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Background & Approach




Background

The Shire of Mundaring (the Shire) has been conducting biennial
community perception surveys since 2011 to monitor perceptions
among its residents and identify any changes in community
satisfaction and wellbeing. The results of this research help to
provide insight into how the Shire is performing and delivering its
services, and to inform strategic planning and future priorities.

While in previous years only residents have been part of this engagement, this year the Shire
also wanted to measure perceptions among businesses operating within the Shire, to assess
business resilience in the area and ensure services provided to local business owners was
also meeting expectations.

This research was undertaken by Painted Dog Research to update the Shire’s measure of
satisfaction among the community, and to assist the Shire in understanding and monitoring
both community and business wellbeing.




Stl’ateg iC Al m & O bJeCtiveS The overall strategic aim of this research was:

‘ ‘ To monitor community perceptions and satisfaction within the
Shire, in order to better understand residential and business needs and
priorities — and ultimately inform future strategic planning and resourcing.

To deliver on the strategic aim, Painted Dog Research achieved the following:

@ Measured overall satisfaction with the Shire’s performance and service delivery

Determined perceptions of the Shire’s reputation, and the trust that residents and
businesses have

Understood perceptions of value for money within the Shire
Gauged usage of and satisfaction with community facilities and services

Identified specific areas of satisfaction and dissatisfaction among residents and
businesses

Determined the drivers of satisfaction, to prioritise areas for performance improvement

Understood perceptions of wellbeing and reliance among residents and businesses

Identified key differences in satisfaction and wellbeing among specific population sub-
groups

Compared results over time to identify any significant shifts or trends emerging

Benchmarked results to those of other local governments, to compare performance and
identify strategic opportunities for improvement




Methodology: Survey Calibration

As a new research partner this year, Painted Dog Research, along with the
Shire of Mundaring team, made two key changes to the Community
Research program for 2021:

» Revised the survey to be more relevant, engaging and strategic

» Changed from a phone-based survey methodology to an opt-in census
via letterbox drop and online survey

To effectively measure the impact of the change from the historic Computer-
Assisted Telephone Interview (CATI) survey approach, to the new online
survey approach, Painted Dog conducted a Calibration Exercise. This
involved conducting a parallel CATI survey, alongside the new online
survey. Based on the outcomes of the exercise (which are further
addressed in the Calibration Report) this full report will exclude the CATI
sample collected for the calibration.

One of the key findings of this calibration exercise to be mindful of when
interpreting the findings in this report, is that the online results are often
lower than the results collected via CATI (such as those collected in 2019).
However, this is largely because online responses are more likely to be
honest and less influenced by social desirability bias. More details on this
can be found in the Calibration Report.




Methodology: Mail-Out Census

To facilitate this research, an online survey was conducted with residents,
ratepayers and business owners of the Shire of Mundaring from 30" August
to 215t September 2021. Prior to any survey invitations being sent out, the
Shire distributed a prenotification through various comms channels (such as
the Shire Facebook page) notifying residents of the upcoming research.

Mail-out Invitations

Following the prenotification, invitations to complete the survey were distributed via a letter
drop to all registered residential mail-boxes in the Shire of Mundaring.

Each mail invitation included a unique access code that could only be used once, to
prevent recipients of the mail out from passing on or sharing their invitation to non-
residents.

In case not all residents were computer-literate, the invitations also included a phone
number for residents to call if they wanted to complete the survey over the phone.

Other Invitation Channels

To ensure the final sample included some owners of businesses within the Shire of
Mundaring, local business owners were targeted with a CATI survey using purchased lists
of local business owners. A total of n=50 business owners was achieved using this
approach.

Additionally, to ensure all residents were given the option to participate, any residents that
claimed not to have received their mailed-out invitation were able to call the Shire or the
hotline for a unique access code that could then be used to complete the survey

Throughout the fieldwork period, poor quality responses (i.. ‘junk’ respondents, ‘speedsters’
and ‘straight liners’) and duplicates responses (i.e. based on IP address, identical responses,
matching contact details etc.) were removed to ensure the final total sample only included
high quality responses.



Analytical Notes

Throughout the report, stars denote significant differences between
subgroups. A filled in star (%) above or next to a result shows that result is
significantly higher than other results with an open star (7).

Arrows denote significant changes over time. Up or down arrows are used
to indicate whether the latest result is higher or lower than the previous
result.

Data has been post-weighted by age and gender for the residential sample
to be representative of the Shire of Mundaring general population
according to ABS statistics.

All figures are in percentages unless otherwise indicated.

Some figures may add up to 99 or 101 due to rounding.

A house symbol in the top right-hand corner of a slide indicates that the
results on the slide are filtered to only show the results among residents. A
briefcase symbol shows the slide is filtered to business owners’ results.




Overall: Sample profile

The overall sample was representative of the total population, with a roughly
even split of gender and age groups, and roughly even fallout across the
residential wards.

Additionally, around 21% of our sample owns a business that operates within
the Shire of Mundaring.

Male
Female
| don't identify with either

18-34
35-49
50-64
65 years and over

SINK/DINK
Young Family
Mature Family

Empty Nest

Other

Own my own home (mortgage fully paid off)
Currently paying off my own home

Renting

Other (living with parents / boarding)

| prefer not to answer

Yes
No
Don't know

Resident and Business Owner
Resident Only
Business Owner Only

South Ward
East Ward
West Ward
Central Ward
Not a resident
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Overall Performance
& Satisfaction




General sentiment is positive,
with more than half of the
community feeling satisfied with
the Shire's overall performance.




Around 1in 5 are extremely satisfied
with the overall performance of the
Shire over the last 12 months.

Overall satisfaction is lower than the satisfaction levels seen in 2019.
However, this is likely due to the change to online methodology eliciting

more honest responses rather than the performance of the Shire declining.

The CATI component of the calibration exercise (which mirrored the old
methodology) showed 72% satisfaction — consistent with 2019 results,
which demonstrates that satisfaction has likely remained stable over time.

