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	[bookmark: _Toc144728209]What is the biggest challenge you have experienced when interacting with Council face-to-face or on the phone?

	Interacting with Council staff face to face or on the phone is easy. They are pleasant, helpful and know what they are doing.

	My enquiry about fence height extensions was not correctly advised

	Unsure of where to direct my enquiry. 

	Poor communication and being given wrong information. 

	Getting the correct information fairly. 

	The staff are always lovely. Once you have spoken to them though its hard to know what is being actioned and when

	Getting though as I was frequently cut off and/or got no response. 

	Convincing officers that maintenance issues are important and require regular oversight 

	Nothing

	They can’t get me through to the actual person I need to talk to.

	Getting a timely response

	Not being able to speak to the person who can actually assist with my specific issue

	No comment

	The rules are ridiculous and processes are tedious 

	I am referring to public information sessions regarding rezoning. Council representatives were unprepared for resident concerns and fears. They did not perceive that people would be fearful of their streets being rezoned, in fact, they were unable to answer questions at Dulwich Hill station and more senior people had to be called in. Other info sessions I have attended regarding the greenway was also disappointing because plans had been made and residents concerns were dismissed. 

	Getting factual answers that specifically know how Council operates.

	They don’t help 

	Lack of understanding of issues;
Poor or non existent follow up;
Great variability in individual representatives.  Some can be excellent but are let down when referring matters to specialist areas.

	Getting through to people in Council departments.

	No challenge

	To get fairness and logical information. Council staff especially tree services talk at you not to you. They are arrogant and biased unfriendly individuals that take on an argumentative stance. They do not listen or care to listen 

	Registration of a pet from out of state was pretty difficult.
To secure a rental they require the pet to be registered in NSW but if you are moving interstate you do have that. The online services for pet registration didn't work so it lead to 2 visits to council offices, vet consultation.

	The people are lovely it’s your IT systems that are awful. Make the website easy and the password resets a breeze. Spend money on quality IT and not other useless stuff. Nothing is easy in your website. Why not get volunteers from the community to road test your website before you put it into production? 

	The left arm is not talking to the right arm so information differs depending on who you speak to.

	None 

	The roads guy did not return my call about making Francis St, Enmore a one way street.When I got hold of him he was unreceptive and dismissive

	time waiting

	timeliness when the person is parttime

	No challenges face to face but the app is another story. 

	Gettingg. To a human

	None

	Responding to the call

	Both options work well. The website navigation can be a little obscure for some enquiries. It's not always obvious where to find certain information so easier to call up.

	We live on Thurnby Lane.  The rubbish that the restaurants dump in the back lane is disgusting.  It is like living in a third world country.  There are rats and bin birds everywhere.  The trouble is I complain and you come and clean it up but do not address the problem.  There needs to be cameras put in these areas and the people that dump the rubbish need to be fined.  It is so unfair to the people that do the right thing.

	Being ignored or receiving no reply at all

	getting someone to answer the phone or to respond to my issues in the designated time frames 

	Some one actually taking responsibility to follow the issue up, and advise alternatives. My concerns have been damage to property via xcess laneway traffic and overtonage vehicles damaging my fence and house.

	No challenges were experienced

	Getting to the right person through phone contact.

	No challenges, they were great

	I've done both with no challenges whatsoever.

	No comment

	Understanding what matters are the responsibility of Council and what matters are the responsibility of the State Government.

	No challenge.

	No one responds or follows up with communications. 

	No challenges

	I dealt with council regarding a business parking permit.  I was of the impression it might be complicated as a first time applicant however it was easy from the start.  My initial call was handled well with clear instruction.  The on line application was easy to understand and execute.  The permit was in the post and with me so quickly I was impressed.  Nothing but pleasant and professional.

	it was fine

	Graffiti and council parking

	Not hearing back from them.

	seeming rushed

	None

	Not being able to locate or discuss with anyone in a position to actually take action. Passed from one to another with no resolution.

	There is never anyone to talk to when calling council, and returned calls do not always happen

	Trying to get someone to talk to me who has the relevant area of expertise to deal with my enquiry rather than getting the SMS saying ‘here’s your reference number - you’ll be contacted within 8-10 days’…and then no one contacts me!
Getting through the call centre process - the folks eventually answering the call (when one does get through) not being able to transfer me to anyone who can help (because they’re not there or whatever)
The endless line about being understaffed,consequential significant delays in assessment/processing…and the absence of a priority,problem solving culture. I understand IWC’s staff turnover is around 17% pa!

	Sometimes they are too busy to answer. Service is good when answered.

	Timeframes for a response.

	Getting timely and appropriate action from the council rangersy  to who the concerns are being referred to

	Parking issues

	follow through on issue raised when issue was correctly escalated by council staff

	None really. In my five years of living in Stanmore I have found the Inner West Council to be both proactive and responsive. It's an excellent Council. Why anyone would want to demerge it is beyond me. 

	Getting town planner to call back

	It is very difficult to set up face-to-face meetings with duty planners, who also have their phone numbers set to private

	Lack of a quick response 

	There is no sense of a connected service. The person I speak to seems resigned to the fact that they have been provided poor information and can't do anything to fix it.

	Just the time delay. We had an abandoned car that was out the front of our property for months and the time delay in getting it removed was frustrating. 

	Receiving a practical/useful response to my need/request

	Preconceived ideas and closed/biased mind set. Aggressive and uncooperative tone, manner and behaviour when politely challenged on their thinking/council way of working. Unwillingness to consider new perspectives or have an open discussion

	Responsible person for tree matters is unknown and difficult to identify

	I played a bit of ‘phone tag’ but the person kept returning my calls until we finally connected 

	no courtesy, no follow up

	Knowing who to contact about specific issues.

	The time it takes to get a resolution. Council staff not picking up their phones when the customer service team transfer calls to them.

	While the phone experience was good the several times I have rung to complain about bins being missed and rubbish that has been dumped in the street, the follow up with the collectors has been slow. I provided photos and evidence of who dumped and nothing was done about prosecuting those offenders. So council may note the problems but the actual resolution is not as good as when we were just Marrickville council and not combined with other councils.

	getting a hold of someone in a timely manner but this is not a problem as it wasnt urgent

	I have never had a problem with phoning, but I am told it is best to log dumped rubbish online.
So that is what I do.
As of this afternoon, the dogleg corner outside my house has been blocked by a smashed car and a pile of junk including a mattress for about 3 weeks.  Through traffic is forced onto on the wrong side of the road when they go round the blind corner.  They have now started honking their horns because the corner is so dangerous.
I reported the smashed car when it was dumped and I know at least one other resident has reported this because he spoke to me about it.  The owner of the car lives nearby and he should receive a parking ticket at least, and probably a fine for blocking the traffic.  Apparently there used to be a mirror to help people see around the corner but it has been missing for a long time.  My neighbours say council is liable for any damage to my property should a car crash into my house.. If that happens, I hope no-one is hurt and I hope council pays up.  But I would prefer the junk was removed and a mirror installed so at least council does what it can to keep us safe.  
So a polite phone call is a bit of a waste when more junk is left there for many weeks. Honk!

	Long wait times

	Getting in contact with someone who isn't moron

	Sometimes you need to speak to multiple people before you get the right one. But thats fairly normal with any organisation.

	Lack of response on one occasion. Had to follow up 

	I think our council area is overlooked all the time, the streets are filled with trash and poorly maintained. The inner west council should be ashamed of themselves.

	I didn't find it challenging to deal with Council. Infact I have lived and worked in the inner west since 2000 and have always found our local council to be very responsive and easy to deal with on either person or business matters.

	Trying to have my request/problem actually dealt with.

	Only the wait time on occasion. Otherwise the service I have received both face-to-face and over the phone has been excellent. My queries have been resolved immediately.

	How slow every process is to get something done 

	Getting anything done about the problem.

	Getting through to the right person. Finding who to contact.

	not applicable

	None today

	Trying to get back in touch with the person who evaluated my tree application.  I've requested a follow up but haven't heard anything back yet.  

	Phone extensions can be confusing 

	Understanding how fairness is applied to parking infringement notices. Specifically, how vehicles are allowed to park on footpaths, causing pedestrian safety issues and blocking wheelchairs and prams. I have received an infringement for an obscured parking permit while nearby vehicles are permitted to cause pedestrian safety problems. 

	in the first interaction - no issues.
in the DA interaction, a complete lack of responsiveness until i took the matter to a councillor and then the mayor

	Waiting to be answered and/or transferred

	Getting direct answers 

	Telephone waiting time

	Very happy 

	I have not had any issues. In fact, I found each time I rang, the person responded very well.

	Getting the council officer to tell the truth.

	I made a complaint which was not followed up within 21 days. I returned to enquire about the progress and was told there had been none. Someone is meant to be getting back to me. I consider the matter urgent as it involves a dangerous unmarked roundabout.

	Getting to talk to the right person

	Attitude

	Nil

	Apathy of the parking manager, Simon duck. 
My concerns re parking issues in my street during soccer season was not treated respectfully.

	Timeliness of response and empathy

	Hours of service - unavailable outside of standard office hours

	Inconsistencies with explanation, action, determination

Council is subjective at best and in the pockets of others

	Getting a straight answer and someone taking responsibilty

	Inability to speak directly to the appropriate person

	All good

	Being told incorrect information.

	Getting a simple answer as to how to instigate the process for timed or resident parking in the the Enmore Park/Annette Kellerman area

	Objections to inappropriate residential development not listened to

	None

	Council employees and contractors who think they're doing you a favour by talking to you. Not realising that they actually 'serve' the people (ratepayers) who pay their wages. Additionally I cannot stand people who work in council who don't live in area and don't actually give a crap about the place we live in evidenced by their "meh" attitude and "tick the box" behaviour (planning I'm talking about you).

	Nothing really. Wait time was reasonable.

	Wait times 

	When I raised an issue it was not then clearly communicated as to the timeframe to complete my role in the next steps. 

	No big challenge

	My interactions with customer service with Council have been really really good. Friendly people who I felt genuienly wanted to help. 

	No problems.

	The wait time on the phone can be lengthy. I use the phone as the on line system for booking a waste collection can be confusing and frustrating. I usually end up in a loop.

	constant chasing for a response

	No challenges at all

	I haven't really faced any challenges. On the four occasions on which I have contacted Council, in relation to different matters, I have been impressed by the promptness and effectiveness of the action taken. 

	Either the right person isn't available to speak to me, or council can't help or where they can it takes forever.

	overall comment is that would be good for Council to be more innovative and transparent in the way it deals with parking offences.  Creates a lot of anger that an infringement of a few minutes is dealt with so rigidly ..pay up or go to Court.  Yes, it may be a Revenue NSW issue - surely Council and rangers have some discretion.

	Having them be symptomatic to my issue and to help me get through to the right department or person rather than trying to answer questions and quiz me on my issue and trying to deal with it themselves without knowledge of it being their job description 

	No accountablility, no timeframes given and those who are to be contacted need to be followed up to discuss issue and return call

	Being misinformed and the council not recognising that this could cause a potential accident

	I have twice now been contacted by Council staff who are responding to an 'anonymous' minor complaint from a neighbour. On each occasion the council staff have been courteous and helpful in resolving the issue.
One occasion concerned a complaint about a boat parked across a driveway. The fact is - as confirmed at the time - that it was my driveway and the owner had my permission to do so, and the boat was not otherwise parked illegally. So the anonymous complaint was trivial, vexatious and. time wasting. And, of course I do not know who made it. 
My question concerns council allowing itself to be used as a kind of weapon by individual rate payers when they do not wish to speak to their neighbour.

	Vague responses 

	It has always been easy, ie, no problems.

	Laziness. Not willing to follow through and keen to pass you on to someone else who may or may not exist.

	I had such a positive and helpful experience with front desk staff at Petersham and SUCH a negative and dehumanising experience with the front desk people at Ashfield. It was quite shocking for me, as someone who has a lot of privilege, to get an insight into how poorly community members are treated when they come to council for assistance. 

	Finding the correct contact to speak to can be hard to identify correctly.

	They do absolutely nothing 

	Other staff not being contactable. Lots of time spent on hold. Other officers not following through on specific issues

	Resolving my inability to login for waste collection.

	Council process was overly complicated and I had to return twice

	None - all my interactions have been smooth and helpful

	Nothing as its always been good.

	Issue with a neighbour and unauthorised building works. Building assessor very unhelpful, evasive, and took multiple follow ups to receive any kind of update. He has allowed the building to proceed with works in a heritage area that make me reconsider living in the inner west.
My local park has had an influx of backpackers and council have encouraged this, not caring at all for the residents. 

	As stated above they only arranged feedback sessions to tick a box the new timetable had already been advertised and sent out but they needed to say they consulted

	The last time I rang Council, the operator never even logged the call as I did not receive the usual text notice. The operator was rude and dismissive.  

	Get advised that my issue would be fixed but after 2 attempts I am still waiting

	Understanding planning rules

	It depends on who responds..it varies

	Staff at Ashfield Aquatic centre not being empowered to assist in resolution of the over charge. Having to strongly insist that my problem be handled at a higher level.

	Staff unable to help. Having to use another process to achieve the desired outcome. 

	They did not understand the issue and disregarded anything we said. Yet all over the inner west trees are removed to make way for multi story developments. It appears developers are more important than residents 

	Getting the best poerson that deals with the matter, sometimes it takes over an hour just to speak to someone that can help

	None really, the interactions have been very positive

	Out of touch with ratepayers and residents

	Given incorrect information on the phone.

	It's generally unhelpful and difficult to navigate .

	I've only interacted by phone and, while the problem was fixed/solved, I had to wait quite a while and the message while you wait is very annoying.

	None.

	Finding required information is extremely difficult. On the phone you are handed off between teams on every occasion, none of which seem to give you an answer and all of which direct you to the website. The website itself is absolutely hopeless. Possibly designed by a child? It is not intuitive, information is in incorrect and well-hidden places and login services (I.e DA applications and rates) are not linked. Poor user experience. 

	Sometimes no one answers phone when I call 
But when you do answer very helpful staff 

	The council is ineffective, inefficient and should be de-amalgamated as soon as possible 

	Trying to get then yo really listen.

	The staff is nice but my enquiry usually gets left out and not actioned upon promptly.

	Keep giving me REQ numbers for the same issue. 

	I have logged a number of tickets over the last 12-18 months and had a number of issues. Why are tickets closed by passing off to depts before they are completed? The ticket is the only thing I can see online so once closed I have no visibility of the progress (or no progress) of the issue. This is a very strange approach to running a ticketing system!

For a number of my tickets related to footpath/drainage issues it took a long time to get engagement from Council. Once assigned the local engineering guys were absolutely fantastic regarding comms and doing the work however the associated tree issues were not dealt with at all well. Tree guys would visit without pre-advice so I was not given an opportunity to talk to them, unless I just happened to notice them arrive and I went out to see them. Council attitude to removing inappropriate and hacked about (my opinion) trees is not very helpful, especially as this particular Mongolian Pear tree (suitable species for the location???) is around a meter away from the foundations of my heritage protected building but it seems that for some reason it was out of the question to remove it and replace it with a more appropriate species that attaints a more appropriate and lower height.

The stormwater pipe issue that affected 48C Railway Street (flooded basement) and which also involves 18 Brighton Street has now been resolved (they did a great job once Council finally took responsibility for the resolution) however I'm not convinced that it will stay that way with this tree in very close proximity to the stormwater pipe which it will likely affect again once the roots re-grow.

	Nil

	The first person often cannot get hold of who they need to connect you to.

	transparency, follow ups, documentation, acountablity

	Finding the right person to talk to

	Getting to someone who will try and solve the problem and get back to me by email or phone.

	Getting the phone call answered by the right person 

	no issues

	No action when staff member said there would be

	Getting credible information

	Finding the information I need.

	Assuming what I am enquiring about. They need to listen and have some patience. Many people are wary when they deal with council and feel that they are just being dismissed. Councils in general are not trusted by the community. I don’t feel this way as I work for NSW government and as with my employment there is also a perceived distrust.

	When I interacted face to face to renew my parking permit. The person at the counter wasn't helpful to start with. The person wanted information that I felt was irrelevant and the issue was finally resolved without me supply the information that I felt was irrelevant 

	The communication from the planning team is abhorrent.  

	Finding the correct person or department to speak with.

	Just the usual, staff are great just working within standard clunky framework of a government entity. Issue really is that a call is required at all, only due to lack of clarity online/ ease of locating resources and answers 

	On the phone - you get passed onto the wrong departments because no one knows how to deal with your issue.

Face to face does no longer exist- this is what I have been told via phone.

	Trying to figure out who to speak to about an issue. Every issue is dealt with resistance or an answer if I don’t know, or that’s not us. 
Just not helpful. 

	Living next to a park I am persecuted by my neighbours dumping their garden waste next to my property and the council not wanting to take care of the gardens next to my house.

	No issues

	You can never ever get through to the person you need. It is always voicemail. 

	Either the phone operators don’t know or can’t be bothered. It feels like the are using the council website to find answers. Their training needs to be improved or appropriate people answer the phone

	Wait time on phone, getting someone who English is not their first language very hard to communicate 

	Persuading the council officer that the service provided by council for parks and verges is woefully inadequate

	Time on hold or being transferred and lack of knowledgeable staff at work when I was calling

	Nil

	No challenge 

	Gaining any interaction with the issue and location. It would be more efficient to just record the feedback and transcribe. No use whatsoever. I thought I try counter staff, even worse than over the phone. I would not go back.

	Passing buck. 

	Time wasted

	No big challenge. I have had very little need to call the local council. 

	No challenges

	Responsiveness and dealing with the matter effectively and efficiently 

	Getting the right person

	No challenge

	Email reply time

	No consideration for concerns from residents.

	Getting the right section 

	I have had no issue which troubled me.

	Nil

	The online platform is hard to navigate. 

	N/a

	Calls not being returned

	No one cares, no one seems to know who does what. Queries and paperwork disappear 

	N/a

	No issues with the people. However, the process for getting a deposit/bond back for hiring community spaces needs improvement. 

	Lack of following through eg promised a call on a certain date. months pass and many follow up calls and emails and still no communication on an unresolved matter which was bought to the councils attention 2017.  

	Getting sensible help and the lack of interest in rate payers issues and it is too much bother to help.

	None

	Timelines. 

	Face to face and automated responses were very efficient, however the actual actions requested were slow to occur and one was not resolved. 

	Nothing

	Insufficient attention to damage caused by trees and by footpath repairs conducted by contractor. 

	Rude, lazy and generally couldn't give a toss. My neighbours and I have been lied to and our enquiries passed around like parcels. The stories from the odd Council employee that take their work seriously are hair-raising. Receiving a phone call about a complaint I had made more than six months previously was typical of the way Inner West Council does things.

	Getting people to speak slowly and clearly enough 

	Please see previous comment. 2 staff members at the counter were uncaring and aggressive with regards to the visitor parking permit. I'd have to say i was very surprised as staff are usually  very helpful

	Wouldn't return call

	Trying to get dangerous trees removed is impossible. This team is rude to citizens and dismissive of concerns. Please investigate 

	None 

	I would prefer to email or chat with someone online instead of having to go into a service centre or call.

	Mil always very efficiently handled 

	General stupidity. Rushed. Inability to respond to basic questions. 

	Lack of action/follow up.

	Being redirected with no follow up or assistance

	Low levels of knowledge to help

	Staff promised to take action but do not follow through.

	call us back or we will call you back. What trot. And then go on line , fill out all this stuff but we will never respond to you anyway. 

	Public service mentality 

	on the phone - ability to speak with a person in department (duty planner) and not
have to double explain to the reception / gate keeper 

	You are only listening to activists. As woman-a real woman- I am deeply offended by being referred to as" a person who menstruates" in your news letters. It is completely dehumanising to describe a persons gender by their bodily functions. Also the new mixed toilet arrangements in Marrickville Library is a risk to women and girls . I felt completely unsafe when I used them recently as a male emerged from a cubicle with his trousers half way down his legs.

	Trying to get confirmed dates on when repair works will be carried out to my street after the energy company tore up all the road base. Still awaiting repairs after 2 years.

	Once they feel they have felt with your issue they stop responding or listening to any further concerns relating to the issue. Sometimes the response is quite final and doesn’t always fully address the concern raised e.g council collection items being left out days before booked collection date or trees being cut down on properties with zero remediation.

	Complex processes, duplication, trying to find out where to find out information

	Being totally let down by Council in our objection to a planned development that had so many problems that were just ignored.

	The lack of ability to be able to communicate with the civil works team efficiently and effectively. Being told two different things from the same department is unacceptable 

	Incompetence.
Lack of support on any issue that I contact council for.
No visible care of the local community in Enmore in which I live.
The state in which the laneway is left every week on bin collection day.
The lack of any investment in the local park.
Terrible state of footpaths.
I don't think things would feel different if the Council didn't exist. Whatever the community is paying for, it isn't being distributed appropriately.

	That the request could not be cancelled upon my advice.

	Getting an issue resolved - when making a complaint or compliment. The Council area deals with it eventually and then you get an automated email saying it has been closed but the generated email does not attach the outcome or response to the initial complaint or compliment.

	No challenges

	none

	None

	Getting parking outside the chamber in Petersham

	Telephone number not easy to find on website. 

	The person / department I need to speak with is not available immediately, but there is always a follow up that day from the person

	Have been pushed from person to person a bit .. and then directed to come in and when I did that was directed to online which was frustrating

	Not Applicable

	not helpful

	Disinterest.

	FINDING THE CORRECT DEPARTMENT

	The non-committal nature of some responses, for example “we’ll have someone assess that within three working days” when the issue is less than 50m from council front steps. 

