics they want to hear more about. 

Results:
	Activity results
	
	Realm - Friday 17 May
	Croydon Library - Wed 22 May
	Realm - Tuesday 4 June
	

	How do you like to hear from Council?
	Channel
	Results
	Results
	Results
	Total

	
	Website
	29
	18
	14
	61

	
	SMS
	23
	16
	7
	46

	
	Social media
	31
	13
	16
	60

	
	Print publications
	18
	19
	8
	45

	
	eNewsletter
	32
	20
	15
	67

	
	Direct mail
	24
	19
	22
	65

	
	
	
	
	
	344

	What are the top three topics you want to hear about?
	Topic
	Results
	Results
	Results
	

	
	Capital works projects
	7
	10
	4
	

	
	Health and community safety
	10
	4
	4
	

	
	Waste and sustainability
	6
	6
	4
	

	
	Youth and children's services
	15
	7
	8
	

	
	Aged and disability services
	11
	4
	4
	

	
	Business support
	4
	0
	2
	

	
	Natural environment and biodiversity
	6
	6
	4
	

	
	Parks, playground and open space
	19
	8
	8
	

	
	Planning and development
	10
	9
	4
	

	
	Arts and culture
	6
	4
	7
	

	
	Leisure, recreation and events
	19
	8
	8
	

	
	Community engagement and development
	7
	1
	5
	




Stage 2: Public exhibition of draft Strategy - 18 May to 26 June 2025
Overview
The draft Communications Strategy was on public exhibition from 18 May to 26 June, where residents were able to view the draft Strategy and provide feedback on the key areas. 

During this time, it was promoted via Council’s communications channels including:
· Maroondah news print newsletter
· Maroondah eNewsletter (and sub eNewsletters such as the Children’s and Families eNews, Waste and Sustainability eNews and Active edm)
· Facebook (including organic posts and paid advertising)
· Instagram (including organic posts and paid advertising)
· A3 poster displayed at various Council facilities
· TV screens at Council’s Realm and Croydon customer service centres
· Council’s website homepage
· YourSay emails to subscribed residents

YourSay Summary
· Total Page Visits: 497
· Views of draft strategy: 215
· Engaged Participants (those who provided direct feedback): 10
· Informed Participants (those who visited the YourSay page and reviewed the draft strategy, frequently asked questions): 145
· Aware Participants (those who visited the YourSay page): 378

Survey Feedback
Participants were asked if they supported the vision for communications at Maroondah over the next four years
Vision:
Our vision is to provide relevant, effective and engaging communications for our community that are accessible and inclusive now and adapting into the future.
We create communications that inform Maroondah residents on Council’s projects, programs, activities, events and services and empower them to be involved in Council’s activities and consultations.
We are adaptive and creative, using communication channels appropriately and in a format that is accessible for all different members of our diverse community.

77.8% of respondents support the vision.

Participants were also asked if they supported the guiding principles that will underpin Council’s approach to communications over the next four years.

These guiding principles are:
· Relevant
· Timely
· Accessible
· Responsive
· Inclusive
· Respectful
· Engaging
· Effective
77.8% of respondents support the guiding principles.
 
Participants were then asked to rank the key directions for each of the four outcomes areas in the strategy.

Outcome area 1 - Accessible and inclusive
We will continue to provide and look at ways to increase communication offerings in accessible formats to ensure all Maroondah residents feel included, are aware of Council services, facilities, events and programs and can actively participate in consultation activities. We will ensure Council’s channels meet accessibility requirements for websites, digital and print collateral.

Respondents ranked the key directions of this outcome area in order of highest priority as follows:
1. Consider the needs of blind, deaf or disabled people when preparing
communications.
2. Consider the use of social stories for relevant communication campaigns to meet the needs of neurodivergent people.
3. Continue to provide alternative text on images in electronic mail distributions,
captions on videos and transcripts when appropriate
4. Improve Council’s consultation platform, Your Say Maroondah, to ensure it is
accessible and inclusive.
5. Consider the use of local translators to ensure translated material is in an
accurate dialect for those living in Maroondah.
6. Continue to produce translated and Easy English materials, increasing collateral
in languages that reflect Maroondah’s CALD community.
Outcome area 2 - Engaging and effective
We will deliver Council information through a variety of channels suited to Maroondah’s diverse community, ensuring it is engaging and able to connect and engage with the target audience and Maroondah community. We will continue to provide high quality materials that are eye catching, for the right audience and include all relevant information.

Respondents ranked the key directions of this outcome area in order of highest priority as follows:
1. Produce high quality digital news publications at an appropriate frequency that cover a broad range of topics that interest various groups in Maroondah
2. Continue to utilise Council’s digital channels to promote Council services,
programs, events and activities.
3. Produce engaging and fit for purpose digital content on Council’s social media
channels that captures the interest of relevant audiences.
4. Produce high quality and well-designed print news publications (Maroondah
news) at an appropriate frequency that provides information for all cohorts of the Maroondah community and reflects the work undertaken by Council.
Outcome area 3 - Timely and trusted
We will provide timely and accurate information and updates as a trusted and reliable voice in the community for Council and local news, including emergency information. We will continue to build Council’s reputation through strong, consistent branding, tone and voice and uphold Council’s high level of customer service standards.

Respondents ranked the key directions of this outcome area in order of highest priority as follows:
1. Continue communications in relation to Council’s role in emergency
management, using appropriate communication channels.
2. Provide information and updates from Council in a timely manner, ensuring the
content is accurate, consistent and able to be understood by the community.
3. Maintain a consistent tone, voice, and appearance across all Council channels
and platforms to ensure Council becomes a trusted and recognised brand within the community.
4. Support the Mayor and Chief Executive Officer (CEO) as Council’s official
spokespeople to ensure consistent and accurate messaging on Council channels and through media and community networks.
Outcome area 4 - Relevant and responsive
We will ensure Council’s communications are relevant to the community and respond to community needs and interests. We report on decisions and provide updates from Council to enable residents to live supported, active, and connected lives within our community.

Respondents ranked the key directions of this outcome area in order of highest priority as follows:
1. Continue to showcase relevant community and Council news, reporting on key
outcomes from Council meetings, ensuring information is accurate and timely.
2. Ensure topics covered are broad, feature a range of Council areas and facilities,
as well as highlighting important community achievements.
3. Close the loop on consultation activities, providing respondents with updates in a timely manner with key information on how their feedback shaped the consultation.
4. Respond to community queries, comments and feedback on our communication channels, including social media and email.
General feedback in relation to the Strategy:
· E-mail should be the preferred communication channel. Print is nice but expensive. 
· Social media can be overcrowded channels 
Conclusion
The project successfully engaged a significant number of participants, with a total of 497 visits and 215 downloads of the draft Strategy. The engagement summary indicates a good level of awareness and informed participants. The survey tool shows active participation with feedback supportive of Council’s plan for communication over the next four years and therefore no changes to the draft Strategy are required. The feedback received will help guide the Action Plan for this Strategy and help prioritise the rollout of the key directions for each outcome area. 

image1.jpeg
aroondah
City Council




image2.jpeg