Overall satisfaction with the Shire of Mundaring

in the past 12 months...
2019
NET: 0-4 NET: 6-10 NET: 6-10
25 11 17 58 74
I |
0-2 3-4 5 6-7 8-10
Extremely Neither Extremely
dissatisfied satisfied nor satisfied
dissatisfied

Q23. How satisfied are you with the overall performance of the Shire of Mundaring over the past 12 months? Consider everything, such as the services it provides, its reputation, value for money etc Base: All respondents (n=930)
*Data not collected by Painted Dog, accessed via LGA websites. Survey methodologies, samples, and questions asked may differ, so these comparisons are only indicative.
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Satisfaction with the Shire's

: : Among both audiences, around 3 in 5 are satisfied. However, slightly more
pe rfO rmance Is CQ N Ste ﬂt amon g business owners feel extremely satisfied with the Shire’s performance.
residents and business owners.

Overall satisfaction with the Shire of Mundaring

in the past 12 months...
NET: 0-4 NET: 6-10
Residents (n=916) 25 17 58
Business owners (n=183) 29 13 56
|
0-2 34 5 6-7 8-10
Extremely Neither Extremely
dissatisfied satisfied nor satisfied
dissatisfied

Q23. How satisfied are you with the overall performance of the Shire of Mundaring over the past 12 months? Consider everything, such as the services it provides, its reputation, value for money etc Base: All respondents (n=930) 15



()

Residents
only
Residents aged 65 and older are
more like |y to be e Xz‘[@m@/)/ satisfied Residents that are Empty Nesters are also more likely to be extremely
. ., satisfied than Young Families. This is likely reflective of the age differences
with the Shire'’s performa nce than between these groups.
those aged 35 to 49.
% NET: Extremely Satisfied (% 8-10)
Ratepayer Status Gender Age Household Structure
* *
* ¥*
Allresidents | Ratepayer O Mae  Female | 1834 35-49 50-64 65+ | SNKIDINK YoungFamily ~oore =TV " SouthWard EastWard WestWard Central Ward
n=916 | n=g08 T | n=436  n=479 n=90 n=193  n=335 =298 | n=205  n=t4r TR TS ne2s5  n=242 =155 n=264
16

Q23. How satisfied are you with the overall performance of the Shire of Mundaring over the past 12 months? Consider everything, such as the services it provides, its reputation, value for money etc Base: All residents (n=916)



Providing good customer service and
offering quality services and facilities
are key reasons for satisfaction.

Around 1 in 5 of those highly satisfied with the Shire’s performance
mentioned good customer service as a reason for their satisfaction. Over 1 in
10 listed comments relating to good provision of services and facilities.

REASONS FOR SATISFACTION

NET: Positive General _ 39
Satisfied / No issues / Happy NFI _ 27
Generally happy - 13
NET: Positive Other | NN 3

_________________________________________________________________________________

Like the area - 8
Efficient I 2

Good emphasis on environmental issues I 1

Seem to have good plans for the future ()

Good faciliies [l 7
Good general services . 6

Good park management I 2

Shire does a good job of preserving national parks and I 1
heritage trails

NET: Positive Community Engagement - 10

Good communication with the community - 7

Appreciate the shires support against North Parkerville and I 3
Satterley development

NET: Positive waste / recycling . 4

Clean area I 2

Happy with the recycling and rubbish collection services I 2
NET: Positive safety / emergency management . 4

Safe environment I 3

Pleased with the bush fire effort | 1

NET: Positive business tourism / development I 1

Help support local business I 1

Q24. You rated your satisfaction with the Shire’s overall performance a [RATING AT Q23] out of 10. What makes you say this? Please provide as much detail as possible. Base: All respondents highly satisfied with the Shire (gave a rating

of 8-10/10) (n=211).

17



Here's what they had to say...

“l have a problem with a

“They are neighbour's trees and the Shire has
proactive Veg been helpful and quick to fend
fOﬂNard-thiniZq g assistance. The area is beautiful and | [
Female ' “The administrati my family is happy to live here.” | ey .
, 80 years old are help ﬂ:‘;"g‘;’; staff Female, 32 years old g there i,%}t/lme I'ing or go
professional.” ' ad a few questi and. are very helpf,
ssional. /an enquiry to ma kz,\ . tstf//70ns 3{70' d always haye 5 Sm,Zeu/
ad};v who helped was Ve,yei::/re, The Femig their face.”
© weren't waiting ong e;;/rirgf e & 67 years old

Male, 52 years old
Female, 28 years olq

/FaC/'//'t/'eS are more
than ?dequate, roads
Male, 75 years ofd

“Happy with the
services provided
while trying 10 keep

ahen | talk to the Shire
regarding questions, they 4
are nothing put helpful.” !
. council rates Jow.
e Female, 49 years old

)

R\



When asked directly, service

provision is again considered

the Shire’s strongest area of
performance.




More than half agree that the Shire
provide high quality services to the

local community.

% NET: Agree (% 6-10)

Service Provision

91%

6-10/10

Reputation

92%

6-10/10

Trustworthiness &
Fairness

48%

6-10/10

The Shire’s reputation is also rated highly by a similar proportion.

Having a clear vision, financial management and being transparent are
considered the Shire’s poorest areas of performance. Positively, the current
work the Shire is undertaking to revitalise the website and improve
accessibility may help to improve perceptions of transparency.

Leadership & Clear Vision Financial Management Transparency
Commitment
46%
6-10/10
40%
6-10/10 371%
6-10110 34%
6-10/10

I I I I

Q1. How strongly would you agree or disagree with the following statements about the Shire? Base: All respondents (n=930) 20



For performance areas rated

|Ower by the commun |ty |t iS However only 1 in 3 agree the Shire is transparent in its decision making.
maimy d riven by thqse that Results were consistent among residents and business owners.
don't feel strongly either way.

NET 0-4 % NET 6-10 %
The Shire provides high quality services 25 16 31 % 57
in the local area
The Shire has a positive reputation overall 25 20 27 25 52
The Shire s trustworthy and can be relied 97 21 % 29 48
upon to act fairly
The Shire shows strong leadership and is 25 24 o5 1 46
committed to creating a great Shire
The Shire has a clear vision for the future 23 28 24 16 40
The Shire invests in the region wisely and y 23 23 14 37
does not waste money
The _Shire is transparent with its decision 30 28 20 14 34
making
T |
Don't Know 0-2 3-4 5 6-7 8-10
Strongly disagree Strongly agree

Q1. How strongly would you agree or disagree with the following statements about the Shire? Base: All respondents (n=930)



Performing well in service
orovision is crucial — despite it
peing a leading reason for
satisfaction, it is also a top
reason for dissatisfaction.