	Still waiting for my issue to be resolved 

	Not applicable 

	Having to explain everything again and nothing gets resolved 

	Delays in response and lack of concern

	Facing automated responses and not having enquires fulfilled until days later 

	That the person answering the phone (1) gives incorrect information or (2) cannot provide resolve a simple administrative issue because they can't make the system do what it needs to do.

	The front of the house staff is good but you could never ever talk with an appropriate person and they never ever answer their phones. Too important. We are a nuisance for them.

	Lack of information and dates and times adhered too when promised verbally and via email communication. 

	No action from their end 

	Not doing a thorough investigation- see above 

	Never really been an issue. Thanks

	Getting parking officers to respond to car’s parking without permits

	Wait times on phone

	Unwillingness to help and resolve issues

	getting the issue fixed

	Council has insufficient  qualified staff in the assessment of development applications and places barriers to slow down the process. 5 months before questions raised from initial DA even though we had received positive feedback in Pre DA

	Being directed back online; see earlier comment.   

	Hearing through the perspex.

	Lack of service 

	None so far 

	The people on the front desk are really good, and responsive.  What happens afterwards, with your complaint, is pretty slow and defensive.  Also your website is SO bad.

	None. All interactions have been positive & helpful much improved since the amalgamation. 

	None

	Frustration 

	The reason I have to deal face to face or on the phone, is because the website is so bad, as to be completely useless.

	Being able to speak directly with the relevant council office at a convenient time 

	I’ve not experienced challenges. 

	Action or even attending the complaint one such heavy machinery use after hours it took 1pm 3pm and after 5pm for any ranger to attend it was to late,Sunday midday the machine started again contacted Council ranger was here within 5mins telling me Saturday the rangers received no alerts to illegal construction after hours parking across garage driveway council have said "we can't attend to ad hoc" illegal parking issues!

	Sometimes, especially with the parks, indicating what the problem is and where it is, and then not hearing back sometimes for some weeks, or the action is not done at all.  This is not a huge problem as it is rare, but it is the biggest challenge that I could think of.

	There is no empathy. No responsibility or accountability. There is zero care factor.

	None - It was very straightforward with not queuing time.

	Detailed above

	No real issues. Just need more rangers. 

	Nothing specific i can think of

	Overall, my interactions with is a pleasant experience as my requests are dealt with within a reasonable timeframe - taking into account the high workload of council staff.

	See description above. Residents in the street feel we have not been heard or consulted with over a number of issues including angle parking,  dangerous trees and hazardous footpaths.

	Rudeness, discrimination, and subjective assessment of our building application. Suggested we try an alternative and we spent significant money only to be told no again. We now have two huge homes built within 100 metres of us which are way beyond what we were proposing. The planning department needs a complete overhaul. 

	Main council line operators are great. Staff well, they don't get back to you. Then they go away on holidays and the person you are given details of to contact also don't get back to you.

	See previous comment. Conflicting information, made to complete a DA that was never going to be passed etc

	Customer Service are reluctant on providing an answer on a decision made by management (that they are removed from).  The leader of the team should be escalating the matter and provide a written answer to this question.  This should be done with hesitation.  People need to know where they stand with Council.

	Being told wrong information

	The level of customer service varies wildly between who answers your call. More often than not they redirect you to send an email, and the email responses never actually address your query. The workflow is broken and very frustrating 

	Slow or formulaic response

	No problem so far.

	Getting through to the person I am trying to contact.  Its impossible.  Phone calls always go through to voicemail and phone messages are NEVER responded to.

	The initial phone service is professional & friendly but the poor service occurs when a request is sent to the relevant section in the council for action/response. eg it took 2 years to have a dead street tree replaced.

	Everyone wants to help but sadly, any concerns raised are not significantly resolved.

	Lack of understanding of the area
Little knowledge of particular local problems, ie parking on footpaths by auto repairers

	There was no queue but if there was it would have been annoying to wait. I also asked for a replacement bin and that took a bit of time but once someone texted me to follow up it arrived next day.

	Waiting time on the telephone

	Renewed parking permit at Petersham absolutely no problem whole process took no more than 15 minutes

	The lack of care about lost cats

	Unhelpful and angry individuals.

	none  really   except  the same problem every where.... often I don't  speak the correct terminology and have to  talk around it till we understand each other 

	Long wait on the phone

	One person answering the phone cannot be expected to be an expert on all Council matters.  They are always polite and easy to understand, however, getting to the correct department/person that I require has been a nightmare with complex enquiries.  Where are these supervisors?  Where is someone with history in the job?  Where is someone with experience and built-up knowledge who understands which section/department I need to be connected with?  Shame on you Inner West Council for such sloppy standards!

	It was very pleasant :)

	Not being able to speak with someone able to deal with the problem. 

	Ongoing issue with neighbours dumping household items 

	Your planning department don't respond to anything - cant even get them to talk on the phone. They are terrible. Seriously the worst customer experience ever.

	No challenge

	Speed to resolve an issue.

	Just go through the motions, poor responce ,bureaucracy don't listen and little action.

	Misunderstanding when I had (wrongly) placed a bed outside on the footpath of where I lived a few years ago. All was resolved once the misunderstanding was realized. I was not completely familiar with Council's protocol in regard to getting something collected by them. 

	The customer service officers I spoke with were friendly and helpful, however I wasn't able to resolve my query straight away as a ticket had to be lodged. The response time given for the ticket to be actioned was 10 working days-that's really a long wait for a question to be answered or the opportunity to speak to someone in a particular council area.

	Wait times! Your own SLAs are poor, 3 business days isn’t acceptable especially when chasing services like waste management. 

	The phone wait times were longer than expected and there have been connection issues sometimes where we have been disconnected and then had either wait on hold again or schedule another call back.

	none

	It was a easy interaction 

	It takes a while for someone to answer.  Inability to fix the problem or resolve my problem - often given an excuse why something cannot be done.  Will send me on a loop.  Ask me to put it into writing. Waste of time.

	The time taken to send a ranger when parking issues arrive

	Mainly in relation to "illegal/inconsiderate" parking...
5 to 7 days is not a reasonable time.

	NOT CLEAR OR HELPFUL TALKED IN RIDDLES  HAD TO CONSTANTLT FOLLOW UP AND START FROM SCRATCH 

	Each time they gave me advice that was helpful.

	Not being able to get onto someone - not being able to find the right person. A focus on web based as opposed to face to face service

	Attention to detail & speed !

	To be able to communicate with the appropriate person, rather than with the person who answers the call

	The phone call was great but it was the issue that took an unreasonable amount of time to be resolved that is the issue

	As said previously, poor system design means both your constituency/employees both suffer and neither are left feeling satisfied. Your constituency frustrated and your employees upset by being brunt of the public's frustration. If you are serious about either, you should seek professional advice regarding how you can better imporive the Ux of your digital platforms.

	As my English is conversational level, I'd appreciate for staff to use simple language and speak slower and check in that I understand.
Also, where technical terms are used, to ensure it's explained to me in a kind manner.

	Trying to speak to the person actually doing the job.

	No real challenges to mention

	No challenges 

	Waiting time , and problem solving

	Trying to find out what had happened to my email request and finding out who was the person I should speak to 

	Despite what council says it will do, the Council doesn't deliver

	Time frame to complete requests especially Building and Engineers for final OC

	Having someone accept responsibility, fixing the problem and following up in a realistic time frame

	Indifferent reaction from staff now my expectation. A few are happy to agree with comments on extraordinary waste (eg mail box drops from mayor and tree planting under power wires in a well-vegetated block) and on mistrust, to say least, in mayor.

	Unresponsive, always misunderstand the issue, never defend resident rights or amenities, labyrnthine process to lodge the appropriate complaint

	The follow up by the next team let down the face-to-face team. 

	The difficulty being transferred to relative person(s) in specific departments. Reception staff seem to now act as 'Gatekeepers' ! 
I have no confidence as a customer that my matter/issue/enquiry will be dealt with efficiently and quickly.

	Talking to a different person every time I phoned and having to explain every time.

	Staff are friendly and helpful but there is no resolution to my problem.

	Commitment to do "something".
Agree to meet and discuss/view a problem. Just doesn't happen.

	Parking at the chambers

	Finding phone numbers

	No challenge was experienced when interacting with Council by phone, email, and face-to-face. The challenge was the uncertainty of the timeline for issue resolution as work completion was dependent on contractors to Council.

	I have never had a problem connecting.

	Phone calls not being answered or put in hold and disconnected after a while

	No major delay on the phone quite pleased

	Getting a response from the actual department that needs to resolve the issue.

	getting someone to call back

	None

	No challenge

	Someone understanding the problem 

	Staff unable to help

	Sometimes very good. But often slow, not resolved or understood. Often seems residents’ raising issues is resented. Often implied I am wrong or excuses to not act. Promised actions not always done. 

	So far have found no challengers.

	The maintenace phone was not answered, so called Customer Service for help

	Council is inconsistent with how it enforces parking policy.
In Gipps and Thomas st in Birchgrove cars park on the footpath blocking the entire footpath and Concil ignores this.
In other streets you get booked for being slightly over the footpath.
Could only happen with this very poor Council we are stuck with  

	find a viable solution to the problem without incurring in very intricate situation. i would love to solve issue in an easy and straightforward way as possible 

	Passed my concerns onto the garbo's,  but still the same.

	Redirection to another area of council, who then could not help.

	They are robots. Focused on simple answering of questions without problem solving or passing the buck. It’s a “ this is how we do it forever attitude” instead of “oh I see what the issue is and I can see how this impacts other residents attitude” again ashfield council workers face to face 

	They are very nice but several things were not done .Lawns done well but branches and sticks left for months .Drains at corner of streets remain blocked with water running over road .Bark put in islands only to be washed away next rain blocking water grates .

	Staff didn't really know which areas to transfer me to and when I was finally transferred to someone they were unable to assist me as well so I just went round and round until I contacted the Deputy Mayor who then put me onto the right department and some issues have yet to be resolved.  The Deputy Mayor then contacted me by email and asked if I had been contacted by the various departments but my issues are still to be resolved fully and comprehensively.

	Phone and in person great
Online very challenging 

	Getting through to somebody who actually listens to your concerns and can do something to assist. I asked also if I could escalate my concerns to someone more senior but was told that was mot possible. So as a result nothing has been done to improve the safety of entering my own property.

	A Council is made up of many members all with different views , you have to convince them all that your complaint is justifiable.

	Not returning calls.

	Getting through 

	Wait time and council staff understanding of what council provides 

	non

	Getting a clear resolution or at least next steps, especially regarding unregistered vehicle.

	Lack of local knowledge, having to wait to speak to a colleague or senior staff member. Increases length of time to resolve issues

	Haven't faced any challenges

	Creating an appointment to meet people on site when there is an issue to deal with.

	Phone contact staff have been helpful

	Its all about Trees. I love trees but i feel contempt for inner West tree administrators. They talk about the urban forest but do consider humans live in the forest too. And they dont manage the forest. Dont plant trees in the wroong place. Dont plant trees you dont care for. Dont fill the gutters with leaves and twigs and think its ok to clean up every couple of months. Don’t taake the position that ment tree roots damage the footpath or buildings that this is the responsibility of another department. 
If i were offered the vote to dissolve local councils i would vote in favour, and for one reason. TREES. Someone needs t plant and maintain a reasonable canopy. Someone needs to hear residents to say an existing tree may not be the approprioate size/location/species without hearing back from council simply that the tree is healthy. 
Please get rid of the people who design and run council’s tree program. They are a community menace.

	The wait time

	Not applicable. No particular challenges

	Previously lack of interest in assisting with query however have noticed a positive change in responding to my question EXCEPT for waste and collection services 

	No challenges

	I am deaf. It is difficult for me to hear clearly.

	staff are great

	never phone

	no response to request for public tree trimming on 3 requests

	The amount of red tape many that the person on the phone, as helpful as she was, could not do anything to expedite the urgent repairs needed at the dog park

	Trying to arrange a rubbish collection when a bin has been missed during a regular collection and on two other occasions trying to get someone to clean up the mess left behind when not all the contents of the bine were emptied into the truck.

	Multiple instances of council missing bin collections,  leaving bin blocks away,  stealing bin altogether

	Getting a satisfactory response to what I consider a legitimate complaint.

	Knowing the right person to speak to. It would be good if Council could list the phone numbers of the key people responsible for each major Council function. 

	Getting them to understand my situation/request, but they do ask the right questions to empathise with me.

	Example:  A flyer was distributed recently to promote the uptake of food recycling initiative using a new kitchen bench top container with disposable bags and a red lidded wheelie bin. On behalf of our strata complex I proceeded to pursue this initiative at a face-to-face interaction with a Council representative who referred me to an officer who was in charge of this project. He kindly rang me to say that a different option to that advertised was being implemented later in the year, so I cancelled my enquiry and am awaiting a new flyer with advice. Perhaps this indicates a communication problem within Council and a waste of print resources that serve only to confuse and frustrate residents who are trying to be responsible recyclers. 

	Wait time - staff not able to identify locations 
eg do not know what/ where Precinct 75 is
even though street address is given

	Wait times or being told the person I needed to speak to wasn't available, without an offer to leave a message

	None

	Being told incorrect information and my request for assistance not being met in a timely fashion.

	Unable to get through and talk with the planner, and even when leaving a message, receive a one line response to lodge an application and that she could not discuss colour or even options available or the likelyhood of an application being approved.  Inability to understand the problem and not given an opportunity to have a discussion to resolve it.   Total lack of customer service.

	No action, or if any action delayed or not actioned correctly as per the online request.

	None. 

	The biggest challenge experienced was getting the Council Officer with responsibility for this issue to provide a response. The almost complete lack of response from Council resulted in us seeking a Deemed Refusal to our DA (due to a lack of response from Council) and both Council and me then incurring significant legal fees taking the issue to the Land & Environment Court where Council then provided a s34 agreement to the initial request. The very minor amendments contained within the s34 agreement could and should have been resolved within a matter of months from the initial lodgement without us initiating court action and not 15 months later. 

	None really the enquiries are usually of a general nature and staff know and understand the issues.

	waiting while person who answered the phone found someone in the appropriate area to help. 
That is: the phone reception was good but behind the scenes less so

	They don’t listen to ratepayers. They take your feedback and ignore it. Again and again. It will be the same for these survey results. They will get ignored. 

	Doubt that my request would reach the right prrson

	None

	On rare occasions I experience a staff member who is not familiar with the Council facilities and park lands. This is understandable as many staff do not live locally and our municipal boundaries have expanded considerably.  This is dealt with by staff googling a map.  So, while it may be a challenge for staff, it does not in any way reduce my appreciation and respect for these staff. 

	Council has this obsession with listening to residents. Then nothing happens. Cynically I’m not sure they intend to do anything that it’s all a pretence to avoid De amalgamation.  

	Finding the right person to to speak to

	The time taken to be answered by a person who understands one's request or question

	The feeling that nothing was going to be done about why I was calling. It is the same with lodging concerns on your website - nothing is ever done.

	Nona

	Trying to get to someone who can see the whole problem rather than just their own particular section of it.

	We have frequently over the past years contacted Council about various issues but usually by internet though in the case of Cohen Park renovation I must say Council has responded after I contacted our NSW member of Parliament Jamie Parker (since retired) to get his support which he gladly gave resulting in the eventual improvement.

	Long holding times.

	wait time 

	the people or departments that they depend on don't follow up with the requests. the people that they need to get a hold of are never available.

	They keep directing you back to website

	Being directed to appropriate staff to rectify problems and/or prompt resolution.

	Knowing if the matter of concern will be acted upon.  And, if it is acted upon, whether it will be done in a timely manner.

	The council chambers are not accessible for the disabled. I found it very difficult with stairs and access to the centres. staff member did not clearly understand the issue.

	In the past when I have phoned of the receptionist cannot deal with my issue I usually get transferred to someone. Invariably I have to leave a message as the person on the extension is out of the office. You then never know if your issue will be followed up.

	Have someone get back to me.

	Trying to get to the right person in a reasonable time. 

	Findiing someone who can actually assist with my enquiry

	Not getting any action on my complaint until I escalated to the GM and Compliance Head.

	No matter how long the interaction things rarely to never get done. I have lived in the innerwest at my address for 10 years. My mother lived here before me. There’s an issue my mother then I have tried to resolve regarding continuous water flow flowing down the kerb since the mid 1990s. Although the council has attended on several occasions in the last 3 decades they are clueless as to what to do. A lot of moss is caused by this flowing water and I have seen dozens of people slip and fall to the pavement over this issue. 

	Having the issues taken seriously with a 21st century mindset once the issue is passed on to decision makers.

	The people who answer the phone are helpful but the person I need to speak to is never there.Eventually they do get back but sometimes it takes over a week.
With some ongoing issues (mainly DAs with endless modifications), I have to deal with a new person every time

	Their lack of desire to actually help 

	Tree removal laws changed because my house is in a heritage area. Yet two houses beside me have been gutted and second story additions added. Why can't Council have a full time aborist? Why so many fees to remove trees that you identify as weeds? MONEY MAKING.

	Fear of just being treated like a statistic and rejected

	Request for action are not followed up

	Availability of officers for specific enquiries

	The delay in response. The clarity of the message in response. The effectiveness of the note taking and recording of my complaint.  

	When an issue wasn't actually a council issue (eg I have an Aboriginal Housing issue)

	Incompetent staff on the phone and the WORST WEBSITE ANY IDIOT COULD EVER HAVE "DESIGNED"

	I called to understand what's happening to my land zoning issue, although whichever staff I spoke to try their best to help but I was going in circles, it took more than 2 weeks of going in circles with various departments before I got to who I needed to speak to. The local council and government in general should really review their current processes to see if it's actually efficient.  

	Finding the right person.  
As overseas, some access issues..

	Repeated lack of response or follow up

	I have to contact the rangers after hours, and am not sure what their staffing levels are like

	No-one returned my call

	No action

	No challenges 

	Dealing with council processes, bureaucracy, time it takes to get things done

	Responses to DA queries very bad in 2019, follow up and response time to dumped garbage

	staff not being familiar with the processes, aspects of council departments' responsibilities or the actual geography ie. locations

	Discussing the council website is difficult as it is not intuitive and hard to navigate at times.

	Being directed to the right person and having the right conversation. 

	Knowing the right part of Council that I should be asking for 

	Nothing is done quickly.  I am saying years in some matters.

	See above.

	Council is so overly focused on pleasing heritage officers and bi-laws at the expense of sustainable residential housing that is also affordable.  I do not feel my council as a resident listens to me at all. 

	We have not really had an issue with either service

	The call centres have done the best they can in my view.  The GIPA team appears to either be significantly understaffed and backlogged.  These can be time sensitive requests and need to be resolved within the legislative timeframes.  

	as above. Team too concerned with filling in their forms correctly to spend time listening. 

Separately, calls to the DA team go unanswered, multiple messages left, teams working from home who can not access their voicemails and have no way of contact via email. 

Generally a lack of 'customer first' attitude.

	The wait time, speaking with someone who actually for reasons for contact and having fair knowledge of the service most applicable to my concern.

	Failure to have phone messages answered.
Being cycled around services: referred on to state services. Referred around state government services and then referred back to council by them. 

	They do not follow up, do not action. Disgusting service

	Rubbish in rubbish bin not collected.

	No challenges.  Staff are always polite and informative.

	Perhaps knowing who to contact initially otherwise my experience been very positive - when I made an inquiry by email was redirected to the correct area with rationale - felt heard and supported

	Getting a person to answer the phone. So much so that I do not phone council any more. I try to send an email. Hoping that somebody might open it and respond.

	No challenges

	Tree trimming request ignored / request for leaves removed on regular basis ignored / cockroach issue with storm water drain ignored. 

	Ranger services are very poor

	Over the phone are generally fine.  The very rare F2F encounter is more a situation where I catch the council person following up on an issue that I have reported and I approach them in order to directly ensure appropriate traction with regard to the matter.  Most are reluctant to "upset" the miscreant responsible for the issue (is that policy?) preferring to issue "education material" rather than directly action for example an identified person who persistently dumps rubbish on the street!  There are exceptions 

	Waiting in line for assistance.

	None to date

	Not getting what i asked for I was chucked around from 1 person to another. on the end I gave up. They did not help at all left me very upset than i wonder why we pay you people .work in the council 

	none

	As above. 
And I was assured when new footpath laid outside my home there would be space created around the tree for me to plant a small garden. This never happened. 

	No real challenges…

	Getting to the relevant staff member that has knowledge to answer my questions

	Initially finding who to contact.

	No outcome or action to resolve

	Council promises, everything and does nothing.

	Opening times with my own long work hours

	Recently nothing to speak of

	Lack of listening and responding to requests. No understanding of issues for those who are disabled
Very disappointing culture

	Wait times for rangers. Lack of understanding or taking in to account information provided. Stock standard we won’t help styled replies. 

	Getting action, words texts are forthcoming just that no one actually does anything

	Poor staff attitude

	No challenge 

	Lack of being able to challenge decisions that have been made

	Explaining why whatever I have a problem with, doesn't fit the form required ie why I need to speak with someone;
And there is rarely the right person available at first call, although this is somewhat understandable since the technical/professional staff should be on the job;

	I am unable to speak with a person in the area in which I have an issue. I have had to wait for a response (most recent - 1 month). Such delays do not work for me. 

	Getting anyone to return a phone call.

	The so-called town planner who told me gruffly that he was "too busy" to sit down and listen to my problem, or look at any of my documents, even though I had an appointment to see him

	No major challenges, I just don't always like the answer I get.

