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[bookmark: _Toc144738023]Summary
This document provides an overview of the community consultation methods and results in relation to the Inner West Customer Experience Strategy.
The Customer Experience Strategy is a key organisational strategy encompassing all objectives and initiatives Council will take to ensure it delivers a positive, high-quality experience in line with community needs and expectations. From April to June 2023 more than 1,400 residents and 1,100 staff were consulted.
From 27 April to 11 June 2023 the community was invited to complete an online survey on their current experiences with Council and how their experience could be improved by the year 2029. A total of 974 surveys were completed.
The results from the online survey showed 66% of respondents had a positive overall experience with Council, 63% had a positive experience over the phone and 57% had a positive experience online.
Three in-person workshops were also held on 18 May, 24 May and 31 May 2023 in Marrickville, Haberfield, and Balmain respectively with a total of 52 community members attending. A fourth session was held on 14 June 2023 for Council’s Local Democracy Groups.
Finally, a phone survey was conducted from 22 June to 29 June 2023 with 400 randomly selected community members. Surveys ran for an average of 15:48 minutes and 61% of participants reported being satisfied with their experience with Council.
The combined engagement results identified key drivers for improvement. The community asked for greater responsiveness to requests, progress updates, clear and simple information as well as improvements to Council’s website.  
The results highlighted a preference towards interacting with Council digitally. Participants across all engagement channels indicated that seamless and simple online options should be a priority for the strategy.
The feedback has been reviewed, analysed and themed for inclusion in this report. All verbatim comments are contained in the Appendix.

[bookmark: _Toc144738024]Background
Inner West Council is developing a Customer Experience Strategy to cultivate a culture of service excellence, improve customer satisfaction and enhance the community’s experience when interacting with Council. The Strategy will encapsulate Council’s vision for a great customer experience, establish key objectives, initiatives and present a comprehensive five-year plan for implementation and continuous improvement. 
A community engagement plan was developed to undertake broad community consultation to solicit as many ideas and as much feedback as possible. 
Feedback and insights gained through the engagement process helped to develop a Customer Experience Strategy that reflects the current and future needs of the community.
[bookmark: _Toc135133710][bookmark: _Toc144738025]Promotion
The project was promoted through the following channels:
	Channel
	Engagement

	Your Say Inner West Webpage
	1,852 unique views

	Targeted eDM (electronic Direct Mail)
	Sent to 39,000 emails with a 58.8% read rate

	Paid google ad
	62,352 impressions, 
1,084 clicks

	Inner West Council Newsletter May 2023
	Circulation: 80,000

	Inner West Council eNews
	19,567 subscribers

	Letterbox flyers drop
	83,170 residential households

	Organic social media posts via Council’s Facebook, Twitter and Instagram 
	3,228 impressions

	Paid social media posts via Council’s Facebook, Twitter and Instagram
	212 clicks

	Digital Screens and printed posters at Council Service Centres, Aquatic Centres and Libraries
	N/A

	Customer Service Stalls
	N/A
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The community was consulted through the following methods:
· Online survey via the Ask Your Team platform
· Three in-person community workshops
· In-Person workshop for Local Democracy Groups
· Intercept surveys at Customer Service Stalls
· Phone survey to 400 Inner West Residents.
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This section provides an overview of themes and ideas raised through the different engagement methods.
[bookmark: _Toc144738028]Part one – Community engagement workshops
The engagement workshops were attended by 52 community members across three sessions.
Participants of the workshops were asked about their current experience with Council. See Table 1 for verbatim responses.
Table 1 - Current Experiences with Council
	What does Council do well?
	What does Council Not do well?

	Library and events
	Disconnected from the community

	Rubbish and waste collection
	Internal communication

	Community engagement
	Clunky online systems

	Polite customer service officers
	No resolution to requests

	Pools and Gyms
	No progress after the first contact

	
	Long response times

	
	Getting hold of the right person

	
	No accountability or follow up

	
	Passing the buck

	
	Generic replies to issues

	
	Lack of urgency 




Participants then provided suggestions on what Council should focus on now, in 2 years and over the next five years to improve customer experience and ranked them in order of priority. Below are the top ranked responses:
Now
· Identify the top 5 issues that generate complaints and resolve the root cause of those issues
· Improve contact with the “2nd layer” – The departments after customer service
· Communicate when timeframes change
· Integration of Snap Send Solve with the Council request system.
2 Years
· Complex issues assigned to an individual case manager
· Simplify the user interface of the online portal
· Access to self-service outside of regular business hours
· Progress reports on requests.
5 Years
· One integrated portal for all council services
· A native Council mobile app for submitting and managing requests
· A measure of accountability after every interaction.









[bookmark: _Toc144738029]Part Two – Local Democracy Groups engagement workshop
Nine Local Democracy Groups were represented in a workshop held on 14 June 2023. 
Participants were asked to provide ideas and vote on what they would like Council to improve now, in two years and in five years. Below are the top voted responses in each section.
Now
· Improve the website and customer service portal
· Educate the community on Council achievements and what the community can do to contribute
· Provide budget and resources to community members to tackle issues.