REASONS FOR DISSATISFACTION

. . - r NET: Negative other_ 41
Around 2 in 5 of those dissatisfied S —

Wlth the Shlrels performance Needs more emphasis on environment. 7
menthﬂ pOOI’ Serv'ce and fac”ltles ResidentsofChidIowandsurroundingareasfeel. .

neglected

as a reason for their dissatisfaction. Lack of general senices [f] 4

Infrastructure and Facilities require maintenance - 19

Getting value for money right is also crucial, as almost 2 in 5 mention Needs better upkeep of overgrown weeds and - 10
issues with financial management and value for money as drivers of overhanging branches
their dissatisfaction. Lack of footpaths and bike trails [l 10

Needs improved drainage . 7

Poor park management . 7

Rates are too high/ No value for money _ 28

Money spent on unnecessary things - 12

NET: Negative community engagement _ 24

Poor communication with community/ Would like more
22
information -

NET: Negative safety / emergency management - 17

Would like to see more plans put in place in case of - 10
emergencies/ disasters/ Fires

Too many speeding vehicles/ Traffic concerns l 4
NET: Negative waste / recycling - 10
Poor recycling and waste services l 4

NET: Negative business / tourism development . 5

Q24. You rated your satisfaction with the Shire’s overall performance a [RATING AT Q23] out of 10. What makes you say this? Please provide as much detail as possible. Base: All respondents dissatisfied with the Shire (gave a rating of 0-
4/10) (n=229) *results below 4% not shown.



Here's what they had to say...

‘Rates are expensive considering
what we get. | have lived in other shires
with more support for less. Maybe
residential area needs to be cheaper.”

Male, 38 years old

——

“The Shire looks after ang caters
for the peaple living directly
around Mundar/hg. Those of ys
on the outskirts are neglected.”
Female, 56 years old .

“The very, very high
rates are not justified for
the service we receive.”
Female, 50 years old

“All the investment of rate
payers’ money seems to
be spent in places closest
to Mundaring town.”

Male, 27 years old

.“We don't get an Y Services that
Improve our community and we
have to fight for everything.”
Male, 73 years

“Communication with
staff at the Shire js difficult,”
Female, 48 years old

4| feel that the Shire
rovides little support”
for small businesses:
Female, 19 years ol

“Road maintenance is non-
existent, unless you live in
the town site of Mundaring.”

Male, 33 years old

J

i \



Despite being an area of
dissatisfaction for some, around

2 in 5 are satisfied with the value
for money they get from the Shire.

25



However, a similar proportion are
dissatisfied with the value for
money provided by the Shire.

Overall satisfaction with value for money is lower compared to 2019. This is again
likely due to the change in methodology as the CATI component of the calibration
exercise found 61% were satisfied with value for money — consistent with 2019
results, again suggesting not real change in the perceptions of value over time.

Results were consistent among residents and business owners.

2019
NET: 0-4 NET: 6-10 NET: 6-10
39 19 17 28 15 43V 60
I I
0-2 3-4 6-7 8-10
Extremely Neither Extremely
dissatisfied satisfied nor satisfied

dissatisfied

Q16. Considering the services and facilities that the Shire of Mundaring provides, how satisfied are you that you have received good value for money, for the rates and other fees that you have paid in the last 12 months? Base: All
ratepayers (n=811) *Data not collected by Painted Dog, accessed via LGA websites. Survey methodologies, samples, and questions asked may differ, so these comparisons are only indicative. 26



Services, Facilities & Roads




Satisfaction with the services and
facilities provided by the Shire has
improved — and is significantly
higher than in previous years!

29



()

Residents
only
Around 8 in 10 residents are This is higher than 2019 when just over 7 in 10 were satisfied. This increase
s : : was seen in both versions of the survey (the CATI version shows 83% are
S atl Sﬂ ed Wlth th € SErvices an d satisfied) suggesting this is a genuine increase and not due to the change in
facilities provided by the Shire. survey methodology.
Overall satisfaction with the services and facilities
that the Shire provides...
2019
NET: 0-4 NET: 6-10 NET: 6-10
9 10 36 44 80A 74
. |
0-2 3-4 5 6-7 8-10
Extremely Neither Extremely
dissatisfied satisfied nor satisfied
dissatisfied
Q4. When you think of all the services and facilities that the Shire of Mundaring provides, overall how satisfied have you been with these in the past 12 months? This includes maintenance and management of parks, libraries, sport and
recreational facilities, aquatic centres, community halls, community toilets and Lake Leschenaultia. Base: All residents that have visited at least one facility in the last 12 months (n=828) 30



Over 9 in 10 residents have
visited at least one of the Shire's
facilities within the past year.

32



Playgrounds and parks are by far the
most visited Shire facilities.

The libraries and Lake Leschenaultia are also highly visited.

Q3. Which of the following facilities have you visited in the last 12 months? Base: All residents (n=916)

Playgrounds / parks

Mundaring or Boya Library

LLake Leschenaultia

Community toilets

Ovals for other use

Ovals for sports

Mundaring Arena

Community buildings

Community Halls

Aquatic facilities

None of the above

()

Residents
only

% visited within the last 12 months

33



()

Residents
only

i | cfi At least 3 in 4 of the residents that have visited each facility are satisfied with
Residents are also highly satisfied e o ovicd thore
with the services provided at each

facility they have used recently Cormury it e v e o et ovets O e
accessibility may help to drive improvements in satisfaction with these
facilities.

NET 0-4 % NET 6-10 %
Mundaring or Boya Library (n=449) 4 13K} 93
Lake Leschenaultia (1=432) 4 13 o1
Ovals for sports (n=279) 7 Al 6 88
Mundaring Arena (n=302) 3 i1 19 68 87
Playgrounds / parks (n=607) 8 6 86
Ovals for other use (1=329) 5 @ 12 84
Aquatic faclties (n=217) 13 5 8
Community buildings (n=283) 6 i 14 81
Community Halls (1=271) 8 14 79
Community toilets (1=388) 16 9 40 36 76

I |
0-2 3-4 5 6-7 8-10
Very dissatisfied Very satisfied

Q5. In the past 12 months, how satisfied have you been with the services provided by the Shire at...? This includes the helpfulness of staff and the condition of the amenities. Base: All residents that have visited each facility within the last a
12 months.