	Do not receive a phone call or email except for automated response

	Phone enquiry, totally unhelpful response

	Time 

	Getting my DA Officer to respond to either my emails or telephone voice messages.

	Slow response time I have only contacted by phone but it was a few days before I got a call back

	Face-to-Face is described above in terms of friendliness from the staff. A short turn at the front desk might help! 

	Sorry, I haven’t got the experience , the only face to face contact is just the front desk receptionist.No phone call.

	My request being taken seriously. A large dead council tree on the verge within 2m of my house threatened my house. When I asked if I could make it safe while waiting for council to act, but I was told I could be prosecuted if I pruned it. I had to wait for it to fall, crush my roof, uproot my floor and call the SES.

	X

	Lack of knowledge, palming off, no accountability 

	confirmation of resolution/completion of enquiry

	Nothing

	Having a response that continued to the completion of the issue  - this has not been our experience.   

	It's been mainly over the phone or on the computer but I've generally found the service to be pretty good & the people I speak to have always been helpful & respectful. 

	Phone / in person staff are great, but it's the second level (the 'doers') who requests just get lost with or not sufficiently completed, are non-responsive etc.

	The problems are not resolved as it’s above their role and whilst they have every intention to help, they can’t. 

	Trying to resolve worsening street flooding and sewerage overflow for the 15 years ve I have lived where I do. Collapsed storm water drains and street drain collar and not repaired now for about six months. We can afford lights on trees and repairs mosaics in footpaths.

	Speaking to someone who knows the answers to my questions

	Figuring out which department to speak to. The bin guys have been terrible on Thursday nights at putting the  bins back but it’s not easy to feed this back. 

	Unable to assist but that was probably correct but it wasn't helpful at the time when the neighbours water was flooding our backyard 

	None

	Follow up on the issue in hand. this was affected by the departure of the council officer involved in our issue.

	Getting council workers to answer their phones and emails, and respond to messages, proved a huge challenge. Our communications were consistently ignored by the planning teams in what I can only assume is a systematic, deliberate approach to minimise their own unaccountability and poor work practices. Deadlines were also dishonoured 100% of the time by council workers without any communication or explanation for us as rate-payers, and without any consequences for council employees, which is expected in the private sector as it helps uphold a culture of accountability and responsibility among workers. 

	The lack of knowledge of the customer service team is the greatest challenge experienced over the phone. They do not seem to know where or to whom to direct concerns. Although their intent may be to give correct information upon further questioning it has been apparent the customer service representatives are not capable of resolving the issues themselves. For example, a complaint about noise resulted in the customer service team member advising of an emergency to rectify a potentially dangerous leak at the property when the noise was actually due to renovating without advising neighbouring properties nor advertising their DA.

	As per Q 4

	Phone service average

	They don't always understand what i am asking eg I was reporting a scaffolding collapse on building site. I was told to contact Sydney Water.  Completely inappropriate answer. I think the Council's data base for looking up information needs looking at. 
Council is desperately in need of a Quality Management system.

	Trying to get through to someone who can answer my questions.

	When I have left messages nobody has returned my calls.

	Lack of understanding of my enquiry/questions, talking over the top of me, inability to resolve my (simple!) issue.

	As above « other »

	Being transferred from call centre staff to someone in Council, who is then not available or does not reply back to voicemails left 

	Some of the staff do not speak clear English, which makes it hard to understand them. Expecting a standard of spoken English from all Australians, no matter what their ethnic background, is a reasonable standard to uphold in a multicultural society.

	Inflexibility and lack of knowledge

	I repeat - It's impossible to get a hold of people compared with leichhardt Council
Staff turnover is ridiculously high
the right staff are not assigned to customer stalls to answer questions - one must educate them
meanwhile lilyfield area is disappearing in demolition because staff and councillors lack passion about the built character of the area we pay them to serve

	- promised a parking permit would be mailed to me
- not received after three week so contacted council
- took no responsibility for it not arriving
- went in for the permit and was promised it would be ready at Petersham Centre; it wasn't
- the woman that services me printed it five times and still didn't get the rego on there, and I walked out with an invalid permit
- got a fine that week for parking outside my house, thanks

	None

	No one attempts to help. I was told when asking how am I going to pay a 50% rate rise in 2 years, just increase the rent. I informed them that I stored cartons and pallets and they said oh well find a way. 

	Petty power hungry staff that don't care. 

	No challenge so far...staff on the phone or face to face have been friendly and professional

	Pre DA officially in the system, there’s no record of progress in the discussion phase. Granted the issue is more with my unresponsive architect! 

	None in the last 12 months, some lack of patience previously 

	Every interaction i have had on the phone has been a positive experience and outcome except for one. I reported a car that was parked on clearway on Crystal street Petersham for 2 weeks it never moved and made peak hour traffic a nightmare. Other people had reported car but nothing happened, when i rang i was told by the lady on the phone that i needed the rego number and the exact number of house/flat the car was parked at. I explained that it was on Crystal street at the corner of Westbourne street and it was the only car parked in Clearway (FOR 2 WEEKS) she advised as i didn't have the rego number i couldn't report it (i was on my way to station) and wouldn't accept the call. It was weird as several other people reported it and 2 weeks is a bit rich to ask for rego

	Action

	being passed on to the next division

	I I don't like the changing face of Ashfield with the high rise development knocking down old buildings.. the face of the main street has changed and has lost the village character that Croydon and Summer Hill has. Development needs to be sensitive to the area. I think with some of the plans the community was against it and they still went through.

	The council doesn’t want people to call them. From the contact information you are directed to on line processes. 

	Remembering to call during office hours

	When interacting face to face, find that the staff try to re-direct me to online options, but they do not work which is why I go in person. The staff don't ask first if I've tried the online option 

	Lack of availability of the correct staff member to respond to my query.

	Waiting for someone to respond to my enquiry, keep me informed about the progress.

	Wait time on the phone 

	see above.

	Follow up and actioning by the appropriate Council department (in my case, tree services). 

	Getting clear and consistent DA/Pre DA Advice

	No challenges - customer service have been great

	My issues were quickly resolved over the phone - I used the internet and issues were dealt with in a speedy manner.

	In summary, zero empathy, little accountability, no transparency during the decision making process and no adherence to time frames set by council themselves or of reasonable standard.

	Locating the department and correct person to talk to.

	Staff are friendly and helpful but all they do is refer to someone else.

	People always pass you on to someone else .. no one ever fixes the problems 

	Being told that my issue will be resolved and emailed within a couple days but left waiting many weeks and having to call to chase it up and still left waiting....so frustrating!!!

	Council search bar on website doesn’t work so I had to call instead 

	The phone conversation last month and previous e mail correspondences last year were friendly, BUT the matter was not addressed despite promises that it would be taken care of. It has been over a year now since the problem was first reported.

	My enquiry was for a rubbish collection following my fathers death (his former property). Council operator and the head of operations (rubbish collection) went out of their way to assist - greatly appreciated.

	EXCLUDING THE STAFF ANSWERING THE PHONE WITH WHOM I HAVE BEEN SATISFIED , THE OTHER DEPARTMENTS WILL NOT ENGAGE IN PHONE CONTACT THEY SIMPLY BRUSH YOU AWAY WITH A TEXT OR IGNORE THE MESSAGE COMPLETELY.

	Getting action

	trying to be heard is difficult. It feel like the Council has only one way of doing things and isn't interested in community needs or priorities. 

	Nothing

	The wait times on the calls can be lengthy, however the website is a little clunky but referred my matter to the correct department 

	Finding a phone number on the website. 

	Calls and emails not responded vto. impossible to communicate with council.

	A hostile nasty person working for council.

	none

	If anything, sometimes not being able to be directed to the right person, however generally it is ok and staff are pleasant and try to be helpful.

	contacting someone. Then contacting someone for a face to face appointment. Then, the person having knowledge of the issue. Overall, face to face and phone contact is appalling for things other than the Library service.

	Their refusal to meet on site or even look at our home / da in context. 
They were on a power trip. 

	DA process. Annalise was slow and completely unwilling to engage in a genuine conversation about decisions she had the power to make but made no understanding to consult or find a happy medium to problems. 100% her way or not at all. The DA process was a while ago now and the thought of it makes my blood boil. 

	Council do not seem to care and are dismissive of requests. I have called regarding activities within the councils scope (parking management & mowing of public areas) and each time workers seemed uninterested. I pay rates for these basic activities

	A complete lack of empathy and care. The staff we dealt with during meeting were very arrogant and did not want to listen or find compromise in any situation. It was either their way or nothing. The meetings were therefore a complete waste of time as it was clear that they were not willing to even listen to our concerns as their responses both verbally and in email afterwards showed this. 

















	[bookmark: _Toc144728210]What is the biggest challenge you have experienced when interacting with Council online?

	None really.

	The portal is hard to navigate and difficult to use on the go (ie terrible experience vis mobile). Then the email correspondence doesn’t provide an avenue to follow up if the question or reported issue wasn’t resolved. Many times I’ve had my request closed without adequate response. 

	My previous comment covers most of this.
In a nutshell, it is that the website creates an illusion of being helpful and informative, when it is frequently neither.

	Finding the right information. It is not always clear to understand what you will find under each heading on the website. Also the search does not seem to work, it is better to just use google for the direct information rather than the website search

	The website is not easy to navigate

	Navigating the website

	Unable to find current information on what I was looking for.

	The inability for the system to recognise a login

	Inconsistent processes, changes when the council changes its mind. Utter disgrace.

	Searching

	Using the site quickly and easily.  It is only ever slow to enter data and extremely complex.

	No significant issues 

	Can’t find the information I need. Seems to be some duplications in different areas of the site.

	Very busy website. too many links.  irrelevant information

	Relevant pathway for specific problems that don't fit in the on line categories 

	Finding items, for example the annual report, employment data or anything substantive about HR (apart from a few policies). Also findinonline about my rates and thus changing the banking details for direct debit. 

	The whole online system set up is very poor. The user experience is very very poor. Not at all intuitive. 

	Its very hard to find what you want 

	Nil

	Getting to locate the correct and complete information.

	You don’t address the problem. Just send useless automated texts

	Non intuitive web forms;
Inability to save one’s query;
Rigidity of form design;
No follow-up

	Nil

	If a more complicated way of doing things is possible, then your council will invent  an even more convoluting way. Your processes are all about costing residents fees. Eg Why can’t a resident ask your so called tree Aborist experts to come and see a tree in question and then have a decision? Instead residents are forced to lodge a DA at a cost then asked to get an outside grade 5 Arborist report ( which they ignore) we are paying the wages of these in-house experts so why are we made to pay more for outside services. 

	The bin collection app isn't up to date very confusing for a new resident
The information on dog park would be a lot better as layer in a web map application like google maps or ESRI rather than lots and lots of images that are little tricky to interpret 

	No challenges, some information could be more up to up to date (specifically on citizenship ceremonies)

	Getting my password reset so I can lodge the damn request … I gave up after 2 weeks 

	The layout of the website could improve as key information is not always easy to find. 

	The TechOne interface can be hard to use - it is not particularly user friendly or intuitive in terms of design and functionality 

	Not sure where to look.

	getting outdoor seating and tables because our business is in front of a bus stop but you allow other business next door to me to have outdoor furniture but also in front of the bus stop, if we can have outdoor seating will give us more room inside the restaurant

	time it takes

	Not being able to have a live chat option.

	Forgot password but no recovery email was sent, so unable to log in to portal.

	Having to enter personal details every time, instead of having a template or auto fill function. 

	none

	Navigation. 

	Logging in

	Being ignored

	Accountability

	getting someone to respond in a timely manner 

	Navigation of the website and the yoursay website. Accessing active DA information is also difficult.

	Getting assistance with neighbors illegal activities, parking problems and dog rangers.

	Ease of use of the Council Portal

	having to lodge a GIPA request for rates information 

	logging in to your website and paying my rates - it's just too hard.

	Navigating to the right area

	No online challenges identified to date. 

	Having reported a dumped vehicle many times over the last 3 months I can see it has still not been removed.

	Complexity of navigation 
Communications stating a resolution date- yet no response is recieved 

	Navigating the Inner West Council website is a little cumbersome but doable. Things become really frustrating though when you're dumped into innerwest.t1cloud.com which is always slow and clunky. Using the Development Application tracking portal is especially a poor experience as it always refreshes just as you're about to click on something. It's even worse on mobile devices which is what I use most of the time.

I've tried to work around the cumbersome IWC website by using Snap Send Solve which has a fantastic app that is easy to use. Unfortunately though requests made through Snap Send Solve are not actioned in a timely fashion as they don't go directly to the responsible team.

	Actually getting my bins collected

	The website is messy.  Too much information that quite often leads one around in circles.

	It’s hard to figure out whether I have one or two logins depending on what my enquiry is

	Finding the DA approval attachments for previously approved projects 

	just how cumbersome the system is - to lodge a customer request or to view a DA

	Nothing really. It's pretty good.

	Where to find the type of issue I am having, and then filling out the online request form seemed like it didn't ask very relevant questions, which were mandatory for some reason, and then i had to write most of what i wanted into the freeform box but no where did it explain how my bin would be replaced.

	N/a. I have been able to navigate effectively.

	No challenges at all, issue promptly dealt with.

	None

	finding anyone who actually knows anything helpful

	Staff that knew what they were talking about

	The on line system working rather than saying ‘try another time’ 

	Tree DA stuff. A little confusing on the form.

	Per previous comments - some links go in circles (like working out how to get a road opening/driveway permit/finding forms). The IW "portal" is not intuitive and some topics/headings/inquiries make little sense.

	radio silence

	Immediate acknowledgement woth a reference number is great but there is no further timely communication and nothing happens 

	Put in a complaint re my bin not being collected - then getting a text to say it had - when it clearly hadn't been.

	It's confusing and hard to navigate. The snap send solve system was at least a bit easier as a one stop shop for interactions. 

	Finding what I need - navigation could be better

	Parking issues

	the system does not accept my street address easily- diverts to a block of units with a similar address.

	None really. It's a good service and I value the paper trail it automatically creates.

	Council clean up scheduled but never came neither give say why they would not. 

Also… for the ordinary bin collection: the bins are constantly left uncollected and we can to contact the council. Council staff send apologies and collect the rubbish bins but never explain what is the problem. This is and ongoing issue every couple of weeks. 

	Trying to find the appropriate person to talk to

	Obtaining a timely approval from when the Local Planning Panel decides the DA and obtaining the Notice of Determination. It took a month. 

	None

	There is no follow up. You have to keep chasing the Council until you are worn down.

	I asked for a historical rates statement for Land Tax and it took quite a few weeks to get a response, without even an acknowledgement of the enquiry so I wasn't sure if you had it... 

	nothing 

	The website is a little convoluted and not as easy to use as it should be.

	Closed on Saturdays Really miss that.

	Very slow response times from Council staff.

	The online portal is terribly complex and verging on unusable

	Setting up account

	Sometimes the website is clumsy to navigate 

	not helpful

	None 

	The website itself has a circuitous way of addressing our concerns 

	no challenge

	Tech1 out of the box isnt the best experience, but it does the job once you know what to do.

	Your website is sectioned with different passwords needed to obtain things like Parking Permits so needs some IT skills just to get what you want which the majority of older people can't do

	I log the junk and nothing happens.

PS I logged it anonymously this time because I don't want my neighbours to know I am doing it.  If they are such bogans to block the road with their junk, they are bogan enough to do anything to me or my home so I don't want them to know who I aM.

	Finding exactly where to go online. 

	Getting people to use their common sense. I shouldn't have to fill in individual online applications for similar things that are 100m apart

	As above and I would add that I believe Council has dropped the ball around those of us residing around the interchange - appreciate the interchange will rectify some things before leaving but general maintenance is poor on Council side

	see above

	Hard to navigate to the correct section and the correct person. Poor layout.

	Hoping my issue would not have been ignored.

	Online form clunky, rates page clunky and not user friendly for payment. 
When complaining about a safety concern issue with the footpath due to road work machinery destroying it was fobbed off as a different companies issue. Responder didn't seem to be any care about the threat to public safety at the time 

	It is difficult to use and I find myself having to complain about the same things over and over again.

	Never had an issue

	The site is a little hard to navigate
Plus it hard to find

	My rates have gone up since amalgamation, with no additional benefits.

Cost of living is already sky high. 

	Finding the rights service to book - the language used on the portal is not always user-friendly, but rather uses internal council terminology rather than plain language, therefore making it difficult to identify what type of application one needs to lodge, for example.

	Speed of requests are terrible 

	Nothing is done about my request. No matter how often I bring it to Council's attention.

	Getting to the right area.

	None

	Finding a place to explain a more complicated situation.

	The website

	Navigating the Service, but just need time to read and work it out

	That I have to go back online to follow up the tree application and from what understand, I see am sitting in a cue to be actioned.  No response yet.

	Paying rates with credit card 

	The user experience of the service is poor. It is difficult to navigate the log-in customer service portal

	Working out the correct area to use once logged in.

	Having to enter and change my password. Somehow the website loses the passwords and a new one must be set up.

	None to date

	None.

	Council seems to want to get rid of you so they can close the case.

	Complex queries are never adequately answered

	Getting clear answers and timelines for action

	Made to feel like im worthlesss. I am often made to feel like my enquiry is not important. The rude abrupt reply that you are guaranteed to get from IW confirms this. "If it's not about the upgrading of children's play equipment or opening up of more parks and public spaces for dogs, then don't waste your time contacting IW". 

	The process was reasonably simple and that is the biggest challenge -keep it simple and look at the process from customers viewpoint not from a computer techno viewpoit.

	Not always easy to find service you need. 

	Online website and services are not user friendly, to be blunt they are clunky and confusing and in need of a major overhaul to bring into line with like service providers

	Having Council understand what my enquiry is about, rather than giving me an answer that missed the point or was irrelevant

	council does not follow  it's own rules, makes decisions at will 
does not apply it's own policies, then justifies decisions 

	Navigating the website 

	Getting a straight answer 

	The web site is impossible to navigate

	The lack of response. 

	In my experience, Inner West Council staff do not respond to online requests.

Further to my last point, I followed up with Inner West Council on 10/12/2022 regarding request REQ2022-107901. Customer Service responded advising that complaint REQ2022-138585 had been logged. I have not heard anything back from Inner West Council about the initial feedback or complaint.

	Not always finding what I need

	Confirming my waste collection 

	Delayed response.

	Nothing.

	Difficult to find what you need and not mobile friendly. Slow response. 

	It can be time consuming to navigate the pages.

	Finding the relevant assistance and then getting the website to recognise my address

	Not interacting directly with a human

	Difficulty following up on the submission of an application (e.g. GIPA or Heritage Exemption Application). After weeks (to months) of no response I could not find a way to ask for a response online (I only received a response once I called customer service)

	Great

	No problems!

	As I have said previously I find it very confusing and rely on my wife to order our parking permit as I l a k the technogical skills.
I much prefer face to face contact  and hard copy documents.

	I haven't really faced any challenges. On the three occasions on which I have contacted Council online, in relation to different matters, I have been impressed by the promptness and effectiveness of the action taken. 

	Website isn't user friendly

	90% of the time we only see the Rubbish contractors, nobody else

	Trying to navigate to the right area

	nothing

	Getting someone to really look at an issue.

	Time frames, non return of calls/emails, arrogance and treating people with contempt 

	automated response and no actions followed

	Feeling like I am speaking another language because things are not always actioned as discussed

	Hard to figure out where to find a resolution or log a question

	No challenges to mention

	Website difficult to use

	Promised service didn't happen (council pick up)

	Get It Done platform. Please just throw it in the bin. 

	Delay response. Clunky system to log work orders. Lack or no follow up from council.

	The disorganisation of the web pages. Menus within menus. Menus duplicated, but with small differences. VEry hard to navigate. 

	The online forms can be complicated to interact with. Sometimes there are multiple ways to complete the required data but that's not always obvious or easy to find the most efficient method.

	No challenges yet

	I sent an application to change my rates category in December and the issue was passed on to someone else and then the person who responded left... nothing has happened.

This is the 3rd time I submitted this form and it keeps getting ignored.

	Trying to get my login issue resolved.

	None

	Using Get It Done Online - it’s not always intuitive or easy to use

	No clear communication
Follow up from rate payers necessary to get answers

	Finding what I need, navigate the ancient cms that always seems to need side scrolling 

	Getting them to get a neighbour to clean up their garden and pest infestations 

	See previous

	the response time

	Lack of responsiveness to the issue raised.  If there was an answer in the FAQs I'd know it already.  As far as I can tell the matters raised are often treated as not requiring consideration. I accept my questions may go beyond the obvious. I feel fobbed off with the responses I get. If Customer Service cant tell me the policy of the Council in relation to specific matters  how am I to address my concerns to the Council?

	It can be hard to navigate to where I want to be on the website

	Site has different designs and layout, hard to navigate or search.

	The website design 

	It's not user friendly

	Not being able to log in. 

	The interface for reporting dumped rubbish is more complicated than it needs to be and a bit klunky but not a major problem

	Navigating the site 

	Difficulty of navigating the wen=bsite and making the odd payment when I needed to. 

	see point above. lack of response/action

	Totally non-user friendly interface and workflow

	Non communication

	Website not recognising my address. Said it doesn't exist??!! I live in Haberfield, my address came up in the drop-down menu, I clicked on it, and at that point was told that the address doesn't exist.  Was unable to proceed with my request.  happened on a number of occasions.