2 Years
· Lifts, ramps and escalators at all Inner West train stations
· Green ways for the elderly
· More authorised alfresco dining and outdoor bars
· Multicultural-themed service stalls.

5 Years
· PR campaign based around Inner West’s progressive culture, arts community and multiculturalism celebrating everything Inner West does well. Create the culture that this is a great place to live
· Utilise two-way translation technology like google translate to allow seamless communication to Council in any language
· Have an ethical and transparent approach to data privacy and security.
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An online survey was live on Council’s ‘Your Say Inner West’ page for a period of six weeks. Respondents were able to rate their current experiences with Council, provide input into their preferred communication channel and method of interaction, provide suggestions for improvement and general feedback.
Key statistics:
· 974 survey respondents:
· Average age: 55
· Culturally or linguistically diverse background: 28.64%
· Living with a disability: 9%.

The survey link was shared via:
· An email to 37,000 residents
· Organic and paid social media posts
· A paid Google advert
· Inner West Council website banner
· Digital and printed signage in Council service centres
· Customer service stalls.
Online Survey – Results
Section 1: Participants were asked to rate their current experience with Council by how strongly they agree with various statements.

Council averaged 53% ‘Somewhat Agree’ in all general experience categories. Table 3 shows the score for each statement.
Table 3 – How strongly do you agree with the following statements?
	Statement 
	Score

	My overall interactions with Council were positive 
	55%

	Council provides a quality experience through their face to face and phone services
	57%

	Information and service from Council is timely, relevant and accurate
	51%

	Council provides a quality service through their online services
	49%


Section 2: Survey respondents were then asked about their current experience with Council by selecting statements that best describe their face-to-face/phone or online interactions. 
See Table 4 for an overview of the lowest rated statements as they provide the greatest opportunity for improvement:
Table 4 - Face to face and Online experiences with Council 
	Face-to-face or phone experience
	Score

	  I was kept informed of the progress of my request
	20%

	  None of the above
	20%

	  The response I received was appropriate
	25%

	  I felt staff focused on me and my request
	28%

	  My enquiry was resolved in a realistic time frame
	31%

	  The service was efficient and helpful
	31%

	Online experience
	Score

	  The information provided was clear and easy to understand
	21%

	  The website was simple and accessible
	21%

	  I felt I was treated fairly and with respect
	21%

	  I was kept informed of the progress of my request
	22%

	  Council understood my enquiry
	23%

	  None of the above
	30%


In summary, a third of respondents had a poor experience online, reporting that no statements applied to their interaction.




[bookmark: _Ref140661796]Section 3: Respondents were then asked about their current and future communication channel preferences with Council. See Table 5 for a breakdown of the results.
Table 5 - Communication channel preferences currently
	Digital Channels
	Score
	Face-to-face/Phone
	Score

	  Email 
	71%
	  Leaflet Drop
	34%

	  Website
	51%
	  Newsletters
	32%

	  Social media
	20%
	  Call Centre
	11%

	  Your Say Inner
  West
	17%
	  Service Centre
	9%

	  Snap Send Solve
	16%
	  Service Stalls
	5%


Section 4: Respondents were asked to provide free feedback to various questions.
Respondents expressed several challenges when interacting with Council over the phone.
Some of the key themes provided were:
· Finding the right person - Calls not directed to the correct subject matter expert or department to resolve an enquiry or subject matter expert is uncontactable.
· Responsiveness – Lack of response to urgent issues, failure to return contact, lack of progress updates.
· Resolution – Contacting the call centre did not result in the issue being resolved, even if escalated.
· Information – The information provided was either incorrect or communicated in a complicated way.
· Communication – Issues are not understood correctly, no collaboration between Council departments to resolve issues.
Many comments expressed satisfaction with call centre staff but were dissatisfied with their experience after their request was sent to the relevant service unit.


Online Survey Continued
65% of respondents indicated that online channels would be the preferred way to interact with Council by the year 2028. Table 6 shows the detailed results.
	Method
	Vote

	Online
	65%

	· Website
	37%

	· Mobile App
	16%

	· Email
	6%

	· Web chat
	3%

	· AI
	1%

	Phone/SMS
	16%

	Face to face
	16%

	Mail
	0%


Table 6 - Preferred method of interaction in future
Respondents were then asked what the biggest challenges are when interacting with Council online. The responses are categorised in Table 7.
43% of respondents indicated that navigation was the biggest challenge when using the website. Specifically, finding the correct information, the look and feel of the user interface and the complexity of links and forms. 
Table 7 – Online challenges
	Challenge
	Count