Most community members use
local roads and paths — but
they feel most satisfied with the
maintenance and quality of the
walking trails within the Shire.

35



The roads within the Shire are
used by almost all members of
the community.

Around 9 in 10 community members use footpaths and around 8 in 10 use
the local walking trails.

Q7. Which of the below have you used within the last 12 months? Base: All respondents (n=930)

M Have used within Have not used within
last 12 months last 12 months

-

Local Roads

Footpaths

Walking trails

36



...compared to only 2 in 3 road users and only 3 in 5 footpath users that are

Over 8 m 10 Of those U Si N g the satisfied with their maintenance and quality.
walking trails are satisfied with the

. . Satisfaction among road and footpaths users is also lower than in 2019. However,
|eve| Of Mmal nte Nnance an d q ua | |ty S these decreases were not evident in the CATI results, suggesting the shift is due

to the change in methodology rather than a genuine shift in perceptions.

2019
NET 0-4 % NET 6-10 % NET 6-10 %
i o ,
ﬁ Walking trails in the S_hlre 10 4 5 35 84 86
n=711
a‘ Local roads within the S_hlre 26 1 7 66V 75
n=913
' 3 Footpaths in the Shire
} n=793 8 oy o3
I |
0-2 3-4 5 6-7 8-10
Very dissatisfied Very satisfied

Q8. In the past 12 months, how satisfied have you been with the maintenance and quality of...? . Base: All respondents that have used each within the last 12 months 37



Waste Disposal
& Recycling




Satisfaction with the Shire's
waste and recycling services is
strong among both residents
and businesses.

40



Around 4 in 5 feel satisfied with their
kerb-side waste collection, with very
few feeling dissatisfied.

This is a significant decline compared to 2019, however this is likely due to a
change in methodology not a change in perceptions, as the CATI results
show 88% satisfied with this service.

2019
NET 6-10 %

NET Satisfied
6-10 %

8-10
Extremely
satisfied

6-7

34

0-2
Extremely
dissatisfied

Don’t know /
not applicable

85* 74
8v 72 64
62
52
18 20
7
11 16
7
6 4
12
Waste bin kerb Bulk rubbish verge Community recycling
collections (green or collections centre

yellow bin)

Q9. How satisfied have you been with the following services provided by the Shire in the past 12 months? Base: All respondents (n=930) *Historically only asked about household waste big kerb collections

41



Residents and business owners are
equally as satisfied with these services.

Residents Business owners Residents Business owners Residents Business owners
n=916 n=183 n=916 n=183 n=916 n=183
NET Satisfied 81 77 73 70 65 64
6-10 %
8-10
Extremely
satisfied
6-7 62
65 %2 52 e
5
34
19 21 18 19
0-2 11
Extremely
dissatisfied 8 g 11 ! 16
Don’t know / - 7 8
not applicable 4 4
5 11
11

Waste bin kerb collections Bulk rubbish Community
(green or yellow bin) verge collections recycling centre

Q9. How satisfied have you been with the following services provided by the Shire in the past 12 months? Base: All respondents (n=930) 49



Despite strong satisfaction, changes
to the collection frequency and the
capacity of bins provided are the
most suggested improvements.

Implementing new systems and infrastructure was also highly suggested,
with FOGO being the most highly suggested new system.

SUGGESTED IMPROVEMENTS

More regular curb / verge collections
Community not provided enough recycling bins
Have tip be open more days

Bins are too small (not specific)

Bigger green bins

Bigger general waste bins

Have the recycling bin collected more regularly

Implement a compost bin / Green waste bulk pickup / FOGO
Implement a skip bin or other alternative to verge dumping
Decrease the use of landfill dumping
More regular waste and recycling collection
More areas where smaller items can be recycled
NET: Restrictions / Regulations [ 15
Increased number of tip passes per year
Accept other kind of material at skip
Cut down on illegal dumping
Fewer restrictions at the tip
NET: Education [l 10
Educate the community on more sustainable waste disposal
Increase advertising about recycling and wastage strategies
Better explanation of cost and rules
NET: Customer Experience [l 7
Improved customer service
Recycling process takes too long/ is inconvenient/ is too difficult
Make sure collection trucks aren't causing mess or damage
NET: Containers for Change [l 7
Other comment relating to Containers for Change
Increase containers for change collection points
NET: Costs/ Fees [l 3
Reduce tip fees
Other Jll 5
No improvement needed [N 17

Q12. Overall, how could the Shire improve the waste disposal and recycling services it offers? Please provide as much detail as possible Base: All respondents (n=930).*Results below 2% not shown.

43



Here's what they had to say...

“Provide green waste and / or
composting bins for suburban areas.

| =

J
Investigate collection of soft plastics for / Compost bin collection ang
recycling.” | green waste fon‘n/‘ght/y
“General waste bin ) Female, 67 years old ‘Regular groen waste collection collection,”
is too small.” More frequent collection

A\

F
would be useful, and could contribute emale, 49 years ol

significantly to the reduction of fire
danger and smoke pollution in the area,”
Male, 39 years old

Male, 38 years old of recycling bins, or larger
recycling yellow bins.”

Female, 18 years old

“Offer larger bins.”

Wake it cleare’ what
Male, 53 years old

can be dumped at the
tip, increase the )

amount of tip passej.
Male, 26 years ol

“Being very clear about.
changes to what can go in
the yellow bin.”
Male, 67 years old

0o

- \ N



Refundable
Containers

Awareness of the Shire’s
container deposit scheme is
high — and participation is
strong!

45



Around 3 in 4 are aware of the Aware of container deposit scheme
scheme and 1in 2 have participated
in it within the last 12 months.

BYes M Notsure M No M Yes ™ Notsure M No

Business
This awareness and participation is consistent among both residents and (n=930) = (n=916) Owners
businesses. These participation results are especially strong considering the (n=183)
program has only been launched within the past year. This strong uptake is
indicative of an environmentally conscious community.