	It is opaque and unclear most of the time. Any requests have to be very specific in order to get assistance. Very difficult to navigate as someone who is very technically savvy. I feel sorry for other residents with less problem solving ability.

	None, really.  

	Unable to log - won't accept me.  I have tried a few times to registered for online without success.  Accordingly, I need to manually enter all my data to pay my rates each quarter :(

	Same as above. 

	Hard to find the issue that I am trying to resolve 

	The council is ineffective, inefficient and should be de-amalgamated as soon as possible 

	Getting then to really listen.

	No challenges.

	Online requests takes significant delays 

	website was down and I could not log on

	Nothing really.

	Poor ticketing system where tickets are closed before they are completed. It seems they are passed off to a department and closed to prevent poor closure statistics but this then makes the issue completely invisible to the customer. Also the confirmation etc emails (presumably automated) received from the ticketing system only include the ticket number and absolutely no details about what the ticket is about. If one hasn't kept explicit details when the ticket was first logged then there is no real way of knowing what these emails refer to, especially when one has logged multiple tickets at much the same time. This rather defeats the purpose of having a ticketing system that helps the customer track tickets online and understand what is happening.

	The actual response 

	No challenges 

	No real challenges. While my enquiry is immediately acknowledged a reply can take some time.

	I find it a bit clunky. When you have to select a category for example building and construction it isn't always obvious which category to select and there often isn't one that fits my enquiry. 

	No accountability from Council.  No one directly answers or follows up.  Each email, even with the same matter number, is dealt with by a different admin person, even when the issue has gone directly to a department.  When something moves departments, its impossible to know who has taken on the matter.

	finding the right person to contact 

	They don't respond.

	No particular challenges of note

	Finding the form I needed

	Working out what service I required 

	Getting feedback and not pushed in circles as it not my responsibility.

	Council don’t seem to know how to empty the bins at the end of my street. My bin is constantly missed as are neighbours and then I need to contact you and then you don’t return. One time I had to email 4 times to get my bin empty and kept being told it was emptied and case close when it wasn’t!

	Sometimes the search feature brings up to many options.

	No response

	Payments interface isn’t the best 

	Getting things done

	Much easier to call to find information, and that is saying something.

	Council employees not having patience with customer enquires. Councils across the board need to understand customers generally contact with a preconceived convoluted response they expect to receive from them. Pointing customers to legislation or ordinances is not answering the customer’s question.

	My several on line interactions have all gone smoothly and have been resolved 

	Lack of response 

	Trying to find more information about projects highlighted in the council flyers 

	I have not experienced a challenge 

	Website can often lead you to broken links and landing pages, finding a clear cut answer and/ it required resource is clumsy. Easiest way to navigate is via Google search. Search function on the site isn't great, to be fair it is superior to most government sites

	the website isn't easy to navigate and get the information easily / its seem clunky / I checked another councils website eg Burwood and found it was more streamlined and easier to get the information I need and the layout was easier on the eye 

	No reply or follow up. Just completely ignored.

	Trying to sign in. 

	Finding the appropriate area which you need.

	Receiving a response

	Finding the link. Answering the multitude of questions for a simple task. 

	Finding an appropriate topic to be able to request feedback on parking and street tree issues.

	see abve

	The website navigation and actual speaking to the right person 

	The lack of easy websites to navigate lack of communication via online services lack of anything being done.

	Thew website is decidedly user unfriendly....neighbours and acquaintances have described is as being total inadequate and designed to deter residents from dealing on-line with the council.

	Finding what I want - eg dumped rubbish

	Not finding what I am looking for

	It can sometimes be difficult to find exactly what you need online. 

	The site is a bit clunky. Hard to find what you want sometimes. 

	Not knowing if my query will be addressed. I assume I should go in and talk to someone at the desk. 

	It's online system for processing requests is not at all intuitive, relies on outdated methods e.g. scanning paper copies of car rego for parking permits, that people just don't use anymore.

	Tracking the status. Unsure where it gets allocated to and who has responsibility.

	Finding services and search across the site. 

	Poor responses. 

	Garbage collection missed time and time again

	None

	The website and online services are not very good. Responses are not helpful

	No response

	Search button goes to wrong area

	Choosing the right category for my request.
Remembering to take a photo while I am writing the email, and not having to upload it.

	Password not working despite changing it several times. User interface for booking in council pick up or ordering a new bin is not intuitive

	There is no option for dumped rubbish on common property. We often have tradesmen who drive to the bins at the back or our driveway and dump oversized goods or industrial rubbish. We also have annoying residents who dump stuff in the wrong bins or overload the bins when moving house. The online refuse collection only has resident collection and kurbside collection. Some poor mug in strata, usually the secretary, has to somehow fish everything out of the bins and onto the kurb. But why should one person log all foreign refuse under their address. Also, there should be an oversized cardboard service for fridge and couch wrapping. Again, its dumped at the bins.

	Concerns simply brushed off

	Website needs a lot more thought and work.

	Navigating to the correct area to enter my request 

	one request for stormwater maintenance March 22 wasnt actioned, just one email acknowledging receipt, then nothing.  However normally Council comes very quickly

	I have had no challenges.

	Clunky portal that is difficult to navigate. 

	Sometimes specifying my rear entrance for missed waste collections has been time-consuming but that could be because it's not an every day occurrence. Also, it's too easy to accidentally erase all of a message, just by clicking inside a box, rather than outside it. Bringing up a "Are you sure you want to delete this message?" first before it being instantly erased would save the bother of trying to remember what one said, and retype it in again.

	Website and online reporting portal hard to navigate. 

	1. Difficult to navigate to the desired form
2. The information regarding the arranged time was false as council did not pick up for 6 days after the appointed time 

	N/a

	No reply emails provided. No contact information after queries are submitted. No follow through. 

	Getting the Council to respond to requests for help,

	none

	I’m very IT literate so I was able to find how to communicate online which was very effective but for a more inexperienced person it would be a problem. 

	Timelines 

	Too long to respond.

	Webpage information could be simplified

	A difficult to navigate website.

	It's difficult to find the right section and the text is small

	Took a while to work out the website, but then I'm over 60!

	Complaints aren’t triaged to the right department 

	No challenge 

	Getting a response from Council & engineers re driveway in reasonable time. They ask for something, I provide 2 days later, takes 1.5 months to get a reply where they ask for something else, repeat. It is a simple driveway!

	Na

	The portal interface is poorly designed and makes it hard to navigate to find the information I need. There were also instances where registration confirmation email took a very long time to arrive, showing that the web service is not as robust as it should be.

	Nil

	The clear lack of user testing. It’s not intuitive.

	As above and often the services I require - aren't carried out - particularly rubbish that should have been taken by council workers - isn't . 

	Lack of flexibility.

	The site is not intuituve

	Clunky system for mobile interface, too long to wait for waste collections, nature strip and park mowing is abominable

	My questions were ne’er answered

	people have yet to respond to my inquiry other than "we will get back to you" 6 months ago

	It’s terrible 

	No communication to establish if my concern had been addressed. 

	search box subject, may not find the required result, terminology is the key

	The website is fine, you do seem to be severely understaffed though, our strata has been waiting nearly a year to have a simple post code change updated in the council system. 

	Trying to work out how to navigate the website and find the services I need.

	Logging into my account to pay rates was difficult. 

	Complex, minimal information available once lodged, don't know who is dealing with the application

	Too much content 

	Very difficult to find the information relevant to the issue/question I need addressed

	Got the tickets number but never went further 

	Items that were supposed to be online, according to Councils solicitor, regarding a development proposal, were not online.

	There is no recourse or discussion, and responses are way too slow. In response to parking issues. Rubbish related inquiries are always dealt with in good time.

	The site is not intuitive.
Forms are not logical.
Search functionality isn't helpful.

	Not being able to amend or cancel my request online

	Knowing which area is dealing with a complaint and a contact name. Getting updates and progress especially when the response time has expired. Plus when the issue is closed getting a copy of the outcome with the notice of closure - the outcome needs to be attached to closure letter.

	The website isn’t very user friendly and takes a bit to work out 

	Uploading a photo, 

	none

	Delays with collection times

	Technology 

	Search function sometimes slow.

	Biggest issue is that the response I received didn’t allow me to reply or further explain the issue. I felt that my issue was shut down and I don’t think that council fully understood the issue. 

	Response to a council survey about parking in my area was submitted over a year ago. There has only been one follow up email acknowledging the response, but no survey results have been communicated. The changes proposed by council havent been implemented.

	Challenges finding what I wanted (this specifically related to class availability for learn to swim at lpac)

	No challenges 

	I go round and round in circles.  Phone much easier for me.  

	limit to word count for sumbitting complaints

	Indifference and arse covering.

	I can't think of any.

	Cannot pinpoint a specific time to respond to problem. 

	it's not really a challenge, but when a customer is ordering liner bags for their IWC food waste bins, the question around how many bins you need reoccurs and it doesn't need to do so. We just need the liners, thanks. It's a great idea, BTW.

	No updates regarding my issues.  Excuses of understaffed & overworked 

	Understanding the instructions to renew a parking permit 

	User interface is confusing 

	Finding the correct service via the website 

	Delays

	That often no action follows from contacting Council.

	it is not in logical order

	Not very intuitive.

	Your website is crap 

	Not doing a thorough investigation 

	None really

	See previous question. 

	Since most of my complaints are parking related, you'd think council would notice a recurring theme/ issue/complaint and investigate it further to permanently resolve it 

	never answer
issue still outstanding

	In the development application process is such that as an applicant I fear complaining about time delay in case this puts me further back. Dealing with a monopoly leaves one feeling helpless

	Where to begin. Finding my ID and password. Getting the system to recognise my password, instead of saying the password is wrong, or has expired but refusing to let me update the password. (Yes, this happened last week when I tried to renew a parking permit.) Finding that the password works after all, but that there's a finite number of options, none of which describe my problem. Trying a second or third time, and being told I've already applied for one of the thing in question. Getting an automated response from customer services team that is irrelevant and unhelpful. Experiencing self-loathing after wasting 90 minutes trying to transact something online and failing.   

	Navigation of the website.

	None

	No problems

	No challenges yet. Only needed a couple of simple services which were easily sorted.

	Everytime I log in, I have to change my password.  I change it to the exact password I had previously, and then I get in.  The wording for some of it is coding language.  No idea how non internet literate people even use it.

	None, easy to navigate 

	Navigating the website

	Where does one start. I have to call for anything that needs to be booked. The website doesn't recognise the address (how many formats do you have for apartments??!)  multiple passwords needed, constantly have to reset passwords, and difficult to do so. 

	No issues for myself 

	Inability to find my Haberfield address in online council clean up booking system. 

	getting rangers to attend they now do not attend I ring the Police who take their time but Inspector Westgarth has directed Glebe police to attend

	User interface is terrible 

	Navigating the website

	Deciding the appropriate department to contact

	None

	Navigating to find the info I need

	Tracking information was difficult

	Detailed above

	The Website is terrible. The UI is appalling and unintuitive. Probably the worst I've ever seen and I work in corporate IT. The systems aren't linked and require multiple usernames and passwords that are set to expire every 90 days like we're banking customers, not customers of a Council. I mean seriously this is not a security requirement for people trying to book a waste pickup or order a new parking permit. 

	Just not being able to find what I’m looking for on the website. It doesn’t make sense where things are placed and the ‘explore’ tab is not very useful. 

	Online is relatively straightforward 

	Had a few technology glitches 

	It's very hard to see what you need to do, it is not a user friendly service at all. Its too easy to lodge but not finalise what you are doing.

	Finding the right section or person to deal with. 

	Finding what I want

	I keep coming away from the website experiencing of awful, hard work and various issues.

	Your website

	It takes many attempts to get to the correct page

	Terrible website for mobile 

	See previous comments

	See above comment.  Also, it's impossible to easily navigate, you end up in countless dead-ends, and often it's impossible to have your details recognised when you try to log in.  If you try to download documents, good luck!  Follow-up phone calls with Council staff, who appear well-meaning but apparently in the same boat with this website, lead no-where. Every version of this website in the past several years has been like this.  It's unbelievably inefficient and I can't believe no one knows how to fix it.

	Lack of knowledge of the area

	Hard to find right place to submit query and then limited choices

	No Issues

	See previous remarks

	I have an issue with people parking across my driveway, i reported this on a Saturday afternoon via snap, solve , send ad send i had a response from the council that they check on Tuesday night and the car was gone. Second time i went through the council website, clicked on a few links for illegally parked vehicle blocked driveway however i heard nothing back that time. It would be tremendous to get a ranger attend in a reasonable time frame.

	Timeliness in work being undertaken.

	differentiating between accounts and general website

	One of the main problems I've experienced is getting connected with someone who knows what I am talking about.  Someone with knowledge about this local government area, not just doing a job, smiling and being friendly, but listening, understanding, and seeking assistance from other staff members who do have that knowledge.  Complex questions often get trivialised, but for residents these are things affecting our everyday lives.

	Sometimes it's hard to navigate the website !!!!!

	There is no strategy to deal proactively with illegal parking or breaches of planning consent 

	Not intuitive, and the planning portal is clunky

	Working out how to create an account

	none

	Speed to resolve an issue.

	refer previous comment

	Unable to identify information relevant to my query

	Getting action on my email.

	Unfriendly website

	navigating the online site 

	Having to follow-up.  Some things are easy resolves.  Like ordering a bind.  Other issue require careful consideration and processes by a human.  Like navigating how to locate the owners of an adjoining property to send communication to them after having someone on that property back into our fence and destroy it.  Council were not helpful.   And this took us 8 months of own research to resolve Having to wait for a response.  Just having to wait.  

	Not being able to complete the task

	Going round in circles, it's ridiculous.

	Difficult to navigate. I received an advice number, got no response in over 4 months. Finally did a follow up via helpful call centre operator.

	The website is horrendous and not designed for customer use

	Sometimes I have not received confirmation emails and therefore don't know if the request has been successful

	1. Applying for resident parking permits.
2. Interacting with someone in the parking area with a request to add motorcycle parking to our street 

	The constant turnover of staff.  On many occasions I have asked Council for guidance on various issues only to find that the person who originally answered my query had left Council by the time I was able to follow up.  In one particular case I had to interact with three different officers on one issue, because the first two had left council during the conversation.  I hesitate to blame the individuals involved as they have their own lives to lead and perhaps they felt that moving on was the best option for them, but it is very frustrating to have to go over simple issues again and again as new individuals become involved.  The website is confusing and it is often difficult to find out how to request information.  Sometimes it is quite straightforward, but the results are mixed.  I can appreciate that Council wants to do the right thing and means well, but I often find it frustrating to get advice on what should be a simple matter.  The worst issue is the Development Application process.  Not because individuals are obstructive, but because the whole process is so complicated and once the conditions are published it is close to impossible to get them changed , even when they are demonstrably inappropriate.  To take one example, I was told that I was required to plant a tree of a particular species in the street under the power lines.  The species nominated was way too tall and would have fouled the power lines, as would have been obvious if anyone had checked.  This should not happen.  Anyway, I acknowledge that Council means well and it's complicated to manage an entire local area.

	time to act in respect to parking issues. 

	Not dealt with council on line

	Not having a portal for the issue I had. Speed of sorting out the issue

	Lack of follow up as explained above.

	Poor Ux, top- down beauracracy and a general lack of integration between system teirs and departments which results in a fragmented knowledge base and a consequently fragmented service.

	No challenges to mention

	Website was confusing and not easy to navigate.

	When the Council closes an enquiry and it is not actually resolved. 

	No challenges

	Lack of
Communication 

	actually getting council to act

	I find some pages don't have a clear call to action. For example, you'll inform me of a service that is available, but not how I can express interest. It feels like multiple pages could be consolidated into one.

	very long response times and very limited responses generally not adequately answering the question

	Did the online parking permits! a disaster!

	Clunky clunky website

	Use of jargon instead of plain English.

	It is cumbersome

	Lack of interest. May as well be talking to a machine.

	Response time is slow

	Complex process, hard to find anything - sometimes just impossible to find anything out

	Website navigation 

	Getting a request or enquiry effected efficiently. Responses have a lengthy code and seem to be templates.

	bad user interface and interaction design.

	Finding the information I want quickly without having to go through many pages and links 

	Time! As I have never put an application in through Inner West, it took a long time to complete the application. I did have my niece to guide me through but it still took time.

	Getting nowhere with my right of way problem.  I have no other problems with Council.

	as shown previously in this survey

	It wasn't challenging

	Navigation

	I end up having to speak to a person anyway. 

	No timeline for response, had to follow up multiple times

	Not interested in the real issues like 40 KM road speed in the WHOLE of Rozelle, not just on the "light" side of Rozelle. A school opened on gordon Rd / Victoria Rd and the tax payer money spend on putting signs up for 40 KM with solar panels, flashing signs, speed signs on the most stupid places like half way a dead end street to start driving 50 KM again!

	Councils online access including what should be the simplest task paying rates, are far from simple and accessible.

	There is a lot of very useful information on council's website however navigating and understanding where I needed to go to lodge the concern I had was time consuming and a little confusing. There is quite a lot of technical language which is used and doesn't necessarily need to be. 

	Delivery on response and action 

	nil

	Getting issue resolved, following up

	Booking a clean up took time than it should, but quicker than making a phone call

	N/A

	They don't bother to get back to you.

	Unable to find what I wanted .I'm not very good using on line things at times 

	Online services not user friendly and council staff is still required to assist with its navigation.  Plain English should be used with this service.

	The online portal…..😡

	Response times

	Getting something done about an issue which I feel strongly is putting my safety at risk.

	Looking for road works in my area and how and when

	I asked for a new rubbish bin, which was provided, but the old bin is still not collected. The bin was supposed to be delivered to the rear lane where the old bin was left, but the new bin was delivered to the front. 
The instructions were not followed so I now need to enquire again about the  collection of the old bin.

	Parking stickers! System hopeless

	No problems.

	Online platforms are limited 

	Clunky online system

	No response received.

	Website is clunky and difficult to find things. When logging an issue the (eg dumped rubbish) the forms are so difficult to complete with unnecessary selections which you cannot proceed without completing. Because of this I prefer to use Snap/Send/Solve, which make it much faster to complete lodging an incident.
Additionally it takes excessive amounts of time for the issue to be resolved

	Not all issues fit into set categories 

	Finding the relevant information

	The time frame of replying 

	Getting parking permits online is a total nightmare

	Getting updated feedback/information as to the resolution of the issue.

	No challenges

	Hearing clearly. This is not Council's problem.

	website is good

	none 

	no responses

	Interaction good. Easy to notify issues to council. Getting someone within council to do anything about it seemingly impossible

	Getting someone to answer my problem respectfully without blanking me

	The website is not well set out. I work in local government and the web page/links need help.
The automated response is wildly inaccurate, it says I would get a response in weeks and it is often months later.

	Knowing the right officer to speak to. Just phoning the general line does not always achieve that. I have a personal contact within Council who now helps direct my request to the right officer.

	Not clearly laid out and too many different links to get to where I needed which was just to renew my resident parking permit, and I couldn't remember the steps from last year.

	I have very limited skill with technology and, while trying my best to manage the online request forms for example, I am constantly frustrated by my failure to succeed in completing them. My preference will always be to speak to a Council representative directly to present my concern or make my enquiry, so I hope that the human element of communication will be maintained.

	The nature strip trees are a complete nightmare in side street, Birriga Road. They have caused many trip hazards within the footpath by pushing up the concrete footpath, drop many fine leaves which are also a slip hazard and continually present electrical hazards by growing into the overhead electrical wires.
They should be removed and replace with more suitable street trees.

	Classifying the problem 

	Sometimes a little difficult to find exactly what you’re looking for 

	Navigating - it isn’t intuitive 

	The time frame given did not happen as given on the site.

	Time to respond, inadequate response. 

	Requests not actioned correctly.

	As above

	Online is sometimes difficult

	None

	finding the information I needed - I ended up by ringing the help line who were helpful and then pointed me to where I could find the information on the website 

	Finding things online. 

	It took 4 months and several follow up phone calls to get some action on my request 

	None

	Ineffective technology (yours not mine), for registering requests for Council maintenance. Extremely difficult technology when trying to find out about a DA or to register a comment on a particular DA. Residents joke that the system has been designed to deter residents commenting on DA applications. 

	Noting nothing will happen

	Getting a response 

	n/a

	Online interface not clear

	I do not communicate with Council online as mostly my needs do not fit in little boxes

	Your website is pathetic and so anti-intuitive.

	As above.

	Initially it took intervention by our local member of Parliament Jamie Parker (since retired) to get MUCH needed work done on our local sporting ground Cohen Park last Summer but finally it was completed & did make such a difference to the whole ambience of the park.Now sadly we notice the park is SO overused that it will soon be back to the sad state it reaches every Winter after the football season ends.

	none

	Nothing 

	no one acts on the requests/complaints.

	The council waste pickup rubbish types are quite difficult to discern. Is this metal goods or household? There used to be a list where most things were listed and what type of pick-up you needed to book to arrange a collection. Now this seems to have evaporated in the merger

	Getting to the correct area and completing a simple task 

	Very unfriendly and hard to explain difficult .problems.

	There are numerous serious challenges.  Navigating the countless "Create Customer Request" menu selections.  For example, try requesting a repair to a bike path, or removal of a dangerous wasp/bee colony, or ...  The single, all-in-one menu is unweildy.  As well, the online process feels very clunky and unnecessarily cumbersome.  For example, why do I need to provide proof of address when lodging an application for renewal of a residential parking permit?  Why couldn't that be automatically linked to payment of rates?  I feel that, while the online format is possibly usable to Council's officers (who, for example, understand the inclusion of the term "Enterprise" in the "Enterprise Search" button) the format has not been usability-tested by members of the public and could be greatly improved with a simpler structure.

