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Subject: INNER WEST COUNCIL COMMUNITY SATISFACTION SURVEY OCTOBER 

2016   
File Ref: 16/5301/125931.16          

Prepared By: Lawrence Hennessy - Manager Corporate Strategy and Communications, 
Marrickville   

Authorised By: Nellette Kettle - Group Manager Integration, Customer Service and Business 
Excellence  

SUMMARY 
The Community Satisfaction Survey was conducted during the period 13-26 October 2016. 
This was to gauge the importance and level of performance satisfaction the community places 
on Council’s services, facilities and engagement. The results of the survey will: 

establish a benchmark for Inner West Council’s services and engagement with the 
community with intentions of being repeated in one year’s time 
provide data for the development of the interim Community Statement of Vision and 
Priorities and the development of the Community Strategic Plan 
provide data for service reviews and integration 

 

 
RECOMMENDATION 
 
THAT the LRAC receives and notes the report on the Community Satisfaction Survey 
2016. 
 
 
 

 
BACKGROUND 
The purpose of the Community Satisfaction Survey is to assess and establish the community’s 
priorities and satisfaction in relation to council activities, services, facilities and to identify 
overall satisfaction with Council’s performance. It also gauges the community’s vision and 
aspirations including state of wellbeing and connectedness. This is the first survey conducted 
for Inner West Council. 

Micromex research agency conducted the telephone survey and statistical analysis of results. 
1,008 residents participated in the survey during October 2016 – 897 respondents selected 
from electronic white pages and 111 recruited face-to-face to gain resident mobile numbers. 
(The random sample size of 1,008 is representative of the broader community, with a margin 
of error of +/- 3.1%). The sample profile was determined by ward with: 

Ashfield Ward – 19% respondents  Balmain Ward – 21% of respondents 
Leichhardt Ward – 19% of respondents Stanmore Ward – 19% of respondents 
Marrickville Ward – 22% of respondents 
  
Survey Questions 

A set of questions were used to determine importance and level of satisfaction across 41 
service areas falling under the following groupings: 

Recreation 
Infrastructure 
Environment 
Council governance 
Economic 
Social and cultural  
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Asked to think about their local community the survey respondents were asked to name the 
top three challenges facing the area in the next 10 years, their level of wellbeing and their 
awareness and attitude toward key State Government initiatives that affect the LGA being:  

Development of the Bays Precinct 
Renewal of Parramatta Road 
WestConnex 
Development of the Sydenham to Bankstown corridor 

 
A full copy of the survey is included in the attached report. 

 
Key findings 
The Local Community 

The vast majority of residents (96%) agreed or strongly agreed that ‘the Inner West area is a 
good place to live’. The major concern for residents (78%) is ‘housing in the area is not 
affordable’. 

Into the future, the areas of highest concern revolved around the sustainability of local 
development, with its flow-on effects of traffic congestion, population growth, public transport, 
parking, green spaces, environmental concerns and infrastructure. These are reflected in the 
community priorities identified in the recent statement of vision and priorities community 
engagement. 

97% of residents were aware of WestConnex and the majority (57%) were not supportive of it. 
Development of the Bays Precinct (84%) and the renewal of Parramatta Road (83%) had the 
highest levels of support although less than half the residents (47%) were aware of the Bays 
Precinct issue. 
 
The Council 

85% of residents in the new Inner West Council LGA were at least ‘somewhat satisfied’ with 
Council performance of which 51% were satisfied to very satisfied. Females and non-
ratepayers were significantly more likely to be satisfied. 

70% of residents are ‘somewhat satisfied’ to ‘satisfied’ with Council’s integrity and decision 
making, although residents aged between 35 and 64 were significantly less likely to be 
satisfied. 

71% of residents rated the availability and accessibility of council services as ‘good’ to 
‘excellent’ and 58% rated Council’s community engagement as ‘good’ to ‘excellent’. These 
were rated significantly higher by residents living in the Marrickville ward. 

The main drivers of satisfaction are related to engagement with the community, influence on 
Council’s decision making, and the provision of information to the community. This indicates 
an interest by residents to be involved in what is happening in the LGA. It is very likely that the 
merger has been a key contributor to resident perceptions. While levels of satisfaction with 
these three drivers are currently moderate to low, and that is not to say the community is 
dissatisfied, a strong focus on lifting the levels would be a priority.  
 
Next steps 
As this is the first survey conducted by our newly merged Council for the larger LGA, the 
results will be used to inform 2017/18 Operational Planning and corporate priorities associated 
with the merger implementation.   

This survey establishes a benchmark to compare performance moving forward. A follow up 
survey will be conducted in November 2017 to see how residents respond to changes that 
take place over the next year. 
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Council will also look to engage with the community about the future of the new LGA and 
explore community expectations around the availability and accessibility of Council services, 
engagement and involvement in decision-making. The timing of the development of the new 
Community Strategic Plan commencing in early 2017 will allow for this. 

Council will also continue to take steps to determine how to address the community’s concerns 
regarding the sustainability of the current infrastructure and services in the inner west to 
handle a growing population.  
 
 
 

ATTACHMENTS 
1.  Final Report - Inner West Community Satisfaction Survey
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