Overall Residents

Participated in container deposit scheme

BYes M Notsure HNo B Yes M Notsure M No

Business

Overall Residents

(n=679) Owners

(n=687) (n=135)

Q10a. Are you aware of the container deposit scheme that the Shire operates? Base: All respondents (n=930)
Q10b. Within the past 12 months, have you participated in the Shire’s container deposit scheme? Base: All respondents aware of the container deposit scheme (n=687)



Along with strong participation rates,
people’s experiences taking part in N
the scheme are also very positive. 0%

86

Overall, almost 9 in 10 feel satisfied with the experience they had when
participating in the container deposit scheme within the past 12 months.

8-10
Extremely
satisfied
6-7

86
66
20

7

7

5
3 | 3 |

3-4

Overall Residents Business owners

n=368 n=364 n=73

0-2
Extremely
dissatisfied

Q11. How would you rate your overall satisfaction with your experience participating in the scheme in the past 12 months? Base: All respondents that have participated in the container deposit scheme (n=368) 47



Environmental &
Emergency Management




Bush fire management is seen
as one of the Shire's biggest
strengths in this space —
however there are some

opportunities for improvement.

50



()

Residents
only

. . L Satisfaction for all aspects of environmental and emergency management is
Wh | |e more th an h a H: feel Satl Sﬁ ed lower compared to 2019. This is drop consistent across both survey
Wlth th e S h re’s b US hﬁ re an d b US h methodologies for bushfire prevention and control (68% of CATI sample

satisfied), stormwater drainage control (60% of CATI sample satisfied) and

reserve management, around 1in 3 weed control (51% of CATI sample satisfied).
have concerns about weed control.

However, this suggests that decreased satisfaction in the maintenance of bush
reserves and conservation activities is only due to the change in methodology
and is not a real decline.

2019
NET 0-4 % NET 6-10 % NET 6-10 %
Bush fire prevention and control 20 15 25 35 60V 78
Maintenance of bush reserves 23 m 15 28 28 54V 75
Stormwater drainage control 23 17 28 24 52V 68
Conservation and environmental activities 15 21 25 26 51V 68
Weed control 35 7 17 18 25 15 40V 61
[ I
Don’t Know 0-2 3-4 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q14. In the past 12 months, how satisfied have you been with the Shire’s performance in each of the following areas? Base: All respondents (n=930) 51



()

Residents
only

With all of these measures in place, 80%
of residents feel safe living in the Shire.

How safe | feel living in the Shire...

NET: 04 NET: 6-10

80

|
0-2 34 5 6-7 8-10
Not at all safe Extremely safe

Q13. In the past 12 months, how safe have you felt living in the Shire of Mundaring? Base: All residents (n=916) 55



Communication
& Engagement




There are some mixed feelings
about the Shire's engagement

and communications with the
local community...
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Overall, Tin 3 residents feel satisfied

. c . . However a similar proportion also feel dissatisfied with the Shire’s
Wlth the Sh”ﬁe.s ;OmmUﬂlcathn abOUt communication, with around 1 in 4 feeling neutral towards this issue.
local issues within the last 12 months.

Overall satisfaction with the Shire’s communications...

NET: 0-4 NET: 6-10
Overall 37 3 18 25 35
Residents (n=916) 37 25 35
Businesses (n=183) 40 20 37
[ | I
Don’t Know 0-2 3-4 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q17. How would you rate your overall satisfaction with the Shire’s communication with you in the past 12 months, regarding local issues? Base: All respondents (n=930) 59
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Residents
only

Those WhO feel |eaSt SatiSﬂed teﬂd tO This shows that the Shire’s efforts to provide information to older residents in
be thOse aged under 50 years offline formats is satisfactory.

% NET: Extremely satisfied (% 8-10)

Ratepayer status Gender Age

Non-
ratepayer
n=108

Mature Empty
Family Nesters
n=209 n=309

18-34 35-49 50-64 65+
n=90 n=193 n=335 n=298

South Ward EastWard West Ward Central Ward
n=255 n=242 n=155 n=264

Male Female
n=436 n=479

All residents
n=916

Ratepayer
n=808

SINK/DINK  Young Family
n=205 n=141

Q17. How would you rate your overall satisfaction with the Shire’s communication with you in the past 12 months, regarding local issues? Base: All residents (n=916) 60



Over Tin 2 report having
directly communicated with
the Shire within the past year.

However, business owners are slightly more likely to have done so,
with almost 2 in 3 having have direct communications recently.

Q18. Have you communicated directly with the Shire within the past 12 months? Base: All respondents (n=930)

Directly
communicated
with the Shire

Yes

H No

Business

Owners
(n=183)

Residents
(n=916)
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Among those who have been in
rece nt commun icatiOn W|th the S h | re, still around 1 in 4 with recent direct experience feel dissatisfied with their
2 m 3 are SatiSﬁed Wlth their experience, suggesting a possible area for improvement and opportunity

experiences.
NET: 0-4
Overall 24
Residents (n=552) 24
Businesses (n=119) 29

This is consistent among both residents and business owners. However,

to improve engagement with local community members.

NET: 6-10
| |
0-2 34 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q19. How would you rate your overall satisfaction with the Shire’s communication with you directly? Base: All respondents that have communicated directly with the Shire within the last 12 months (n=558)
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The Shire's website and
newspaper are the most preferred
ways to hear about local news.
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Around 1in 2 have a preference
for communication through the
website or local paper.

Further, just under half would like to hear about issues and local news
through the Shire’s social media pages. However very encouragingly,
just 1% mentioned they don’t want to hear about news and issues
relating to the Shire — suggesting a very strong appetite for relevant
and engaging communications among all residents and businesses.

External Facebook pages (e.g. Perth Hills Chat forum)

| don't want to

Q20. How would you prefer to hear about issues and news relating to the Shire of Mundaring in the future? Base: All respondents (n=930)

% prefer

Shire website
Local newspaper

Shire social media pages (e.g. Facebook)

Local libraries

hear about issues and news relating to or | 1
within the Shire of Mundaring

Other !
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Preferences among both residents
and business owners are consistent.

This further demonstrates the importance of the website and local
newspaper to be informative, relevant information sources for all members
of the community — from both a residential and business perspective.

Residents
(n=916)

Shire website!

Local newspaper’

Shire social media pages (e.g. Facebook)

External Facebook pages (e.g. Perth Hills Chat forum)

| don't want to hear about issues and news relating to or

Q20. How would you prefer to hear about issues and news relating to the Shire of Mundaring in the future? Base: All respondents (n=930)

Local libraries'

within the Shire of Mundaring

Other

Business Owners
(n=183)

% prefer
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Residents
only

Older residents prefer getting their
news through the local newspaper.

