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What we heard
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.
· 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) 
· 67% would prefer digital as the mode of receiving Council information. 28% would prefer both print and digital, and 5% would prefer print.
· 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.



Q31: In order from most popular to least popular, people contact Council about:
1. Waste (86)
2. Animals (57)
3. Planning (54)
4. Other, including trees, community events, parking, maintenance, safety, facilities and more (42)
5. Rates (41)
6. Building (21)
7. Fines (16)
Q32: When asked the most common ways they contact Council, respondents said:
1. Phone
2. Email
3. In person at a Council service centre
4. Live chat
5. SMS
Q33: 90% of respondents would prefer to self-serve (i.e. make a payment, register a pet, themselves).
Q34: When contacting Council, respondents would prefer to Speak to a Customer Service Officer (with a potential wait time of up to five minutes on hold). Their next preference is to leave their details and request a call back from a Customer Service Officer. Their last preference is to access generated assistance immediately to assist with their query.
Q35: 74% of respondents described their last customer service interaction with Council as ‘the Council team member was helpful and addressed by issues/request’. 4.5% said the Council team member was unable to assist immediately but they followed up in a timely manner. 4.5% said the Council team member was unable to assist with their query but put them through to someone who assisted. 8% said the Council team member was unable to assist, while 9% selected ‘other’ which included that they never received a reply, or the response wasn’t helpful.
Q36: When asked what their most recent positive customer service experience was, and what made it memorable, respondents said:
· Tree matter was dealt with very quickly and with a positive outcome.
· FOGO bin - Council member was understanding and helpful.
· Building permit query - Council employee allowed the resident time to ask questions, the resident didn’t feel like a burden to her.
· Quick and intelligent response to an issue.
· Handing over of a full sharps container, experience with the staff member was helpful and friendly.
· Assistance as a volunteer is always helpful.
· Quick and polite service at Realm.
· Collecting more FOGO liners from Croydon was quick and easy.
· Hard waste booking via phone was easy.
· Local Laws assistance was great.
· Missed bin collection resolved quickly.
· Have only had good interactions with issues regarding waste and pet registration.
· Compassionate and understanding when an animal had passed away.
· High praise for maternal child health nurses.
· Polite, friendly and knowledgeable experience.
· Reported an issue and was kept well informed throughout the process.
· Dog registration issues handled sensitively and sensibly.
· Friendly tone, remembering and using name, providing options to response to service need.
· Willingness to help and timeliness to response and action request of a fallen tree in street.
· Raised issue of dog at dog park, felt like they were heard, and a follow up call was provided to explain the action that had been taken.
· Dumped rubbish in a park was reported and collected in a timely manner.
· Prompt, professional response that was followed up when the answer was not immediately available.
Q37: When asked if they had any other comments about Council’s communications or customer service, respondents said:
· The location of Realm Customer Service centre is not as accessible as Croydon.
· Some experiences of disconnect and departments not sharing information.
· Overall very satisfied with Council services and resident engagement.
· Sometimes no responses via Snap Send Solve.
· The customer service team appear to be very knowledgeable and helpful.
· Customer services hours are great! The live chat function and the open customer service centres, please keep as is.
· Increase self service options.
· Signage for certain facilities is lacking.
· Council meeting recaps would be good, few tiles after each meeting to know what has happened. Use social media and enews more for this.
· Online chat function is good when there is someone available to quickly assist.
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