	No action (I don't mean a response and 'job number'. I mean simply not addressing the issue at all, repeatedly, and within any sort of reasonable time frame.

	Getting council to recognise the problem with resident parking problems in Trafalgar Street. One side of the street is blocked with parked cars at school pick up time, and the street is used by businesses and non-residents. BTW I don’t have a problem with businesses or non-residents, but the former use parking facilities as a replacement for their vehicle park, and non-residents drop their cars as a substitute for parking at Kingsford Smith airport (one can tell from the luggage while they wait for a taxi). Also camper vans awaiting sale as well as trailers. I don’t think the Vouncil has any interest in acting.

	Finding relevant Information or contact person. 

	The slow turn around times and the impersonal nature. Although speaking to someone on the telephone is usually no faster but at least speaking to someone gives you the sense that something will be done about the issue. 

	To get someone to get back to me.

	The system used is old and very difficult to navigate. I am well educated with a lot of experience using online systems and tech. I was told i had to resubmit my application after I finally got it accepted because I had to include my address with the proof of registration of the same vehicle I have registered for parking every year for the past 10 years. I also have to send the council a copy of a document that *they sent me* (rates notice)

	Finding information that you want.

	Finding someone to actually answer my emails.

	Nothing 

	None

	Having the matter dealt with seriously. 
But the bigger issue is the lack of strategic innovation in the council. Most issues are identified and dealt with one complaint at a time. There is a lack of foresight in risk management around service. Something has to break before it gets attention.

	Really hard to navigate to issues such as booking classes at LPAC or asking for an extension to membership or reporting rubbish to name just a few

	Not all services are available online 

	Getting a password and navigating the site.

	Actions not physically followed up had to follow up 3 times.  

	Getting enquiries seen by the right department, it’s all very slow 

	Having to log in for everything is completely painful

	Waiting for a reply in within 10 working days. Sometimes there is never a reply!

	No issue - this was booking waste collection and the portal was fine. 

	Having to make multiple entries eg when needing new bins I need to do one entry for each bin.

	As above, a useless website with the most rubbish illegible branding, it doesn't have to be artistic, just make it functional, because the simplest of tasks are frustrating and difficult. Do some UX testing and see what real people do when they try to achieve the simplest task on your website.

	Having no Au address or contact means online is the only option..

	Not quite enough information in the responses but the person I dealt with was friendly 

	Copy and paste answer and so have been ignored pretty much! 

	I have reported dumped rubbish late at night and I have been most impressed by their prompt actions to resolve

	In relation to Tree Pruning request it was difficult to lodge this accurately on the website. 

	There is never an appropriate section for my request. Too specific, needs to be broader

	Council responding to enquiries... had to report an issue more than once to get it resolved 

	see above re online

	Being able to accurately describe my issue using the online service, and getting an actual staff member to fix the problem. The whole system is just frustrating. I lodged a change of postal address online, my next rate notice still showed the old address, I went the Customer Service desk at Ashfield and the staff member couldn’t fix it on the spot, she still had to lodge an electronic request! No one takes responsibility for any of this.

	logging on

	Having the answer provided being in a reasonable time frame and/or being the answer to the question asked instead of a stck standard reply to a question not asked!!

	THe time to get a response, and the unprofessional conduct in responding. It lacked empathy and understanding, or any acknowledgement of error on the council's part

	I find the online website unclear unfortunately. Sometimes it takes me ages to work out how to do what I need to do. The online website needs to be crystal clear and simple to use. 

	The website itself. I can navigate it reasonably well now BUT it doesn’t retain changes. Years ago I tried to change my email address and every year since I need to ask a customer service person to update it. I’ll possibly have to ask again this year.

	Finding the right contact and person to speak to so we can have an answer in a reasonable time.  If it is too hard to make contact then it doesn't encourage people to do the right thing. 

	Trying to locate the exact service I needed, or questions/issues pertaining to the service.

	Next steps of process not always clear and logical

	Finding the right service on the website 

	Getting the request completed effectively and efficiently

	As above.

	As per above 

	I thought it was easy to submit a request to collect waste in our neighbourhood

	I used it to search for information and it was relatively simple to use.

	None.

	as above. council seems unaware that most people use a mobile phone for the internet. Team responding to queries do not seek additional information and instead close off queries after a half-attempt 

	No challenge.  I have worked with computers for more than 50 years and I have 15 on my home network.  I use online to report garbage dumping in my back lane. occasional (rare) missed bin or replacement bin.  Easy to use and works fine.

	Having a concern  actioned in a timely manner.

	Same as phone. 

	dont action the query

	No problems.

	No challenge.

	I really havent had any challenges yet

	Sometimes it takes a long time to resolve issues, also I use Snap Send Solve, it is not always intuitive who needs to solve things - for example a sidewalk issue was really a water issue which means it had to go to sydney water and not council, i don't know enough about your processes to know this, surely you can shift the issue as opposed to requiring me to re-enter everything

	Getting something done in a timely time frame instead of pushback.

	I am dealing with a machine with limited options available. Some of those options are relevant. Often they are not. I simply send an email to council's email address, hoping that somebody will open it and do something about it.

	None, totally satisfied

	Council do not react to parking requests

	Getting the matter addressed in what I consider to be a reasonable time.  Yet I see the council trucks driving around on the street, often passing by a matter that they ought to address if they were proactive.

	The Website interface simplicity and trying to make an online rubbish pickup booking but you need to create an account which is mandatory. 

	Sometimes navigating the website to find the information I’m looking for

	locating the area/section that was applicable to my query

	Trying to book council clean up

	They told me council would get back to me but no one came back to me than i rang again left message again still no one came back to me, very upset 

	My account was lost and i couldnt reset it 

	No real issues…

	timely consistent answers to questions and willingness to meet community at development sites

	Can't always find what I'm looking for, especially if I'm not sure if it is a Council issue/responsibility. 

	Uploading photos efficiently

	I was required to register as someone living in the area and the registration process did not work.

	Finding my way around. 

	Same as previous question

	Often unable to find the exact location of the item I needed.

	Don't always find what I am looking for

	Long time to receive replies and some ambiguity in the answers provided.

	The system is very poorly designed and it is hard to find the correct destination and to then either request information or to provide information. Needs root and branch overhaul.

	Terrible website

	The software was hopeless

	Inaction on council's part.

	The website is really outdated and not very mobile friendly. 

	That my question is clear 

	You have to go through a few hoops to get a booked pickup booked 

	I cannot find the information required; I'm inundated with information that is vaguely connected but not useful;

	Appropriate staff (ie working in the area of the issue) are never available to discuss/ provide advice about an issue. 
Response time is way too lengthy. 

	No reply

	The web experience is sometimes a little buggy

	It's pretty dumb, but an example is that my bin keeps going missing. The way the replacement bin service is set up demands that I select a bin size, I have no idea what size my original bin was but the one I have now is definitely smaller. I just wanted a like for like replacement.

	Finding the correct place to submit an inquiry or report that is not listed

	Turn around time and having to log the same request over and over again.
eg. cleaning and removing graffiti from the bins on the main streets of Marrickville, clearing the gardens of rubbish, cleaning the footpaths, removing rubbish and graffiti in Council car parks

	Finding the correct information

	Giving feedback on local issues, such as bins being strewn all over the pavement, or pavements being blocked by objects and rubbish, and no easy way to report it. I tried SnapSendSolve but it didnt seem to work, and it is hard to fill the fields on a mobile.

Also, consistency across areas in the council. E.g. we have lived in our owner occupied house for 4 years, but still receive the ex-owner's council mail. We have said many times to change it, with no result.

	I don't use a mobile phone or digital camera

	Navigating around the website or getting any current information on my DA application

	Not all the information I required was easily available. 

	Useless website. The "my Portal" is atrocious 

	Logging on plus searching within various pages for the right information. It needs better navigation, better copy and new images. It is written for council staff not users who do not understand council rules and regulations. Deciphering regulations regarding trees requires too much time and effort. Clarity is required in the content.

	user interface is not the clearest to navigate and not necessarily optimised for mobile

	the time it took to get a response

	Technical issues 

	the website 

	1. The impersonal and uninformative email replies when a matter was brought to Council's attention. 2. Dogs in parks and inadequate signage/patrolling by dog rangers/fines or other disincentives for dog owners ignoring the law.

	I don't think I've had any. It seems to be a pretty good system.

	Customer experience technology needs serious improvement, including the ability to reply back to tickets (not the current one-way 'no-reply' communication style that currently exists) and we need a mobile app for submitting service requests for better customer experience on the go (or proper integration with Snap Send Solve).

Staff need to be genuinely more caring and solutions focussed, rather than trying to complete tickets as soon as possible and avoid work. Need a completion survey sent out of every ticket, was your request completed successfully, and how was your experience / how are you left feeling. So it’s not just about how many tickets council has ‘completed’ it’s how many are completed successfully from the customer’s experience.

Need a better, more transparent way for the community to submit big picture ideas - such as a UserVoice style submission/voting system (e.g. https://feedbackportal.microsoft.com/feedback/forum/ad198462-1c1c-ec11-b6e7-0022481f8472)

	Council tickets are resolved before the underlying issue is resolved. I have multiple examples of where tickets get resolved with a promise of a fix within a specified timeframe that does not eventuate. This means that the customer then has to remember to follow up and raise new tickets. Following on from this it should be possible for customers to reopen or close tickets.

The IT system is completely unfit for purpose. Whilst it is great that Customer Service stalls have been a focus from Council for people that do not have access to the internet, most people do not have time to go out of their way to visit these stalls. Council really need to modernise their IT infrastructure to allow residents to ‘get stuff done online’. There needs to be a native mobile app as this is the device that people primarily use now. Woolahra Council have an app that allows you to quickly and conveniently place requests for:
* Waste and recycling
* Street cleaning
* Tree management
* Road and footpath maintenance
* Clean-up collections

Summary of issues with the IWC online request form:
1. There needs a much better solution for mobile devices - a native app, that can use your current location as part of the request. This would make reporting issues so much faster.
2. The IWC request online request form is generally very slow to use - lots of loading which locks up the whole UI. 
3. There are lots of random errors that get produced when using any online council service e.g. "Application Error Occurred..." and "System.OutOfMemoryException". 
4. Searching for categories is painful. As soon as you type it should provide relevant results but it is either too slow or doesn’t work (on mobile)
5. There a separate tracking number to the application reference which makes things very confusing
6. When raising tickets without logging in - Council have removed the ability to track the request.
7. PDF attachments to tickets cannot be downloaded at a later date.
8. Duplicate tickets show in My Requests with the same number 

Summary of issues with the DA Search/Submission Form:
1. Again general slowness, and random connection errors when scrolling through applications.
2. It is not possible to share links with other people for a specific application/DA. Each DA should have a unique (shareable) URL that is accessible from both desktop and mobile (regardless of whether a user is logged in or not).
3. Currently when sharing a link users get directed to a generic IWC login page which causes a lot of confusion. Logging in should be done as a dialog overlay on the page and not a redirection, especially given it is possible to browse as a guest anyway.
4. When creating a submission for a DA, it is only possible top enter 1000 characters meaning that for complex DAs, users will always need to attach a document which complicates the process and prohibits users from submitting feedback on their mobile.
5. The layout on mobile is terrible e.g. the lodge submission button is hidden under a generic arrow button which gives no indication of its function.
6. The layout on desktop is also terrible and the fields are not sized to your screen.
7. There no clear indication of the result of a DA application e.g. PDA/2021/0213 is marked as 'Issued' and DA201800274 is marked as 'Determination Issued'. What do these mean - why can a user not see if the application has been approved or rejected in a plain English field? Or at the minimum have a lookup of what the terminology means.
8. When a DA is complete, both the Application Stage and Status fields mark the DA is 'Determined'. Shouldn't the Application Stage be Approved/Rejected so that it is possible to filter results based on this? 

Issues with responses to tickets:
1. Too process driven (i.e. to close the ticket off) rather than being customer focused. For example I recently raised a ticket about referring to previous tickets I have raised whereby every time it rains heavily a stormwater drain cover comes off, a child was injured falling through it so I requested a longer term solution to prevent any further injuries. The ticket has been closed with a work order having been created but no action has been taken that I am aware of.
2. Tickets are closed off with generic responses to specific issues raised “A work order has been created and issued to the maintenance section who will arrange inspection within the next three (3) weeks”. This means that I then need to phone or email to try and get more details on what exactly will be done.
3. Email addresses and phone numbers are provided that are not monitored (e.g. for Civil Works). I have tried to clarify responses and was unable to get through many times. The main phone line were unable to answer my questions.
4. I received a passive aggressive response to one ticket that completely tried to deny my experiences and photo evidence.

	I have reported several vehicles through the council website that were unregistered or abandoned. The process to report them is easy but getting action taken isn't always so easy. For example there has been an unregistered boat on our street (National St Leichhardt) that was reported in December 2022 and a car reported February 2023 and as of 15 May they are still there. Every month I have to follow up on these and each time I get a response that they will look into it but nothing happens. In the neighbouring streets there are several other cars that also have the council notification stickers on them and that have been sitting there for several months.

	As above. No easy or practical application. 

	Getting action rather than council blaming Sydney water and vice versa

	It’s shit and confusing. And English is my first language and I am well educated. 

	needing  multiple logins and services not all being in the same place /website 

	None

	Navigating the ridiculous, time-consuming, dark-ages council website and its knotty layers of government to find the information I need. 

	There are too many different categories to see at one time on the screen. Sometimes it's difficult and inefficient to get to the service you need - eg. Council library catalogue searches or the opening/closing of Council parks/sporting fields in poor weather conditions.

	Found online service to be a bit tricky

	Website hard to navigate.
Difficult to log on

	Understanding the language used: the terminology used is not clear and concise 

	Knowing who to speak with. 
Staff are very under resourced and rarely respond (except for Urban Ecology who are excellent). 
Turn over of staff
Silos with in Council especially within Parks.
Sometimes getting through on the phone can take more than 30 times and sometimes I have rung many times before getting through.

	Getting someone to respond within a reasonable timeframe

	Often would rather push you away then address issues raised via enquiry

	Generally ok, but navigating can be difficult sometimes and being able to access up to date information is not always as easy as it should be

	Complicated navigation.  System ignoring data entered.

	The website is confusing and is not simple to navigate

	Confusing website login services

	System navigation. Key word searches for requests not able to identify the specific issue. Terrible.

	it's clumsy and not designed with user experience in mind at all

	It is not designed around the tasks I am trying to complete. It's based on what the software offers and what council internal processes are involved

If you need to provide PDF of instructions to request a parking permit, you're in trouble

	N/A

	no challenge so far

	clunky website

	No one actually does anything. All talk!

	The tree team have ignored my complaint for the last six months - I don't have time to keep following up via the phone.

	It isn’t intuitive and takes considerable knowledge and time to go through. 

	Not hearing back from anyone. And/or receiving a response that is dismissive without Council asking any further questions before making a determination.

	Finding the button to get on to the online portal - the 'get it done online' button is surprisingly unintuitive. Understanding options on the portal. 

	Navigating through the portal.

	Feedback/confirmation 

	Not easy to find the specific resolution or issue on the website that I am after, find that there is too many options to click through before getting to the one I want. The website is a bit clunky and lots of information so hard to read 

	Systems chosen by council are not user friendly. Digital systems should be intuitive. These are not.

	Convoluted log in process. Very little information is provided regarding your specific enquiry or request.

	It’s not the easiest to navigate threw

	Finding/ searching the right page

	no dramas, just not that intuitive.  better design of the site would be good.  
ie; just have a button that says waste removal - blue, red, yellow, green and white (hard rubbish).  Run a competition with the local design or IT schools, UTS perhaps - bet they would come up with some amazing ideas.  You could make the prize related to the work - ie. use their design, give a small scholarship or even a 6 week internship.  Just an idea!!

	n/a

	Finding the appropriate information.

	I managed to find the right way to interact with council but it took longer than it should have.

	Online enquiry was not actioned despite following up multiple times 

	Dealing with the DA lodgement and getting clear advice about what would be accepted

	As above 

	My isssues were all resolved, no challenges occurred. 

	The website is poor cf other councils
often areas not updated

	See above re no real 'online' experience for the DA process.
Website is difficult to navigate. Some things are not straightforward and need navigation to multiple pages i.e. applying for parking permits

	Locating the correct link and page

	My queries were directed to someone who could help me. However, I always found that the responses I received were just paraphrasing my initial query and not answering the question. I am very comprehensive and attentive to detail when I write to Council, yet the answers always seem to be too vague or add zero value. I feel Council doesn't want to commit to anything and therefore the responses are always disappointing. I'd rather them be honest and say what is possible and what is not, rather than getting a diplomatic answer that makes me feel I just wasted my time contacting Council.

It feels like there is an internal compliance-tick-the-box exercise where staff must respond within a certain period of time. The responses are never appropriate, and I believe this is possibly because staff rush to respond within 2-3 days, as opposed to sending a courtesy email acknowledging the query has been received and taking time to really evaluate the issue and provide a reasonable answer.

	not being able to find what I want

	Council search bar on website does not direct you to anything you search for 

	The online form was easy to complete, BUT the matter was not addressed despite promises that it would be taken care of. It has been over a year now since the problem was first reported.

	finding right information to meet my questions

	TRYING TO FIND THE RELEVANT TAB

	Getting any action! Allthis bullshit about listening but nothing happens! 

	hard to navigate and difficult to find answers

	A bit clumsy in terms of finding things I wanted to know

	Many many options! 

	The development information and navigation is very complex. 

	None

	outdated information as pages are not updated in a timely manner one  VPAs not updated since nov20.  search facility does not respond to parameters one eg business papers for a particular results in many years.  financial data is not published in a timely manner eg it usually takes a month or more to publish previous month data for services and capex. no redirection is put on pages that have been renamed in links.    

	Everything as noted above. It is an expensive, garbage system.

	Categories and finding the right information doesn't always line up with the categories and tabs. There is no cross referencing available, when one area relates to more than one tab.

	When submitting a request for information it takes literally weeks to get a response.

The system is convoluted, not updated consistently and not in plain laments English. 

	Poor modern service. 

	None. I only use them for Council pick up bookings. 

	I am part of a local community group that has made several submissions to inner west council public consultation processes. Most of our suggestions have been ignored, and council has not responded to any of our requests to meet or offers to collaborate on projects. We have not been informed of the outcome of any of these processes - we have had to find them out for ourselves but reading council meeting papers - and our submissions have been misinterpreted and/or misrepresentated in council's engagement reports. An example is the recent EV Encouragement Strategy where several local climate groups made submissions asking council to stop prioritising cars over bikes, and to follow its own integrated transport strategy and transport hierarchy. These suggestions were ignored without any explanation from council. 

	As before hard to navigate DA system.




















	[bookmark: _Toc144728211]Imagine it is the year 2028. How would you like to interact with Council?

	online, on the phone and in person

	App

	With technology that is available in 2028.

	I’d like to be able to easily report issues on the spot (like snap send solve) and actually get a response from council (rather than waiting ages like we do now). 

I’d like to have a web chat option to answer quick questions - maybe even chat GPT could help with the simple ones! 

I’d like clear options to escalate an issue if I need to. 

I’d like to feel valued for my contribution to helping keep the local area safe and tidy by reporting issues. 

	Completely digital. 

	Via an app 

	I would like to be able to access a website that offered a clear, informative and accurate pathway to the thing that I was considering doing.
I would like to be able to access a website that offered an up to date timetable of lane availability and classes at Council's aquatic centres.

	Anything that's annoying I don't want to think about. If i need a replacement bin it should be something I can do in 2min on my phone and track the progress easily. I want to interact with Council on the good stuff, arts, Libraries, etc...

	On line

	A mix of in person and online. Sometimes it’s good to speak to a person to explain. Emails can be lost in translation 

	Easily and effectively  using whatever the relevant technology of the time is.;)

	Seamlessly. 

	That is easy. No more inner west. It would be back to 3 councils. 

	Preferably through a web chat bot or app

	I hope the council has been completely overhauled. What a joke the council is. Removed my large bin, game me a small one in a house with 3 adults and two teenagers, no engagement, I asked to remove a dangerous tree, denied. Tree then fell over damaging property. Your very quick to send $10,000 to Lebanon (why would a local council do this with ratepayers money? This is a federal issue) yet make it so difficult for your ratepayers. None of my applications have ever been approved, yet you take my money and provide zero services. 

Now you are going to make toilets unisex, wow, how out of touch are you? Now when my children go to the toilet, I will follow them in with the other 1,000 parents where is it no longer safe for children to head into bathrooms by themselves. 

And seriously, can you destroy Norton street anymore? 

Incompetent at best.

	I would like to be able to raise, track and be notified of everything all on my phone. My experiences with staff are always great, but I only go in person if it feels to serious to do online.

	Talking to real people in person of via video so you can see, hear and talk to them

	Online and without friction.

	In-person and similar to what is existing (ie. website, enewsletters etc)

	23/7 service, chatbot plus real staff - world is not Monday to Friday 9-5 anymore. Later opening hours at libraries as multifunction venues with a support officer where you could also get anything done with council at the same time.

	WTF!!

	In a timely manner. Not much use contacting council in whatever form is available in 2028 if it takes too long to get a response

	Applications will be processed in a timely manner and we will be able to get quick answers to urgent enquiries

	I'd like many options: on line, face-to-face or via email of phone.

	In 2028 Id like to interact with leichhardt council ONLY - as i had previously done before the merger. Things have gone downhill since then, so I would like to see the demerger (which we voted for) actually followed through.