Residents under 65 are more likely to prefer hearing about local news W18-34 (n=225) W35-49(n=248) 1 5064 (n=260) © 65+(n=198)

through Shire social media pages and other external Facebook pages. % prefer

Shire social media pages (e.g. Facebook)

Shire website

Local newspaper

External Facebook pages (e.g. Perth Hills Chat forum)
Local libraries

Other

| don't want to hear about issues and news relating to or
within the Shire of Mundaring

Q20. How would you prefer to hear about issues and news relating to the Shire of Mundaring in the future? Base: All residents (n=916) 67



Preferences are mostly consistent
between residents of different wards.

mSouth Ward ~ m East Ward
However, those from the East and Central wards are more likely to prefer (n=262) (n=226)
hearing about local news through the newspaper. This is not reflective of
age differences between the wards in our sample. Could it be reflective of

greater newspaper distribution to these areas? Shire social media pages (e.g. Facebook)

Shire website

Local newspaper

External Facebook pages (e.g. Perth Hills Chat forum)

()

Residents
only

West Ward Central Ward
(n=169) (n=259)

% prefer

=
;

Local libraries ﬁ

[ don't want to hear about issues and news relating to or
within the Shire of Mundaring

Q20. How would you prefer to hear about issues and news relating to the Shire of Mundaring in the future? Base: All residents (n=916)

| *
Other ﬁ

N—-OO
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Community Strength




A Community Strength Index was
developed using the following process,
to measure the connectedness and
community spirit of the resident network.

Residents were asked to
indicate their outlook on
aspects of community
strength.

Difference
Calculation

The difference in the
proportion with a positive
and negative outlook was
then calculated for each

aspect of community

strength.

Final Index
Calculation

The overallindex was then
calculated by adding the
average difference of each
aspect of community
strength to 100.
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Overall, residents feel a positive
connection with their local community.

While some of these results appear to be poorer than those seen in 2019, the
results found with the CATI methodology are consistent with 2019. This
suggests the change is due to the different methodology rather than a genuine
shift in community strength.

I would feel ok about turning to a I have people within the local | feel I belong to
neighbour for help community | can turn to when in this community
need
83% 19%Y 19%
AGREE AGREE AGREE
2019 0 0 0
Agree 80% 82% 78%

Q25. To what extent do you agree or disagree with the below? Base: All residents (n=916)

We have a strong and localised
community spirit

13%Y

AGREE

78%

()

Residents
only

| feel residents of all ages, needs
and backgrounds are engaged and
supported by their community

63%v

AGREE

62%
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Across all measures of Community
Strength, the majority of residents
feel positive overall.

Only around 1 in 10 held a negative sentiment across each measure.

1

Positive Outlook
NET: Agree
| would feel ok about turning to a neighbour for help 83%
I have people within the local community | can turn to when in need 75%
| feel | belong to this community 75%
We have a strong and localised community spirit 73%
| feel residents of all ages, needs and backgrounds are engaged and 63%

supported by their community

Q25. To what extent do you agree or disagree with the below? Base: All residents (n=916).

Negative Outlook
NET: Disagree
9%

11%

8%

9%

12%

()

Residents
only

Unsure
0%
3%
1%
2%

%
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Residents
only

The positive far outweighs the
negative, resulting in a very strong
Community Strength Index of +164.

Any result above 100 is a positive result, and this therefore suggests that
residents feel well supported and connected to their local community network.

lb ’l Difference =

Positive Outlook  Negative Outiook  FOSHtIVe —Negative

I would feel ok about turning to a neighbour for help 83% 9% +74
I have people within the local community | can turn to when in need 75% 1% +64
Overall Community
| feel | belong to this community 75% 8% +67 Strength Index:
+164.0
We have a strong and localised community spirit 73% 9% +64

| feel residents of all ages, needs and backgrounds are engaged and

9 0
supported by their community 63% 12% +51

Q25. To what extent do you agree or disagree with the below? Base: All residents (n=916). 73



Business resilience in the Shire is
also positive, but not as strong
as overall community strength.
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minlm
.

Business
owners
only

Overall, almost 2 in 3 businesses are | | - N |
SatiSﬂed Wlth the Shire O]C Mundariﬂg Only just over 1in 10 are dissatisfied. However, this is an opportunity for

. . improvement, as around 1 in 4 feel neither satisfied nor dissatisfied.
as a place to run their business.

Satisfaction with the Shire as a place to own / run a business...

NET: 0-4 NET: 6-10
13 5 25 22 40 62
I |
0-2 3-4 5 6-7 8-10
Extremely Neither Extremely
dissatisfied satisfied nor satisfied
dissatisfied

Q22. In the past 12 months, how satisfied have you been with the Shire of Mundaring as a place to own/run a business? Base: All business owners (n=183) 75



A Business Confidence Index was
created as a measure of business
resilience within the Shire.

Outlook
Indication

Business owners were

asked to indicate their

outlook on a range of
scenarios.

Difference
Calculation

The difference in the
proportion with a positive
and negative outlook was
then calculated for each

scenario.

Final Index
Calculation

The overall index for was

then calculated by adding

the average difference of
each scenario to 100.
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Across all scenarios, most businesses
had a neutral outlook — but only very
few have negative future projections.

Would you say your business is better-off financially, about the same or
worse off than it was at the same time last year?*

This time next year, do you expect your business to be better-off financially
or worse off than it is now?

Thinking of economic conditions in WA as a whole, in the next 12 months, do
you expect we'll have good times financially, bad times, or some good and
some bad?

Looking ahead, what would you say is more likely, that in WA we will have
continuous good times during the next 5 years, continuous bad times, or
some good and some bad times?

Generally, do you think now is a good time or a bad time to invest in growing
your business?

1

Positive Outlook

Better off
21

Better off
31

Good times
19

Good times
13

Good time
31

.

Worse off
21

Worse off
5

Bad times
8

Bad times
2

Bad time
22

Q26-Q30. Base: All business owners (n=183) *Didn’t have a business at this time last year = 8% Questions are based on the Roy-Morgan model for business confidence indexes.