	Navigation
	43%

	Not applicable
	21%

	Other
	14%

	No response
	8%

	No resolution
	7%

	Timeliness of action
	5%



Online Survey Continued
Finally, respondents were asked to respond to the following two questions:
What is the one most important initiative you would like to see Council focus on over the next five years to improve customer experience?
The most common responses were:
· Community-centric cultural shift towards responsiveness, accountability and service delivery was highlighted
· Improvement access to Council's online services including the website, portal and explore the adoption of new technology such as a mobile app
· Improvements to Council’s communication with the community in particular responding to requests and providing progress updates.
What is the one thing Council should address to improve customer experience over the next 5 years?
The most common responses were:
· Respond to requests faster regardless of the platform and reduce outstanding requests
· Proactively communicate progress through each stage of a request
· Streamline online services to create an easy-to-navigate website and a seamless online portal.
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Taverner Research Group (TRG) conducted a random telephone survey from their ISO-certified Computer Assisted Telephone Interviewing call centre. TRG worked collaboratively with Council to develop a questionnaire aligned with the engagement objectives. A randomised sample of phone numbers were selected, and a pilot was conducted before the launch of the survey to test the questionnaire wording and average survey duration. 
Key statistics:
· 400 interviews with an average interview length of 15:48 minutes
· All respondents were aged 18 years and over, living within the Local Government Area and none of the respondents were elected representatives or permanent employees of Council.
· Average age: 45
· Culturally or linguistically diverse background: 15%
· Living with a disability: 9%
Satisfaction
· 61% of respondents were either satisfied or very satisfied with the way Council handled their request
Resolution
· Almost 50% of the 400 requests were resolved on the first contact
· 22% of the requests were not yet resolved, with 16% of those respondents reporting they received no contact from Council at any point
· Planning and Regulatory services scored the lowest for first-point resolution, with a quarter of requests taking four or more contacts with Council to resolve
· Resource recovery resolved 68% of requests on first contact.
New ways to interact with Council (1 = no merit, 5 = excellent idea)
· Consolidate all Council digital platforms into a single online portal with one log-in (4.24)
· 24/7 customer support (3.56)
· Council app (3.55)
· Digital kiosks in public spaces (2.52).
Respondents were then asked about their preference to access Council services in the future for each given interaction. See Table 8 for a breakdown of the results:
Table 8 - Preferred method of interaction – Phone survey
	Interaction
	Council Call Centre
	Service Centres
	Email
	Website
	Social Media
	Customer Service Stalls
	Local Matters Forum
	Snap Send Solve
	SMS

	  Making a payment
	3%
	8%
	2%
	84%
	0%
	0%
	0%
	1%
	0%

	  Requesting Council to do  
  something
	31%
	4%
	12%
	45%
	1%
	0%
	0%
	8%
	1%

	  Completing or lodging
  applications and forms
	4%
	12%
	6%
	74%
	0%
	0%
	0%
	0%
	0%

	  Providing feedback on
  important or topical
  issues
	12%
	5%
	15%
	55%
	1%
	0%
	5%
	1%
	1%

	  Getting updates on
  facility or service
  disruptions
	5%
	0%
	15%
	12%
	3%
	0%
	1%
	0%
	56%



Respondents were asked to rate their interaction on a scale of 1-5 with 1 being very poor and 5 being very good. They were also asked how many times they contacted Council to get their issues resolved. Table 9 shows that those who had their issue resolved first time were the most satisfied. 
Table 9 - Satisfaction by number of contacts
	Satisfaction Score
	One
	Two or more
	Not yet resolved

	1 (Very Poor) + 2 (Poor)
	8%
	31%
	70%

	3 (Neither poor nor good)
	7%
	14%
	15%

	5 (Very good) + 4 (Good)
	85%
	55%
	15%

	Overall mean score
	4.4
	3.3
	2.0



The interaction was then broken down into five aspects to better understand areas to improve.
Table 10 – Satisfaction by aspect
	Interaction aspect
	Score (1-5)

	The way you were treated
	4.1

	Council’s communication with you
	3.6

	The outcome of your inquiry
	3.5

	How quickly they resolved your inquiry
	3.4

	The process
	3.4


[bookmark: _Toc144738032]Conclusion
Overall, the data reflects a desire to see Council adopt a people-centric culture where staff are accessible, responsive and treat residents with empathy and respect. Respondents consistently expressed their frustration with needing to follow up Council for the progress of their request and the effort required to connect with a subject matter expert. Accountability was an issue consistently repeated with residents wanting Council to own and resolve requests. Additionally, a need was expressed to report and make accessible progress on customer experience improvements.
The feedback also highlighted the community's need to interact with Council via channels that enable self-service and are quick and available to use at their convenience. Data was largely in favour of Council exploring and implementing new digital tools to further enable residents to raise and track requests themselves. 
Ease of access to information and services was another prominent theme throughout all engagement methods. Respondents asked for improvements to the Council website, service portal and general correspondence to ensure Council is inclusive and accessible to all.
Finally, the data highlighted frustration with complex and bureaucratic processes with the community asking Council to consistently seek feedback and apply metrics to measure and improve the effectiveness of our service.
[bookmark: _Toc144738033]Next Steps
The draft Customer Experience Strategy will be presented to Council in September and then displayed on public exhibition throughout September- October for final adoption expected by December 2023.
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