	With honesty and openness. Without euphemisms about ‘villages’ and ‘voice’. I believe the huge entity that is now the IWC was created to over-develop the inner west. Sadly, I believe that purpose underlies the positive changes the council proposes. 

	Three community based Councils representing the community providing assistance and support to the community.

	I would like council to do what it’s paid for. Keep our kerbs near, pick up garbage when they’re supposed to, and answer online queries usefully 

	This is a stupid question.  Who knows what technologies will be available in 2028.  Fix current services.

	I'd like to only be contacting the re-established Ashfield Council by phone and in person.

	Electronically and face-to-face

	Prefer not to. Get rid of the useless dead wood that exists in council and employ staff that has empathy not attitude towards the residents that pay their wages. Inner west is the worst council I have ever encounter. This is a common sentiment amongst the majority of local residents. And yes the Planning and tree services departments need a good shack up. 

	An engaging mix of messages, information and input on my part. A more open communication between ratepayers, Councillors and staff - in 2023 these three seem often to be working at loggerheads. More holistically across the Inner West - with common threads drawn between areas as diverse as Balmain and Ashfield. In community locations that are open and inviting like Little Big House and not in places like the concrete jungle of the Ashfield Civic Centre or the stuffy old erstwhile town halls.

	Not sure

	Mostly digitally, more involvement of community through an app would be amazing 

	See less my via my phone app. 

	TBA 

	Hopefully face-to-face or call centre option is still available.

	Online

	face to face

	Online but having the option to chat with a representative (online).

	On line

	Keep up the good work

	Website and council apps are good but need to ensure navigation is simple with plain English headings. Some are a little obscure if you don't know exactly what to ask for.

	I still would like to be able to talk to somebody

	telekinesis 

	I would like a clear definition of who is responsible for implementation of councils services and an a rapid response to enquiries and concerns. I would also like to think that council would be improving core services such as road services, management of footpath and parks, rubbish removal, graffiti removal and providing an amenable environment for rate payers and residents.

	Still via a phone call for the personalised touch

	APP

	Website.  A decent one that is not so busy it is so hard to use.

	with humans, not machines

	easily! with a properly integrated user-centric 'nudge factored' website so if you send me a rates notice I just click the pay now button… and click paypal like I already do so many other bills.

	By that year I would be delighted to interact in any way!

	Same as today.

	By telephone, in person or by email.

	Greater focus on delivering improvements within the Inner West area - streetscape, roads,

	A lot easier than now. Processes for permits and other licenses would be streamlined. Council would have a wonderful sustainability initiative and could earn its mantle of the greenest council. Access to these services would be easy.

	I would like to cheerfully wave to council rubbish trucks as they drive by without hitting my car and hopefully never really interact in any other way 

	Digital sign board at the station showing what's happening.
Phone app for when I actually need to make contact.
Preferably no contact is necessary because the council does its job without issue.

	Human contact in person or by phone.  Or online.

	Still have access to a person on the telephone to answer questions that may be difficult to find online.

	Online chat function 

	still human to human

	I would like to have as little to do with council as possible 

	less graffiti

	ChatGPT. I would like to be able to go to the website and ask a question using my voice and then a high-quality answer being returned via I well configured AI. 

	reminder emails, an easy online process through an app or website

	much the same way 

	Same as above

	Via the phone

	I would like this experience of Council being a dense bureaucracy,avoiding timely direct customer interactions to be reversed.
I’m not confident given the politicisation and disharmony at the top which undermines a singular focus on improving core services as the raison d’être…and the endless distractions on more festivals,causes,funding grants etc as opposed to getting the basic services of local government right (roads,rubbish etc)

	Telepathically or by Brain Pal technology.

	Hologram (jokes). Phone and email is fine, it just needs to be a bit more time efficient. 

	I'd like to have my enquire responded to 

	I would like to see action with concerns riased and reported ny the public

	interactively via internet  

	via an app

	Online or face to face or by phone

	can't tell

	Same as now. Which is why I don't like the idea of a demerger. It would inevitably disperse resources and lose the economies of scale the Council now has.

	Collect my bins on time please. 

	Via website or app

	Hopefully I can still talk to a person and not AI.

	I would like interactions to feel less like an 'us versus them' and more collaborative in looking to achieve the best possible outcome for all parties involved, rather than the best possible outcome for IWC.

	Council as energy supplier fit the area including green hydrogen

	I would like to be able to interact via a web service and text-based chat services (since I am increasing deaf and the phone call centre simply doesn't work for me). Council should use Digital Identity so that I don't have to keep typing in my address and other information. I should be able to see a log of all tickets raised (however they are raised) and see there status. I will NOT be getting a computer generated PDF letter to tell me a request has been completed (even though it hasn't!!).

Hopefully I will not be repeatedly asked the same questions in engagement exercises for which I have NEVER ever gotten follow up despite repeated attempts. 

	Telepathy? LOL... The site is decent, there's a lot on there and I don't love the UX (sorry UX team) but it works. 

	i wouldnt 

	AI assisted web based applications  & resources

	Easy access to a staff member face to face to ensure that any concerns are clearly understood and addressed. Creating tele conferences offshore (as most companies are currently undertaking) would be disappointing.

	I would like prompt responses and the courtesy of responses to emails within 24 hours.

	App

	Online 

	phone

	Online 

	Still online but speedily and more efficiently 

	same

	Just keep rates low, amenities maintained, fix Norton Street and otherwise get out of the way

	online for a more timely resolution

	digitally initially, followed by video call where required

	thought processing

	Speak to an individual

	Who knows by then....

	Online, in person, on phone or app. Real people, not AI.

	I'd just like council employees to not be stupid

	I would like them to acknowledge that there is a problem with parking on my street and actually do something about rather than the council rangers receiving payoffs from the local car business to take up all the parking in the street and not get fined for it.

	I’d like something that provides a real time response  through a chat function

	Positive relationship and effective responses 

	Hope I am still around to interact at all.

	online, over the phone and I still like to be able to go into the council offices when necessary

	I would like to not have to interact with the council, and have our street looking clean and maintained. If not, I look forward to de-amulgamating for the inner west council so that Ashfield can get better results for its residents.

	Telepathically to AI interface

	online via the login
Face to face quarterly events 

	online.

	The same as now - only more streamlined virtual services.

	What a stupid question 

	Have Council respond efficiently and effectively to resident concerns. To be treated with respect. Council went against local residents' stated request in a survey and changed parking arrangements in my street, causing endless stress, and are doing nothing about it even when it was discovered that Council had acted against residents' wishes, in fact one single staff member, who no longer works there, did this. Despite this being known, nothing has been done about it. 

	With people who understand council services.

	Via an app and Web site

	I would like to be able to actually talk to someone. I would probably be asking them why more trees were not planted in my local area to replace those removed ten years ago or even five years ago. Hopefully we could agree that some should still be planted asap.

	User friendly website and electronic services

	Via telephone and via online/app

	as usual, if it works why change it

	I'd like data to be made publicly available so this minimises the requirement to reach out to councils, an example of this is an online tree registry showing what trees are protected.  Online council decisions such as the https://data.frankston.vic.gov.au/ opening up their Councillor decisions.  Be more transparent and open, introduce smart technologies via an open data portal.  Self Service tools around getting access to data.  Providing more digital services but not app related more website such as https://www.geelongdataexchange.com.au/pages/home/

	As is if on-line rate payments are simplified 

	An app based system tailored to me - a pedestrian, a woman, a bike user, a sole trader, etc

	Through app and chat

	Rarely because everything worked perfectly 

	i am happy with the form of interaction.  but the forms need refinement.  for example, the online portal for DAs doesn't work properly.  my DA was approved in April but the portal noted and still notes "under assessment".  So my architects did not know that the DA was approved until i called the council in May to chase up approval.

	Better street lighting, tree management approval to remove trees that cause huge issues on our small plots of land, pavements fixed, streets cleaned 

	Email app phone or zoom

	n/a

	Can not think that far ahead 

	Telephone or kiosk. Online as well.

	Never-hope to have moved to a cleaner area with more transparent council that works in the interest of ratepayers.

	Email

	Same way, face to face if possible, or online/phone.

	Email is fine -as long as communication is clear and actions follow

	Live chat, a really cool app. New welcoming branding and friendly customer centric team members. At the moment I feel like I'm dealing with Telecom in 1987.

	In a perfect world no interaction is best as it means everything is humming.In reality in such a diverse organisation simple web site information,email and text messaging. Technical commputer people should look at the programs from customer viewpoint.The DA interrogation process should be simpler 

	Efficiently. Information and services should be seamlessly integrated via customer portal accessible via smart device and desktop. One common user experience

	Get Real - what a question!!!

	I would like a council that was fair and followed policy

	Happy to use online. Just sort the website out.

	Not much 

	Anything would be better than it currently is

	Via a medium that receives a response is a good starting point whether it’s 2023 or 2028. 

	I don't want to interact with Council other than for basic services and when an issue needs to be resolved.

	I would like to be able to submit a request to Inner West Council via my automated AI assistant Sally and have her provide immediately provide a response from the Council. 

	face to face is still a good way, or a very good website

	Same as now

	Automated street specific sms updates

	Robots.

	The same 

	Deamalgamate. It’s clear the council is now too big. Maintenance (weeds etc) is far poorer, garbage collection not as good (constantly they drop rubbish on the road) and getting through on the phone takes forever. And PLEASE stop using petrol gardening tools, they pollute so much worse than cars. 1 commercial leaf blower used for 1 hour is equivalent to drive 1770km in a car. 

	Hopefully from this side of the grave

	Visits to local area by council staff. Zoom sessions to interact with council on anything of interest. Stall at a revived Newtown Festival.

	Face-to-face with councillors meeting people in person in the local community. Also via online, in a system that is responsive and easy to navigate.

	More understanding and projects done also listen to the disabled 

	Email and online.

	I hope.that Council still operates face to face services from their offices.

	Digitally of course, but a rather silly question since one does not know what technologies will be available nor what will be deployed by Council.

	Call (or online), get someone who can help and action the issue swiftly.

	TALK TO US... WE ARE YOUR PEOPLE... We are the people who live here.... and when you talk to us, understand we are educated, and by living here, we are INVESTORS in the area. We chose to live here but in three emails - I DID NOT GET ONE REPLY.... That was quite rude ... MANNERS win hearts!

	Be able to call someone and speak to them directly and know that they've understood, and will work hard to find a solution, and if not, escalate it for discussion or creation of a new solution.  In short, listening, caring and innovation.  Enough with the digital - we need more personal interactions.

	I would expect council to adopt a customer service philosophy. My past interactions with council have been very negative. 

	The same way as I did in 2008

	app / phone

	Online but with a personal touch.

	Not have to because they are doing their job correctly and as advertised 

	I would like Inner West Council to ACT rather than constantly breaking your promises.

	Online portal

	mobile web friendly where i can upload pictures / issues that are triaged by council

	Online and email

	Council does their job properly so I don’t have to interact 

	online

	Aways face to face especially in the future.

	An app only, with digital services that actually work

	I would like the Council to be  de-amalgamated/demerged and I would like council to have staff and systems partner with rate payers/residents/businesses so that we have a thriving and collaborative community. Better work order on line system and accountable human staff on the phones that are properly skilled and powered to provide care/support as needed.

	Easy access to a real person when required. 

	in person

	Almost exclusively electronically, no need for face-to-face which is costly to provide.

	I should be able to call or email the appropriate responsive council officer directly in a demerged council that is not too big to do the work. 

	Online and face-to-face 

	I would like to interact with a smaller council and deal with real people who know me.

	Council App or website 

	Online without login issues.

	via an app! 

	I will unfortunately probably not be here

	The same way

	The way we are going with everything I strongly feel that we will be communicating in the future with 
Sound Effects Only that way everyone all over the world will be able to communicate with each other
It will be the Universal Language - " SOUND EFFECTS "
English will be at Number 2 for a short time only as it and all other languages start to fade away and disappear.
This is My Futuristic Prediction.  

	A council that actually cares about the residents that live in the community 

	An app would be great but it would have to be better than the website. It would be much easier to organise something like a hard rubbish collection by quickly uploading a photo of the location and the items rather than the deep description and deciding whether it’s really on the front or down the side of the property 

	I just want you to listen I dont care how that is done

	Virtually

	I hope they will all be abolished by then.

	I just want my issue resolved and a return phone call. Let’s get the basics right before looking to 2028

	On line

	face time or video link please

	Telepathy 

	email

	Online.

	Telepathy?

	Hopefully with just Leichhardt council, and not Inner West

	In a way that is flexible and customer focused. 

	Not much different to today but with a more user friendly system to report dumped rubbish and other issues through mobile web

	Not a chat bot 

	Via an app on the phone

	In 2028 i hope the Council will still employ people to interact on its behalf who are knowledgeable about the various processes and products and able to quickly resolve issues. Some of the frustrations I have experienced have been because of policy decisions and not the personal interactions...the staff have been terrific even if I have not ended up entirely happy with the outcome. resist the temptation to outsource to call centres or AI, or autmated reposnes

	I don't mind an automated/interactive/digital system to find out stuff, as long as the information is current, providing when the human interaction comes in to play that there are staff on the ground able to respond and action. Long wait times, low response and action rates are what in turn makes people frustrated and show much disdain for the service. I'm sure it's not fun for the staff to be on the receiving end of people's frustrations either.

	For the council to be deamalgamated and for council to get out of resident's lives. Focus on collecting the garbage, keeping the core services running and stay out of resident's development needs

	Phone, without the waiting time.

	Clear information, simple interactions.

	Actually, I'd rather not have to interact with council, ie. I'd like council to be more proactive in ensuring that footpaths are kept clear of overgrowing vegetation and trees that have branches at head height.

	Still by phone and email.

	Online !!!!

	Ideally I wouldn’t. Council should operate seamlessly behind the scenes. They should be readily available to answer questions and concerns from their residents. They seem to forget that they are there to govern and manage resident affairs and exist for the need of residents, NOT the other way around. 

	I think I would still like option to talk to someone 

	The council is ineffective, inefficient and should be de-amalgamated as soon as possible 

	Not sure don't know if l'll still be alive.

	Ooops - don't know!

	online only

	I guess there will be more online but I still do prefer to do things in person.

	While people like me are comfortable with online access to all sorts of things we need to remember that there are many older people and less fortunate people that either can't use the internet or don't have the internet. The communication strategy needs to consider a very wide range of capabilities and methods to access and consume information from Council.

	Instant message

	The same

	Totally online or through chat. If I need to speak face-to-face I would prefer to do this via ZOOM or MS Teams.

	In Person! I like seeing or talking to a real person and that will never change 

	With appropriate accountability

	face to face, online, phone

	On-line but they would respond and not fob me off.

	By knowing there is an actual person to talk to with any enquiry. 

	Chatbot, website (laptop / mobile phone), possibly via Alexa, Diri etc

	QR code to relevant services 

	Find someone who will take ownership of problems and report back to the Copmmunity.

	I just want you to simply empty my bin. If it is missed I just be able to one touch in the app tell you my bin was missed. I don’t want to fill out copious amounts of detail everytime. Also, should be able to trim large overgrown trees dropping on to my house. No remove the tree but non native over grown trees should be trimmed. 

	Digital and paperless with a quick response.
Quick action is important, less red tape.

	Via sms 

	The less interaction the better.
Easier payments experiences 

	Chatbot that actually works.

	Electronically 

	On line and face to face when required 

	With a completely rebooted planning commission in a face to face, open and timely format

	Perhaps an Interactve council App that offers notifications and more information regarding council program of works 

	Zoom or something similar 

	App or email

	Without needing to call, except where needed to specify further info (ie you calling me, not the other way round) 

	See last comment but add more personalisation, more visibility of what is going on it terms of maintenance, plans events etc. A live interface and map showing all planned it items, with the ability to drill down easily to say my own dwelling, all the way up to a broad picture of the whole council area. Fundamentally a shift in focus to long term visibility would be ideal....I say that knowing that most people don't look past their toes or own backyard and most public services and policies align with this. So probably ignore my pipe dream of logical forward thinking as a private sector consultant jaded by interacting with government for too long

	well, they would need to improve their web page / I have found talking to  a person on the phone is the better way to ensure you are understood and is less frustration than trying to deal with a clunky site

	face to face

	As simple as possible. There are so many issues in the area but we can get no answers and always given the run around. 
Graffiti- not us
Road markings- not us
Night works out front of my house with a guy wearing an inner west hi vis - not us
The list goes on. 

	Online chat function

	I never want to see Mayor Darcy Byrne again. I never want to see his head in the council news. I would like people who work at the council (not the call service people) to actually answer their phones! 

	Be able to access routine info on services online, but have the opportunity to speak to a knowledgable person in some cases.

	Not imaginative - sorry

	Speak to a person after using the website 

	Never thought about it but would like to see more appropriate approvals of home renovations far too many home owners are allowed unreasonable renovations also the removal of trees that block sunlight and are far too big like crossing over 4 properties 

	Positively, but preferably interaction be unnecesary because services might become efficient and delivered in a timely manner.

	Still would like option of. a real person!

	AI should know what I want

	Effective and useful app would be great but nothing beats people face to face 

	Website, email, 

	The same way I do now, either log a service call on line or go in and talk to someone on the desk

	Face to face or phone

	Hopefully I don't need to much but electronically if I do.

	By telepathy - council disregards the majority of residents, so there is little point interacting. It is a difference for most of us in dealing with council. Your staff are ill equipped to handle the simplest request, your priorities are the mighty dollar over doing the basics right and it's a "run before you can walk" mentality with a dash of "look at me". Back to basics would be best. Good old fashioned service. That would be nice.

	I would like to receive proactive suggestions to improve my life in the Inner West relevant to my home and neighbourhood 

	Quickly and effectively 

	Online

	As above. The older I become I like to keep it simple.

	Website mainly but in person or via phone when required 

	Email only

	Existing options to remain - ie still like to have phone option as well as email.
Customer Service form could be reviewed.
Difficult to comment as not aware of future developments in technology  which may impact on future  options

	With respect and timeliness and responsiveness and realistic 

	The council should be coming to me preemptively, before I think to ask. 

	Not at all. Hope you disappear from the face of the earth, you’re a waste of rate payers money.

	The same way. Emails can be good too.

	Online, via phone app, phone if online services are too hard to use

	no idea

	I would like not to have to lodge claims for damage to out property or ask for ratification of rather unnecessary issues.

	I would like to say fix the footpaths and footpath lighting in Leofrene Avenue, and it would be quickly fixed.

	Digitally or in person 

	who knows

	Same s 2023.  It is always nice to have the option of either speaking with a Customer Service person or placing a request for a service online.

	Simple on line engagement with a less clunky portal. 

	Face to face

	There are many acceptable ways but they all require interested, knowledgeable, capable staff

	I would like a response to my emails and letters

	Virtually 

	Via an app

	A council that takes responsibilities to resolve actions of other communities members that dont comply with council regulations. 

	The Council to be there for the ratepayer and not hide behind red tape.

	Face to face or phone.

	Customised App using AI 

	I would like personal interaction - not just departments. 

	The same as now, via social media, leaflet drops, newsletters and pop up stalls

	Apps or website with much faster respond.

	Face to face

	Ideally I won't be. Inner West Council (like Ashfield Council before it) is a clusterfuck of gargantuan proportions.

	In person 

	website and email. 

	Email us fine

	I would like not to have to. Automatically via electronic means

	More responsive 

	Face to face.

	Neighbourhood service centres and good online services. You’d call centre staff are brilliant!

	Phone with a person 

	As little human contact as possible.

	As is already 

	Trained and educated staff who put the paying customer first. Who actually ask: is there anything else. Maybe by 2030 you’ll be one step ahead. Don’t bother with AI, we’ll all lose our shit then.

	Still be able to access some face to face.

	Interactive but when required to speak with someine that is available and timely

	A SERVICE ORIENTED ORGANISATION, ONE WHERE LIBRARIANS AREN'T ANGRY AND CONTROLLING SCHOOL MARMS, WHERE THE GRASS IS CUT, DOGS ARE RESPECTED AND ALLOWED TO BE OFF LEASH, 
MORE GREEN SPACES, CLEAN SHOPPING SPACES, LESS CORRUPTION

	Email

	with a person

	maintain people at the front desk, person to person contact imperative 

	I would like easily be able to call or email and talk to a person who lives in the inner west.

	By the website probably, it can be super quick to use. I know a lot of older people might struggle though, so it would be cool to see an AI powered phone chat bot! But then again, maybe just hire actual call operators for that

	I prefer completely online as long as your website is ultra intuitive and social media is kept up-to-date with the latest updates.  Incorporating online chat and chat bots on your website for some automated common responses would be handy to help answer my queries quicker. If you incorporated IA technology to assist in predicting my needs without having to ask a huge amount of questions would be great. I would also expect that all services are connected in your technical  backend to help serve me better as a customer e.g. if I’ve recently purchased a new car and lodged a request for a new parking permit, parking rangers should be able to see the status of my application on their devices before issuing parking fines given the downtime to issue a window sticker is about 2 weeks. 

	In 5 years I assume it will be the same way we do now unless we all suddenly start living like the Jetsons. So I’ll just say the same way I do now with a person via email, website, app etc.

	Fast efficient well prepared online chat teams.

	I intend to move from Council by then

	Online with quick reply 

	I would be living in Qld 😜

	Simply and easily, without being stressed by bureaucratic madness.

	I prefer personal interactions and like to feel like I'm part of a community. Online services are mostly unwanted from my end.