Don’t know
2

Don’t know
13

Don’t know
6

Don’t know
8

Don’t know
9

minlm
.

Business
owners
only
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Business
owners
only

The N eg ative OUt|OO|< d |d Not The Shire of Mundaring achieved a Business Confidence Index of +111.4.
OUtW@ | g h the pOS |J[|V€ Ina ﬂy As with the Community Strength Index, any result above 100 is a positive
] N Sta Nnce, resy |J[| N g | N a pOS i’[i\/e result. This suggests increased confidence in future business performance

. ! . and a positive outlook for the future — however maybe with some hesitancy as
Business Confidence Index overall. economies still recover after the impacts of COVID-19 on local businesses.

& a Difference =

Would you say your business is better-off financially, about the same or Better off Worse off 0
worse off than it was at the same time last year?* 21 21
This time next year, do you expect your business to be better-off financially Better off Worse off +26
or worse off than it is now? 31 5
I . e . **Overall Business
Thinking of econ0fn|c condltlons. in WA as a.whole, in .the next 12 months, Good times Bad times Confidence Index:
do you expect we'll have good times financially, bad times, or some good 19 8 +11
and some bad?
+1114
Lookl_ng ahead, whgt would you say is more likely, tha_t in WA we V\.II|| have Good fimes Bad fimes
continuous good times during the next 5 years, continuous bad times, or 13 9 +11
some good and some bad times?
Generally, do you think now is a good time or a bad time to invest in Good time Bad time +9
growing your business? 31 22

Q26 - Q30. Questions as shown above. Base: All business owners (n=183) *Didn’t have a business at this time last year = 7%

**Based on the Roy Morgan Business Confidence Rating which is 100.0 plus the simple unweighted average of the difference between the percentage of respondents who give a favourable and those who give unfavourable answers to five 79
kev questions.



Priorities for the Future




The Shire's Strategic Community Plan
for 2020-2030 outlines a number of
strategic priorities...

Ten year priorities Four year priorities

Shire-led conservation, protection and retention of natural areas

Leadership and collaboration for
sustainable living — Shire, community, Community-led initiatives and innovation
business

Business-led economic and tourism development

Youth-led Shire and community partnerships for skill development, youth connections, peer support
A place for young and old Transport and downsizing options for older people

Connect the generations

Recognise and celebrate Noongar

Aboriginal community-led Shire and community partnerships for reconciliation and enhanced cultural awareness
language and culture

81



The Shire is currently

performing best in achieving
its priority of protecting and
retaining natural landscapes.




More than 1in 2 commun |ty However, for many of the other areas, a large proportion of the community
mem berS are SatiSﬂed Wlth the S h | re/S does not know how the Shire is performing. The Shire should do more to

communicate its activities in these areas to increase awareness and

mana g eme n’[ Of N atu ra | areas satisfaction with its performance — and help achieve its strategic priorities.
NET 0-4 % NET 6-10 %
Leading conservation, protection and retention of m
natural areas 2 17 32 22 %
Facilitating community-led initiatives and innovation 20 25 29 14 43
Enabling business-led economic and tourism -
development 21 17 8 30 21 10 31
Facilitating youth-led partnerships for skill _
development, youth connections and peer support 7 23 / 32 20 8 28
Connecting the generations 23 32 17 10 27
Facilitating Aboriginal community-led partnerships _
for reconciliation and enhanced cultural awareness 16 25 6 37 14 8 22
Providing transport and downsizing options for older
poople T 90p 2 20 | 11 30 21
T |
Don’t Know 0-2 3-4 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q2. How satisfied are you with the Shire’s performance in each of the following in the past 12 months? Base: All respondents (n=930)



Residents also feel that
upholding the heritage of the
Shire of Mundaring is an
important priority.
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Residents
only

Al mMost 9 N 1 O resl d ents ag ree Over 7 in 10 rate this as extremely important, with just 3% who do not feel this

that maintainin g the herita ge of is important. This shows a very strong consensus among the community this
_ this should be an important priority for the Shire.

the local area is important.

How important it is for Shire to uphold the heritage of the area...

NET: 04 NET: 6-10

88

[— |
Don't 0-2 34 5 6-7 8-10
Know Extremely Extremely
unimportant important

Q6. How important is it that the Shire upholds the heritage of the Shire of Mundaring area? This includes maintaining and restoring heritage buildings. Base: All residents (n=916) 85
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Residents
only

Residents living in the Central and East
Wards are most likely to consider the
Shire’s heritage as extrernely important.

% NET: Extremely important (% 8-10)

Household Structure Residential Ward

Ratepayer status Gender Age

Mature Empty SouthWard EastWard West Ward Central Ward

All residents | Ratepayer ratgoz-er Male Female 18-34 35-49 50-64 65+ SINK/DINK  Young Family Famil Nesters
n=916 n=808 nj;O)é n=436 n=479 n=90 n=193 n=335 n=298 n=205 n=141 n=20g n=309 n=255 n=242 n=155 n=264

Q6. How important is it that the Shire upholds the heritage of the Shire of Mundaring area? This includes maintaining and restoring heritage buildings. Base: All residents (n=916) 86



However only around 1in 3 feel
satisfied with the Shire’s overall
performance in delivering its economic
and tourism development objective.




AlthOugh, |OCa| bUSiﬂeSSeS dO have While only around 1 in 5 actually feel dissatisfied with the Shire’s

. . . . performance in this area, around 30% feel neutral and a further 17% are
S| '9 hﬂy h '9 her |eve | 5 Of satl Sfa ction unsure. This means that almost 1 in 2 do not have a strong opinion —
th an reSid ents therefore further communication about initiatives and strategies that are

in place to help this development would be beneficial.

Satisfaction with the Shire’s performance in enabling
business-led economic and tourism development...

NET 0-4 % NET 6-10 %

17

30 21 10 31

Residents (n=916) 21 31 21 10 31

8 18
8 18
Businesses (n=183) 23 21 25 16 41
-4

Don't Know 0-2 3 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q2. How satisfied are you with the Shire’s performance in each of the following in the past 12 months? Enabling business-led economic and tourism development. Base: All respondents (n=930)
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S Im |a r|y/ Satl Sfa Cth N Wlth S peC|f| C For each aspect of the Shire’s performance in business, economic and
as pects O]C the S h | re /S eco nom]c 3 nd tourism development, around 1 in 3 are neither satisfied nor dissatisfied and

a further 1 in 5 don’t know how the Shire performs — which again suggest

tourism develo pme nt is also low — as that there is room to improve communication among residents about what is
ma ny dOﬂ/t I(ﬂOW eﬂoug h 3 bOUt |t being done by the Shire in these areas.