	In a timely, efficient manner where you aren't given conflicting information!

	I would like the council to be doing it's job, keeping footpaths safe, investing in parks, keeping the streets clean, overing basic amenities and support. I would like to only interact with the council to pay rates and request help to resolve issues - assuming the council will actually help resolve issues.

	Live chat

	As little as possible as the Council is doing a great job.  Have an app for complaints, comments, compliments etc. Know the people who to contact not just a faceless email address.

	Website or app

	Same as now

	Live chat function for simple enquiries - install a bot with a list of standardised responses for most common enquiries. Eg. Live Chat or Zen Desk
Ability to book times easily for a pre-DA consult - visibility to see a calendar and times to book
Ability to see progress of DA submission - rather than logging into another system

	Council app

	Quickly 

	Guess online is the main way but being able to interact with a real person by phone or at a service centre is also very important.

	Online but have 2 way communication available not just one way forms that are limiting. Conversation is still important especially if there is a unique situation 

	Not sure if I will still be alive

	Phone app, direct connection with the relevant department without going through reception either phone or web portal, portal like Planning portal where you can leave questions for council to respond, no more snap send solve or similar where you have to type in so much info before you get to the issue

	With a much more user friendly website that is designed using non bureaucratic language

	Direct message to local counsellors via app that has real time updates on what’s happening in the community 

	Website or app

	I only interact with council when I need something but like to get information from council so Maybe a push notification from an app that I’ve registered for what I’m interested in knowing from council like what events are on nearby

	Walk in counter, mail leaflet, phone

	In person

	As little as possible.

	On line for simple matters, in person for more complicated ones.

	FACETIME

	Via phone 

	don't go changing

	Online

	Still on the phone or email as long the request gets actioned 

	Online

	In any way that produces action from Council as this is not what happens in 2023.

	you (Council) should learn how to live in real world and do your job without us constantly interacting with you

	I would like to get results to services paid for in a much more timely and predictive manner, 4 months plus for DA approval after a long wait for paid pre-da isn't acceptable and ultimately led to the loss of a lot of money. It isn't acceptable and akin to theft, paid for a service that was not delivered nor handled with any sense of professionalism. The officer in charge of our pre-DA and DA was both rude, uncontactable and continually made statements and promises with regards to delivering the service he is charged with that were grossly incorrect with zero regard for the impact it has on the residents. The use of "Covid" is a poor excuse and one that needs to be stopped. We paid in excess of $6K+ for what amounts to a couple of hours (at best) of work. Apart from the monetary side of things, it was just a very poor and unenjoyable experience and did nothing to make me want to deal with the council again. It is about time that the development process was updated and sped up. Adding permitted development would be a good start to alleviate some of the strain and stop grabbing money for things that do not need payments. 

	App

	App - and a better payment system

	To still be able to talk on the phone or come to Council building in person. Hopefully not just online.

	Still be nice to talk to someone I reckon. 

	via my phone

	Digitally 

	3D AI hologram.

	As little as possible but via Mobile app and text message 

	Website, face to face, social media 

	An app that has all features easily available but also the option to escalate things and talk to a real person. 

	Online

	I'd like someone to come out once from behind their desk every 6 or 12 months and visit our neighbourhood to see the issues we face and resolve them

	online, modern, responsive

	More people to people contact not a lost system of online responding. 
I would like to see a peoples liaison group that could represent rate payers not just councilors who are in the case of development applications - detached from the coal face. 

	It's a pleasure to raise any issue I want via a quality council app or website. Simple things like permits and rubbish collection problems are really simple to transact, but it's also easy to raise issues that are unique and don't fit into any obvious category, or that really need a prompt human touch - maybe this could be through a chat function staffed by real council employees? Council is easy to contact at all hours, especially, but not only, if there's an emergency (at present it's quite hard to contact out of hours even if it's an emergency, but its staff are really helpful if you succeed.) 

	Still breathing.

	Internet or phone

	Phone; face to face and app

	Same as I do now. But if I was a 90 year old ( like my husband) then remember they have no hearing, worse eye sight and can’t get out as much.

	Mostly online, but I will always want the option to be able to interact with a real and knowledgable person, either on the phone or face-to-face, and within reasonable time, if the online options fail to satisfy my requirements.

	Via a mobile app that makes sense, as well as being able to call someone if urgent.

	Through an app 

	Efficiently and with open communication

	Staff that apply themselves 

	As little as possible - I'd like essential services to be streamlined.

	online

	Through Marrickville Council, and back to phenomenal local staff (who know the area and don't ask how to spell a suburb), along with an easy online presence and actions that support residents over developers and other negative influences, including those wanting to keep IWC against the residents vote, and put up a poor business case to the state government. 

	An AI strongly trained in Council bylaws and procedures to instantly provide the first level of response and if that isn't sufficient to then forward my query to a human.

	I would like Council to show respect for resident feedback and to take it seriously and find constructive ways to work together.
As a resident it often feels as if the council staff treat us as if our view, as people who live in the local government area, does not matter. In particular over my time as a resident the most dissatisfactory interactions have been with the tree department. I have had very positive experiences with other parts of council.

	Online 

	Online,email,  phone, via an app mostly. Would still like the option to see someone in person to remain an option. 

	its all been said

	just as I do now

	Personally, it would be great if by that time, AI has taken over. 

	Live chat on an app but only if it is intuitive & seamless

	App

	Same methods with offering a channel of choice. Online 1st, in person 2nd and telephone 3rd

	All online if you get the digital experience right. Need easy navigation, clear detailed status of my request, timely responses, and so forth. I usually end up speaking to someone because I can’t find the right info online to begin with.

	Face to face or online via email

	Email

	Not sure

	With a re-engineered web and mobile interface that works and with the lovely people who answer my calls when all hope is lost via the on-line systems (which I'd hope will be replaced with a product that works). 

	At a local council office face to face

	The old fashion way as technology has increased our exposure to all types of scams, fraud and theft of personal information.

	Everything needed in one app. If I log something it’s done quickly and I’m kept informed, not having to wait 4wks for a clean up booking. Technology is used to monitor and fix existing issues without the need to contact council such as known drainage issues and pot holes. 

	In a timely fashion 

	Same as now

	Online but maybe with a drop in centre every so often 

	Chat online with the person at council

	No idea

	Via Inner West app.

	I'd like to be able to find correct, clear information easily online and when I phone council I'd like to get the correct information the first time and not be told different things by different staff. You need to fix the website and train your staff

	Get the City of Sydney's online rates platform.  This is fantastic, you type in rates and ask for updates on s603 certificates and it gives it to you. The system will state if you need to phone customer service.  This is the best system I have ever used.  I have never understood why IWC are dragging their feet.

	Website 

	I’d focus on getting a website, rates portal and email service that’s acceptable for 2023 first. In 2028, a robust self service portal where you can do everything you need on your phone or Apple Watch. An intuitive system minimizing the need for the call center 

	Unsure.

	Face to face.

	Both via phone to speak to a person & also electronically

	I'd hope it was possible to talk to someone who was local, and know that Council genuinely represented the interests of residents, not just businesses and out-of-area visitors. I'd like problems with waste collection overall and filthy, rubbish-strewn lanes just off the main 'entertainment precincts' to be a thing of the past. I'd like to have a mayor who wasn't using Council as a platform for his failed ambitions.

	Council app

	Through my virtual assistant and via my driverless car. Seriously though via my phone app but through to real person so maybe txt assist on website will help

	Well the future would be bright as Darcy Byrne would be gone. At this stage of my life I think that an app is great, but older generations may not be as tech savvy. I do also like a leaflet that comes every now and then

	Make it simple

	As little as possible please

	a mix of electronic and face-to-face

	Confidently and calmly with due level of respect to the ratepayer.

	Same as now.

	I don't know

	I am likely to  be dead !!!

	I can't think past this weekend and my wondering if i'll strike it lucky and Rangers will actually patrol this street at night and book these hoards of people who ignore resident parking signs, especially at night.  Do you need more of them are not all area on these map to patrol?  What is the problem?

	Face to face ... people connection is vital, and let's not get carried away tooooooooooo much with technology, after all the council business is dealing with citizens ... people :)

	I would like a boundary change so I am dealing with City of Sydney. 

	phone

	face to face

	Hopefully the council has demerged and your planning team will have had a complete overhaul... starting at the top. Dealing with them should come with a mental health trigger warning. No joke.

	An app

	online

	In whatever suits the demographics of the area. Online is fine but not everyone is attuned to the digital world.

	A Proffessionally run council with a vision to provide and deliver on the needs of the local community. Council de-merged and focussed on "making it happen"and LISTEN to the community requirements .

	Easily and efficiently.

	Similar manner for local issues 

Regarding DA conditions & approvals etc I don't know but its laborious & frustrating

	the ability to access via online video/chat and receive bespoke service in a timely manner. Every customer should have their personal AI representative, which is there to either solve their query and coordinate it's resolution right up to the query being resolved.

	Online

	I want council to have a clear set of priorities (with community consultation) and want them to be delivered. I don’t want to have to chase council for every little thing. So far this year I have chased hard rubbish that wasn’t collected, the North St Playground that was destroyed and not replaced (despite being asked for feedback at the time and a timeline put in place), Darley Road pedestrian safety concerns…..none of these are rectified!

	Hopefully I wouldn't need to

	Happy to access the website ini ally but like to be able to make a phone call to clarify if necessary

	I still prefer face to face.

	I would like the council to benchmark itself against some of the best councils in Australia.  Brisbane City Council is one of them.  Their services and support are gold standard - 24/7 customer lines, 24 hour development approval, superior waste removal, fox hunting services to remove rat plagues, council support on local issues.   So I would start there.  Dedicated human support is what we need in a time of technology reliance.  Have an app, fab, with updates and communications,  but have it supported by real people that are easy to contact. Not every issue can be resolved through an app, and trying to attempt to do so creates customer frustration and resentment.  I detest having to jump through hoops, and do a Nancy Drew every time I need to get some council support.  So cut out the complicated processes.  Be clear, be transparent, and have dedicated support line with people that we can reach 24/7 first time, real time.  Have the most accessible items at your fingertips. Allow people to receive notifications. Let them opt in for the things that matter.  And make it as easy as Snap Send and Solve to fix other issues.  I could design that UX experience for you.  

	Have a website that works

	I would like to interact with a demerged  council where each area was concerned to give right and appropriate service to their local constituents.
While it is blamed on local government I am concerned that this new council has no desire to change and are determined to ignore the will of the people 

	Email

	Redesign the website so that anyone can use it. Currently you have to find tiny dropdown menus to navigate around. Looks like something from the 80s! I've even rung the helpful call centre who worked me through a query - but even they struggled.

	¿????????

	No change - please don't introduce AI

	I should be able to manage and consume services digitally, simply. Right now it seems like the digitisation of services is disconnected and half done. 

	Through a central, online contact point that can direct my query to the appropriate department.  The department should be able to maintain contact with me and continue to progress my issue regardless of who may have left for their own reasons.  I realise that departing staff generally leave forwarding instructions for incoming mail, and that certainly helps maintain continuity, but perhaps it might be helpful if departing staff handed over details of outstanding issues to a colleague before departing. 

	Not at all !!!!

	hoverboard

	Phone conversation to be still available. Real Human to human conversation/interaction. 

	By phone and on line

	Timely

	Don't take out the personal please. All very well having on line things but sometimes it is most helpful and humanistic to talk to a person

	Emails and/or text notifications with upcoming events
Online portal/app for basic functions, especially ones which you're likely to use multiple times (e.g. booking a bulk waste collection)

	I shouldn't have to. If I do, it will be completely digital and I shouldn't have to reidentify myself everytime I try to use it. This would include garbage pickup, hard rubbish collection. If I do need to call, to have a big enough team that I'm not put on hold or if I am to be provided with a call back service. All decisions regarding local matters should be able to be voted on via online so as we can all have more equal participation in community decisions as the current methods favour an older more conservative generation. If you are serious about making your services more aligned with the standard operating procedures of your constituency I would love to sit down properly and explain how you could better organise aspects of your organisation and what kind of processes would help increase your organisations adaptability and overall resilience in the long term.

	In person or on the phone.

	Message on mobile

	Via an app would be preferable if it could cover 80% to 90% of routine issues

	Electronically and efficient face to face if needed.

	Same way as current time

	In a way that is transparent, easy, open and proactive

	For starters, I would like to be able to park my car in the Council carpark in Leichhardt that is currently taken up by Council staff cars. Stop blocking the exit out onto Norton street with Council cars, and ask the rangers to book themselves. I see them park their cars on Marion street as they wait to book parents trying to pick up their children from the school

	A council specific large langauge model would be cool.

	slow, inadequate responses

	Instantly- no wait times, maybe face to face contact with the right person on app or similar 

	As i  wrote earlier with very little interaction! Council to get on with the job!

	with local staff who actually do the job they are supposed to. Stop wasting time with special signs everywhere and just start maintaining the suburbs properly

	web site, phone, email

	With a person/ people

	By interacting again with Ashfield Council, not IWC, and having to do so very infrequently and by not being regarded as a customer. And being rid of Darcy Byrne who, as it seems to me, is not chary of using the IWC and its wasted resources to promote his ALP career.

	same as now

	No matter what Year, Now or 10, 20, 30+ years into the future: be able to speak easily and readily to Council staff member and feel confident that my enquiry or comment is going to be dealt with efficiently and timely.

	through online medium (both synchronous and asynchronous methods)

	Directly in person 

	Make it easier to fill in online forms or with artificial intelligence (AI)

	Doubt I will be alive.Take notice of this survey.
React.
Do something, positive for residents.

	I will want to be able to interact personally or via written word, without sophisticated technology

	Online

	Website, phone and email.

	Inner West doesn't exist because you've agreed to the terms of the de-amalgamation 

	I hope not to live in a big city anymore

	With an app with 24 hrs response time

	Not at all to be honest, our needs should be being met without any need for contact with the council.

	Access points at key locations eg public squares, greenway path . To get info about the place or events coming and also provide feedback re issues at that location. 

	I don't 

	remotely

	I would like there to be more staff at the aquatic centres. It’s not good enough that the pools are closed because of lack of life guards.

	Perhaps by email.

	call or text 

	Mail

	Via email (if they bothered to respond)

	Have robots with touch screens at your service centre. Better job with service and outcomes 

	If I can use app if not want to be able to use call centre. 

	Prompt and clear responses to residents concerns would be great! We don't need any special interactions just that council is to ensure that it has well trained and approachable staff who know how to interact with residents in a timely manner.

	I would appreciate the form to request a service eg replace street tree, remove graffiti, fill pothole, improve pavements for those of us who are pedestrians, was a simple procedure so that i don’t resort to Snap Send Solve to advise

	By phone with an actual person

	Any changes to roads in the local area. It would be nice to be consulted when supposed road safety measures are being implemented as in a lot of cases these are not well thought out. Some consistency in speed humps size. Some you can get over at 15 -20kph whilst others cause damage to your vehicle if you attempt to go over them at that speed.

	Website, letterbox drop, email and newsletter

	I would rather not have to interact at all. Online services are the most convenient.

	A reduced de amalgamated council   

	The same as I do now, I am very happy .

	A really good council is in many ways invisible. Everything is seamless and streamlined. Rubbish is taken, lawns are well kept, a place is vibrant but  also safe. Development is a tragedy everywhere but having every new apartment builds include means tested affordable rentals would go a long way to keeping the Inner West’s diverse communities in housing.

	Hopefully the old staff have left and people employed are friendlier and helpful

	Phone, email and face to face.

	App, telephone and in person - face to face always works well.

	Digitally 

	App

	Face to face, direct emails

	Online, email and SMS is still fine :)

	Id like t interact with someone who can have a sensible, coherent, sustainable position on trees

	On line

	Easily

	A combination of telephone, email and face to face. Definitely NOT voice recognition or “press 5” type options.

	Have the ability to deal with a PERSON (generally my preference) however can appreciate that internet and technology based products should be available for people who are comfortable with this.  I use computers as part of my job and will use a website however often I find it a lot easier to speak with someone to resolve and/or provide the correct information quickly.  I have found the Council website sometimes is difficult to navigate and not user friendly.  This them becomes very frustrating.  

	Via holograms accessed by virtual screens

	I am 78 years old and have survived a serious stroke. I'm not sure that I will be interacting with Council when I am 83.

	await technology improvements

	via alterts and opt in ctc

	Not at all. Ideally it's doing its job seamlessly so there's no need to interact. This scenario is however, galaxies away from the current reality.

	return to 3 separate councils so each can deal with own region

	Infrequently

	I'd like council to take the rubbish away please. At the rate it's going I still won't have my bin back

	Online, mostly but with the option of contacting someone in a timely fashion who can provide useful information in a pleasant way!

	By having a place officer for each ward who could monitor and attend to each request within that ward as well as bring to Council's attention the main issues within that ward. My requests largely concern dilapidated infrastructure, but it is pleasing that Council has reduced the backlog of worn out physical assets (e.g., roads, kerbs, footpaths, sea and retaining walls, park landscapes, etc) from over 10% to under 3% in 2020/21 (see My Council Data online). However, there are still some eyesores such as the worn-out kerbing surrounding the East Balmain roundabout. It could be beautified by replacing its dirty traffic island tiles with natural shrubs.

	From my smartphone or laptop.

	In the same way as I currently do but with more human interaction and LESS technology!

	An App which has Humans behind it to respond. We pay our Rates and do expect a good level of service to address issues raised.

	Phone/email/app

	yes

	Efficient and effective Inner West council website, with intuitive navigation. 

	Online with AI assisted easy classification based on what is reported.

	Still want to be able to call and talk to people. Some queries are too grey to have automated responses. 

	In person, with a real person.

	Face to face, online or on the phone.

	Back as Marrickville local council hopefully. 

	Mobile app

	A clearly visible timeline for issues raised to be progressed and resolved, with council staff being held accountable for their actions, delays and lack of communication 

	easily accessible telephone and/or in person - I have no confidence web sites will improve

	With plenty of community information sessions (you do that now) but say for example, meetings at the location of new installed community battery. That gives people just a great understanding of the product and what it's about. 

	I hope the Council doesn’t exist

I mean even this survey’s time estimate to complete, was wrong!

	Digital 

	I would like to see a Council that made effective use of technology and had systems that worked rather than relying on a complaints driven culture.  I would like to see Council leadership that supported these improvements and treated all residents with respect. I would like to see councillors providing effective advocacy to Council on behalf of residents rather than referring complaints verbatim to Council staff without advocacy on their part. I would like to experience senior staff who read the letters we send and respond efficiently and courteously. 

	As little as possible hopefully with the leichhardt  council reinstated,

	Online. Quickly and Efficiently 

	Hopefully I'm so happy with the Councils services included in my rates pay, I don't need to

	In person

	Face to face, by mail or by phone.

	Face to face

	I'd like your staff to do their job and attend to community concerns.

	Email 

	Effectively.

	Not sure as I am almost 86 & may not be around then but obviously if I am able bodied I would still like to be able to speak to someone on the phone & NOT have one of those automated responses that are so frustrating when it doesn't understand what is being asked.

	Through VR.

	Any way possible at the time, email, phone, face to face, depending on the complexity of the matter

	Via an app and easy to navigate website 

	i don't want to have to interact with the council in 2028. i would like to council to be a well-oiled machine. doing the basics right ie collect the rubbish, clean the streets, fix the potholes. fix the footpaths. stop worrying about anything else until you get this stuff right. And when i do need to interact i want it to be in real time and not some BS delay in getting a response or an item dealt with. the best council is the one that does the job and doesn't need me calling them.

	Weekly emails

	A greatly improved online experience through "Your Say Inner West" where timely actions and progress are reported back to the applicant as they occur and within the promised timeframe.

	Face to face in community site forums (on site) - workshops, digitally, by App, by whatever means possible. I do like HUMAN interraction and I like ANSWERS. 

	I am concerned about the movement towards moving to digital only. I want to keep the in-person interactions.
Also being blind I want to make sure the website remains instead of just an app I am familiar with the reader software on the PC and find phones hard to navigate and the software lacking.

	Electronic communication both ways.  Issues raised dealt with in a timely fashion and the ability to followup when things don't go to plan. 

	Via email!

	With Marrickville council de-amalgamated as repeatedly requested 

	Face to face & not through artificial intelligence. 

	I would like the present local council to be abolished and replaced with something, anything, that actually serves the community it is meant to represent.

	Snap picture of issue, or log an issue, receive immediate feedback on who has been allocated to resolved the issue and eta for resolution.

	The way this council is set up in 2028 I would be fearful of any interaction. 

	Face tor face with the bigger more complex issues, having. Face to speak to feels more comfortable and compassionate. Smaller things to be across through phone apps or internet. 

	Interaction should be less frequent because council services will be delivered by strategic vision and data analysts - rather the complaint-driven service culture of today. Good interaction would include feedback from council on the views of other residents on the same topic and guidance on harnessing community support for reform and improvement of services. 

	as above

	Via telephone or video call and all services available online 

	I would like to interact by letter.

	Just as it has been but a quicker response to requests

	App

	I don’t care how I interact I just want my enquiry to reach the right place and receive a response 

	To still have people, attempt to answer questions and complaints quickly. When council’s footpath team came out and spilled wet concrete all over our garden, used our tap inside our garden and left mess everywhere - no one even came out and they responded over a week later. Quick response and people are needed. 

	Council needs to clean up the lanes & control the bins left out. There are more bins without house numbers in the lanes. People are too lazy to find & take their bins in or at least to the lane behind their own property. They are just left in groups all around lane intersections.

	have a direct simple link to the site via phone/app/site with a list of options, select - record the issue and have a response within 48 hours. 