NET 0-4 % NET 6-10 %
Encouraging the community to support local 1 4
businesses s 15 7 30 18 18 s
Supporting the local business community 13 32 17 () 32
Undertaking activities to help increase tourism to 18 2
the area 19 8 30 s
Communicating with the local business
12 2
T
Don’t Know 0-2 3-4 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q21. In the past 12 months, how satisfied have you been with the Shire’s performance in each of the following areas? Base: All respondents (n=930)



H oweve r/ b USINESS owners are more Fewer business owners feel neutral or unsure towards the Shire’s
informed about these initiatives and performance in each specific aspect of the economic and tourism

development strategy — and more feel extremely satisfied. This may suggest

are s |g hﬂy more satisfied with the that the Shire is doing a better job at communicating these activities and
S h | re IS p e rfO rmance initiatives to local business owners, rather than its residents.

NET 0-4 % NET 6-10 %
Encouraging the Residents (n=916) 18 15 7 30 19 18 37
community to support
local businesses Business owners (n=183) 32 7 11 22 19 20 39
Residents (n=916) 13 22 5 32 17 (5 32
Supporting the local
business communi
v Business owners (n=183) 24 m 28 16 26 42
Undertaking activities to Residents (n=916) 18 18 8 30 21 12 33
help increase tourism to
the area Business owners (n=183) 20 12 | 7 29 21 18 39
Residents (n=916 12 23
Communicating with the ( ) 28 6 38 .
local business community )
Business owners (n=183) 25 8 13 34 15 18 33
[ | I
Don’t Know 0-2 3-4 5 6-7 8-10
Extremely Extremely
dissatisfied satisfied

Q21. In the past 12 months, how satisfied have you been with the Shire’s performance in each of the following areas? Base: All respondents (n=930)



To help provide strategic direction, a
priority matrix has been developed.

Areas that are less
important in providing
a satisfactory
performance and are
preforming well.

No further investment
is needed.

Low
importance

Areas that are less
important in providing
a satisfactory
performance and are
under-performing.

These areas should
be monitored in case
their importance
increases — then they
will be a priority to
address.

High Performance

Low Performance

This takes the Shire’s performance across a number of key strategic objectives
into account, as well as their influence on overall satisfaction with the Shire.
Understanding which key areas of performance are the strongest drivers
satisfaction should help inform future planning and priorities at the Shire.

Areas that are highly
important in providing
a satisfactory
performance and are
performing well.

Resources should be
allocated here as a
secondary priority to
ensure performance
stays strong.

High
importance
Areas that are highly
important in providing
a satisfactory
performance but are
under-performing.

Resources should be

allocated here first to

improve performance
in these areas.
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Improving communication, perceptions of financial management and
value for money should be key priorities for the Shire moving forward.

Leading conservation, protection and

retention of natural areas
[ ]

Facilitating youth-led partnerships for skill

the local area

The Shire has a positive

reputation overall

The Shire is trustworthy and °

Facilitating community-led initiatives can be relied upon to act fairly

and innovation ™ ®

°
The Shire shows strong leadership and is

committed to creating a great Shire

[ ]
The Shire has a clear vision for the future

development, youth connections and peer Enabling business-led economic and

support
)

Facilitating Aboriginal community-led
partnerships for reconciliation and enhanced
cultural awareness

Providing transport and
downsizing options for older
people

° tourism development
The Shire is

[ ]
The Shire provides high quality services in

Celebrate &
Maintain

transparent with its

decision making he Shire invests in the region wisely and

does not waste money
Connecting the generations PY

[ ]
Communication
[ ]

Base: All respondents (n=930). Performance is rating from 0-10/10. Importance is r squared correlation with satisfaction rating. Medians used to determine axis locations.

Value for money
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Wrapping Up




\ |y
AN '/
e AN
Services &

Facilities

Satisfaction with the services and
facilities provided by the Shire has
improved.

Around 8 in 10 residents are
satisfied with the services and
facilities provided by the Shire

compared to around 7 in 10 that
were satisfied in 2019. This
increase was evident across both

methodologies, suggesting a

genuine increase in satisfaction

Satisfaction with the services and
facilities is mentioned by residents
as a key reason for their overall
satisfaction, making this
improvement especially worth
celebrating.

Summarising the insights...

=

Environmental &
Emergency Management

Satisfaction with some aspects of
environment and emergency
management dropped.

Specifically, satisfaction with
bushfire prevention and control,
stormwater drainage control, and
weed control have declined.

Again, these declines were evident
across both methodologies
showing the decline was genuine
and not due to a change in
methodology.

The Shire should put further
resources into stopping the
declines and improving its
performance in these areas.

Community
Strength

The Shire performs well on all
aspects of Community Strength,
resulting in a strong Community
Strength Index score of +164.0.

This suggests that residents in
the Shire of Mundaring feel well
connected and supported by their
community network. Residents
also feel very safe living in the
area.

The Shire should continue to
encourage and support the
community to ensure this
network remains strong.

Business
Confidence

The Shire is considered a good
place to run a business by 2 in 3.
This is further reflected by the
prevailing positive outlook business
owners have on the future of their
business — achieving a Business
Confidence Index score of +111.4.

Overall, businesses are also more
aware than residents of how the
Shire is performing against its core
strategic objectives — which may be
in part driven by the fact that more
businesses report having made
recent contact with the Shire.
Maintaining levels of
communication with and support of
local businesses will continue to be
important moving forward — to help
drive business confidence.

Communication, perceptions of
financial management and value
for money are lower performing
areas, but are also important for
driving overall satisfaction.

Only 1in 3 are satisfied with the
Shire’s communication about local
issues, 2 in 3 are satisfied with the
Shire’s financial management and
around 2 in 5 are satisfied with the
overall value for money. While not

all exceptionally low, these all
represent important and strategic
opportunities for improvement.

These areas should be priorities for
the Shire in the coming years in
order to drive satisfaction of its

overall performance.
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