	Sweetie, I'll be lucky to be alive!!

	App on phone

	Letterbox drops

	Ideally not at all, otherwise through a well-designed, user friendly and intuitive website - i.e. not the one in place now.

	If I call the council for an enquiry, I expect to be advised of the proper procedures or passed through a triage point. I'm okay with being transferred once or twice but not going in circles for 2 weeks bouncing from one department to another before I could get an answer. 

	Online information. Appointment with real people. 

	Online 

	I’d like Council to respond promptly to inquiries and then follow up to advise the matter has been dealt with. Especially parking issues. 

	More interactive two ways interaction. 

	I hope I am not having to report dumped rubbish or illegal parking any more. How can we solve these problems and save us all time and money.

	Continue to have the option on online or direct contact. Some issues ,concerns cannot be captured purely with an online service

	with a respectful, knowledgeable person

	Email and letter drop

	no paper

	By speaking to a person when I phone.

	online

	I'd like to not need to constantly f/u on matters that are core council business--maintenance of what we own in built and natrural/ created green areas--and when matters requiring attention are drawn to council's attention, they arte dealt with in a positive manner instead of one that is defensive and too frequently results in no action, even when council can rectify

	The question should be "How should council interact with me?" As someone who has been affected by 2 of the recent major hacks, I can't see anyhting that will require obtaining my information over the internet in anyway will help. You need to be more proactive about getting out to talk to people.

	Through an excellent online website that is crystal clear and easy to use and emails. Thank you. 

	Actually, by then I’d like to see outdoor digital kiosks in various parts of the council area. They would serve as a real time update on council activities as well as FAQs. They’d need to be well secured or protected though.

	Simply being able to contact in multiple methods and having a quick answer - it is not about having lots of information on the website to trawl through, but having somebody take responsibility for the request and finding the appropriate answer. The council deals with so many areas that attempting to find the appropriate information on the website can be challenging - the logic applied to the sorting/searching/location of information will vary person to person. I would encourage simple interaction via online chat, (much improved) self-service and phone. 

	By phone? without the endless 'press number ...  for ...' and with a real person at the other end.

	Online

	Same service as I hav e today, May 2023

	Leichhardt Council is reinstated according to the community's wishes.

	I would like a more qualified development team to be employed that have experience in town planning, and understand how you create sustainable housing that reduces carbon emissions and that allows for greater affordable housing and more greener spaces for recreational use. This will need a complete review and changes to the so called councils heritage bi laws which are stopping progress on the former issues. I am not a developer. I am a resident and I am baffled by how much red tape is involved with doing the right thing. 

	I would like to be able to do it all online.

	I would like them to deal with requests in a reasonable timeframe.  9 weeks for a GIPA request in unacceptable and not in line with legislative requirements.  

	i take a photo, ai detects what the problem is, software uses the meta data of the photo to detect location and it gets resolved.

	Well lets see... I'll be 81 then if I haven't fallen off the twig, so merely being able to interact with Council at all would be a definite plus.  I would generally prefer to deal with a human being than a chatbot.  My guess is that my fellow geriatrics would like the ability to easily book council services to come to the ratepaying property and do things (eg collect e-waste_ where your more able-bodied car-driving ratepayers can reasonably be expected to drive to a place to do the same thing.

	In a much quicker manner, sometimes it is not the means of communication or technology  rather the knowledge of person recieving it.

	Again, I don't think it's the means of communication at issue. It's getting someone with authority to make a decision to answer their phone messages 

	Im sure if it was year 2028 i will still be waiting for my tree to be trimmed.

	Too old to comment.

	website and app.

	app and face to face

	mmmm like the digital approaches but also hope that there would continue to be opportunities for face to face to share ideas and connect with the Inner West Council

	to drive sustainable outcomes as a united group, leveraging council expertise to best effect

	Easily, positively. Without hassle. Without agonising about whether or not my issue is being dealt with.

	Via an app on my phone or a website, phone is good for more complex issues

	online

	efficiently and proactively. 

	Direct access to Councillors

	I would prefer not to have to react with Council as I would like to think that residents had been appropriately "trained" to do the right thing and not dump unwanted goods and materials on the street, return their bins to within their property after refuse collection, etc.  I would also like to think that Council staff have been trained to be more proactive in their approach to their responsibilities: identify matters that need to be addressed and do them in a timely manner, repair damaged footpaths and roads before someone gets injured from a fall, etc.  But, for some, that may require that they hold off completing the crossword until after the knock-off for the day (unlike at present!).

	Major items like DA etc. face to face and all other day to day items via kiosk.

	Through the library, Facebook if I’m still using it, newsletters.

	get my quotations  answered  

	A way better online portal then actually is understandable and usable

	Fruitfully. 

	Quickly! 

	See above

	I have an interactive map to show me what's happening in my neighbourhood. I can see what works are planned and underway that might affect me (including DA's and planned works), when the next yard waste pickup is, and what topics are trending for my neighbourhood.

	With the ability to access relevant departments easily.  Being able to discuss buolding plans for improvements to properties easier.

	Via an app for service delivery or at least a website that is easier to navigate.

	All digital. 

	Contact from Ward representatives

	I would like it if council just did the normal council like activities such as tidying up parks, repairing footpaths etc. as part of a normal scheduled routine and without specific requests having to be made.

	Longer hours of availability

	Speaking to a person is still the quickest and most satisfactory method 

	Fast and efficient, and transparent. What online medium is used (eg web or app etc) is less relevant, more important is to make the information easy to find and sufficiently detailed to answer appropriate questions.

	Meaningfully - but I hope this doesn't take that long.

	By post

	App

	With a much smaller de amalgamated council
 

	Holographic AI guide/assistant at the town centre

	Design an app. 

	free rates for seniors

	Online definitely but having a counter is great too

	Through the app and also through face to face opportunities such as community centres and libraries 

	Email or myGov is the primary method of interaction

	Initially - through website or phone app; hopefully I can find what I'm after, and maybe if after tech/professional information, book a telephone/ video call/ face-to-face meeting;
Escalate to call centre phone - automatically from the website; get directed to tech/proff staff - video call best; maybe need to book face-to-face meeting;
After meeting with staff, get text messages regarding follow-up, including schedule of interactions so I have a record of what's been happening or not happening, and when; (I appreciate Council staff can be busy and everyone wants something but I don't want to be constantly following them up about what's happening - keep me updated, even if they are still waiting on their own information);

	Anyway possible- but an improvement on 2023 would hopefully be on the cards. 
Not all ratepayers are under 30, culturally diverse and wanting to have festivals for everything known to man! I would prefer to have my rates spent on services that would assist not just one section of the community. Would love to have a properly cleaned street, the hole in the road outside my house repaired , the weeds constantly growing in the laneway attended to on a regular basis instead of - never,. Footpath repaired, rats baited, I’m sure I’ve provided an idea of a few services that could be improved. 

	Face to face or via email where there is someone who knows the answers to my questions

	I would like council to be friendly, respectful and listen to what ratepayers are saying and not make us jump through (invariably expensive) hoops, particularly when it comes to things like trees that are clearly causing damage to property but are refused approval to be removed, because...? Well, you tell me. The tree obviously has more rights than citizens do?

	See previous. Actually smart chat bots, trained on council knowledge base, policy and procedure, available on my phone. With integrated smart issue reporting (Snap Send Solve on machine learning steroids), and access to an actual person when the bot's limits are reached. 

	Leaflet drops & emails for info. Face to face for resolving issues

	an app where I can log real time requests for removing graffiti, clearing rubbish, tidying up gardens, etc.

	Highly interactive website (mobile friendly) with good map and ability to report issues on it; regular in-person stalls at transport and community centres; occasional (monthly or quarterly) printed newsletter drops. 

	In person 

	Having someone respond to my emails and telephone calls. Even a simple courteous "Thank you for your email - we are looking into it and will respond within 3 days" would be nice.

	online in person and via phone

	certainly not with the current website!!!

	Not sure what this means...send my robot to the HQ?

	The avenues for interacting are fine. The result is less so. It's hard to know how to be taken seriously. Possibly a lack of staff who can action queries is the problem.

	Via an app

	mobile app that includes a live chat function

	not so hard to imagine given how long it takes for council to respond to email queries

	Over the internet /email. 

	Improve the website
Make it easier for people to get their street parking sorted
Help residents stand up to over development but by 2028 that will be too late - do it now! Too late for Precinct 75 but I hope Council will stand with rate payers/residents to hold the develop to account on the conditions 

	Verbally , and person to person.... 

	1. I would like a de-amalgamated more locally focused council.
2. I would like the Council officers offering to meet me to look at the issue I  have raised in Situ (where appropriate). 
3. I would like the Council to give me clear indications of the timeframe they expect the matter to be resolved and a name who I can contact (and who is responsible for the issue/area). 
4. I would like Council to more strongly regulate / educate / police / fine / coax / coach residents on issues such as *waste separation/recycling (so many items end up in the wrong bin). *owners bringing in bins to make sure laneways stay attractive, passable, and don't invite dumping, * inform me on progress in general areas I have raised issues with Council in the past (example: I raise issues on dogs off leash - inform me generally how Council handles dog-related issues)

	Online and face to face when needed. 

	At this stage I don't think that far ahead.

	Completely online, via an app for on the go ticket requests and an excellent comprehensive website submissions system (not the current Technology1 system).

	App only as much as possible.

	Effectively and in a positive practical way with actual outcomes that service the local community. Building practical things and actually listening to the local community. 

	To be listened to and taken seriously 

	Online

	I would like council to be fair and equitable to all the suburbs within the LGA. Improve services, cleanliness, amenity and lighting in the streets of St Peters and Sydneham. All the money and upgrades go to Leichhardt and surrounds. Why does IWC not care in the slightest about how shit St Peters is maintained and cleaned. You also can’t walk down the streets at night because it’s way way too dark and the paths are extremely poor. Also dirty from your waste team and lack of street cleaning. When I say lack, I mean non existent. My street has never been cleaned. 

	I want the ability to report a pothole via an app now, not in 5 yeasts. I want to be able to feedback d about the (lack of ) cycling infrastructure via an app and be consulted easily about proposed cycle ways. Example - cycle way from Hawthorne light rail to darley road ends abruptly 

	Still via human interaction 

	In the same way 

	communication with council officers and site visits.

	I would expect to be able to contact council via email, phone and pre-booked face-to-face video meetings. And I would expect them to actually answer their phones and respond to emails, which they rarely currently do. 

	Easily 

	Text message direct to my phone is most likely to get my attention quickly. Otherwise email is good. I am less and less inclined to use social media these days, so sponsored ads there I may not see.

	At the moment it seems public exposure on social media is the quickest way to gain a response and I would like to see a Council app being used in conjunction with knowledgeable customer service reps.

	Telephone & Email & website

	Speak to a human face to face

	Quick and easy ways to advise council of any issues eg hazards in public areas such as broken glass, need for more rubbish bins etc

	That there would be enough staff to handle and action all the inquires within a few days or an update if not.
Face to face via phone type app
A better director of staff to call

	ability to meet virtually with council, in a manner that is safe for all council staff.

	interactive app

	Listen the point I’m trying to make is that on numerous occasions council has failed to respond at all to my concerns or inquiries. On other occasions I’ve had responses and been satisfied. I don’t care about what medium is being used, but I do expect when I ring or write that someone will respond in a reasonable time. Unfortunately, that doesn’t always happen.

	Would like to have a simple to navigate website. Would also like to still be able to speak to customer service staff.

	Face to face call from home, convenient but like walking to a service centre with good customer service.

	Council needs to come back to ground and get out of the clouds... In 2028, there should be the same style of information access and services, but just running better. This survey seems to be pushing for a false "utopian" idea of how interacting with council can become. 

Council definitely needs to stop promoting this dangerous transgender ideology in its customer interactions. It is clear the Inner West Council has been "captured" by it - with the drop down box implying there are more than just men or women. Sex is binary - and this needs to be accepted when dealing with government documents/written tasks. Implying you can "chose your sex" is illogical and has no place in any government correspondence.

It is inappropriate to have staff members writing their "preferred pronouns" in their email signatures. No staff member should have the option of promoting a delusional concept that you can "pick your biological sex". A growing number of children and adults who fell for the gender lie are now taking legal action against anyone who affirmed them. They have made body damaging decisions that cannot be altered (like not being able to breastfeed due to cutting off their breasts, not being able to become pregnant due to having a hysterectomy etc), and are suing people and organisations who affirmed them. Council should return to a binary biological reality when it comes to interacting with residents. This gender ideology that seems trivial in emails is part of normalising eg; making toilets not sex-segregated anymore or having drag queen story hour with kids - two things that shouldn't happen.

	Speak to appropriate personnel with the requisite skills and knowledge. 

	I would like the council to be more proactive when receiving complaints ! Twenty months to remove “charity bins “ good grief !!! Leichhardt/ lilyfield is the poor cousin of Haberfield! Dumping in Leichhardt no problem just leave it but would that happen i across the canal ? No way ! 

	want leichhardt council back by then
regular precinct meetings

low staff turnover
easily accessible council meetings with no intimidating styles from councilors

stop faceless planning panels who never give verdict face to face or explain reason - appalling
genuine local community spirit

	email and website - get this right before you think about 2028

	I can complete simple tasks online that don't create frustration and anger

	Well it would be good if they could fix the roads, footpaths, add parking, pass any constructive planning procedure, come and see the criminal activity occurring to our properties….. you know just do their job. Then they wouldn’t have to communicate what they are doing because we could see the results. Or we could waste millions on an app I suppose

	I hope not to. I have never had a great experience with dealing with your council. It has at best been okay but mostly awful. I find your staff mostly to be rude, full of self importance and on a power trip. The council needs to understand that courtesy costs nothing and that they serve the rate payers. 

	As i do now...phone and talk to a human

	Don't know 

	I’d still like to think with all improvements in technology, there would still be an option of person to person contact on the phone. 

	Not only online. A voice and/or a face can be more reassuring 

	Online for rubbish cleaup collection
Phone for anything else because the staff who answer the calls are great and actually sometimes tell me stuff that i just did not know

	De amalgamation by 2024! 

	Same - via the website and please stay amalgamated - the improvement in services since becoming Inner West Council is far better than when it was Leichhardt Council. 

	Via a promptly answered phone call or email enquiry, or perhaps person to person. With accessible council facilities for people who use wheelchairs, walking frames etc.

	Not sure. I know there's a lot of things on but I don't actively look for it.

	In the same ways but with choice as to how it is done. I think COVID was a huge excuse for reduced call centre services and I find that disappointing. 

	Online is ok, as long as there is a facility for an actual person to talk to if needed

	Lol. Hope the de-amalgamation is as seamless as possible. It's taken me a few years to get used to interacting with council services and I don't look forward to having to do this all over again.

	I would be happy to do it online but only if the response times were quicker.

	Online open forums 

	Pretty happy with the current set up Council has as I always see IWC at different street events or community events. Maybe could see them at more events like local markets etc so its an incidental exposure to them, doesn't need to be regular but every now and then, although not sure I'd need to interact at those events. 

	2028 is too far away, technology will be fundamentally different to what we know today. Council should be targeting improved digital experiences such as an app within 12 months as well as a chatbot interaction option to help direct you to what you need to do for a particular service. Accounts can be set up with the necessary security, privacy and consent principles to avoid customers needing to retell information that the council already has about them (ie pre-populate). Council could then use this information to recommend other services that the person may be interested in  / eligible for.

	Listen and act to the residents needs.

	Email 

	I find it much easier on paper rather than on line.

	via services nsw app.  just set it up via a link to your council of choice - could even link it via drivers licence address - and have an api or page associated.  That way - all could be done via a single app and ID and all services harnessed in a single place.  I dont care that local, state and federal are run independently - my needs overlap and services offered blend together to give me a single outcome.  ie. My car: parking, permits, license, registration, services, mileage tracking (tax)... should all be in one place.  

	Saying hello to the teams (who are employed, not outsourced) who clean my street and mow the nature strips and collect the waste and recycling. 

	Through a mobile phone app and with messaging/sms.

	App, website, sms, call centre 

	I would like better and quicker access to the people that can answer my questions. More access to duty planners.

	Keep the face to face option available as the population ages in these inner west suburbs.

	in addition to current ways, receive info in public places via regular updates on noticeboards that are frequently visited eg. King George Oval, Waterfront Oval, aquatic centres, shopping centres  bus stops and wider use of update e-m 

	There should be greater integration of live data updates for matters being followed or tracked and tailored for the customer. This could easily be integrated with an app. Simple issues such as booking a council pick up, raising a query, submitting an application or permit should be a few clicks away via a system that would have your active history and preferences and utilise AI to streamline what you need to submit. Additionally, live updates should be provided for transparency and accountability. If there is a DA submitted and it has stalled in another department the applicant should be able to interact and understand what is happening.
This should allow for greater transparency.

	Same answer as previous question.

	Please refer to my previous answers. Better focus on the present and fix the issues that need to be fixed now. No need to focus on the future is communication (the most important thing Council should be good at) is not working now.

	For them to fix problems first time 

	Through an app and customer service desk and phone options 

	phone and email

	in person

	GIVEN MY PREVIOUS EXPERIENCE, I WOULD PREFER NOT AS IT IS A WASTE OF TIME AND PURE AGGRAVATION AT THE LACK OF EFFECTIVE RESPONSE . THIS HOWEVER EXCLUDES THE FRONTLINE STAFF.

	Online through the app with follow up by phone or email 

	With a de amalgamated  council 

	True community engagement and not a Have Your Say sent out and then nothing actioned. 

	This is a silly question

	Online, face to face, phone. We still have to take into consideration the elderly who are not that good with computers 

	Online.

	effectively as council does not adequately respond to community input

	A more functional website. An app. Snap Send Solve. Via social media. Face to face is also very important and more community building - keep going with regular stalls, workshops, etc. Regular town hall meetings with Councillors.

	more staff to answer questions to give information to access online information. More staff to facilitate face to face questions and resolve/answer issues.

	I would like the council DA assessment team to understand that they won’t have a job if people stop developing because they make it so hard. They forget who they are hear to serve and they are on a power trip.
They should have to meet the applicant on sure before refusing plans. They hide behind their phones. 
They took months and months to assess our application and then refused it unfairly. The land and environment court was where we got fairness. This should not have happened!!!  
Be fair, be empathetic, cere for your community , stop with the power trips, listen, care about us, stop hiding and get out and meet us. Respect us!!!! 

	Via online services that are well designed with users at the heart of it 

	I’d like Annalise to no longer be paid by my tax payer money and I would like to see a complete revamp of the current DA process. 

	With basic decency and interest in rate payers concerns

	Who would know what form of communication will be available in 5 years.

	Council should be more appreciative if good ideas from the community and of the effort community groups put in to improving council policies and services. When council runs a public consultation process it should explain why some ideas are incorporated and some are not, instead of just ignoring all the ideas it doesn't like or that seem like too much work. 

	In positive environment. The council is there to represent the community, not treat is residents like they are the enemy.  

	With a human being.

	I wish they had more activities for people in my age group, especially fitness/sports and social stuff. I'm too old for the groups targeted at young people but too young for the groups targeted towards older community members











	[bookmark: _Toc144728212]What is the one most important initiative you would like to see Council focus on over the next five years to improve customer experience?

	Improving the online portal to request a council pick up etc

	Make everything on one singular app. Including things like booking a council clean up. Or paying a parking fine. Or getting permits. 

	Making access to the information about proposed developments much more readily available. I have found it tricky to navigate the site and so I gave up when I really would like to have known more about the proposal (and example was a recent proposal relating to the use of the ground floor in the Mungo Scott Building).

	Reporting issues easily with timely and useful responses. 

	Digitalise parking permits so you no longer are required to display a permit and it is connected to your registration. 

	More green areas and less housing development. 

	Fix the awful website. Council staff, at the call centre or face to face, are fine. 

	I haven't needed to interact with Council much. But like all Councils things should be simple and easy and I think local governments get slowed down by inefficient internal processes and by making things harder than they should be for the average community member

	Make sure the council officer is up to date with regulations

	Website 

	Activities, events and information for seniors. 

	Implement the vote of getting rid of inner west. Services have dropped since we were all forced from 3 councils to 1. 

	Provide the ability to interact with Council online as much as possible, utilising technological advancements like AI, chat bots and mobile apps.  A lot of people who struggle using our website on a mobile or tablet would be more comfortable using an app.  

Provide the digital literacy education to the older generation of residents, regular schedule of classes at Libraries and Community Centre, have tablets available for use in all Customer Service Centres. 

	Make it easier for residents NOT HARDER

	I would love to see Council embrace mobile phone apps and chat so I can just do everything without thinking

	Actual becoming customer focused with a genuine drive to provide for community needs and be inclusive 

	Improve the online issue reporting experience.

	Spend more on regular inspection and maintenance of roads, footpaths and especially traffic signs and road markings. 

	Have a friendly presence in the community and at events 

	Better website, better response times and behaviours in all frontline services

	Traffic flow through marrickville metro

	Improved quality & speed of responses

	Find out what ratepayers want (such as, in part, this) and focusing on them rather than what somebody in council supposes.  For example, the racism not welcome here was an exercise in futility as most people aren’t racist and the few who may be are hardly likely to change as a consequence of reading a notice (similar to the no littering campaigns).  Further, the signs added yet more clutter to the already over bedecked street-scape. 

	New online self service system . The current one is terrible. 

	DEAMALGAMATE AS WE VOTED!!!!!!

	The demerger 

	Better communication with residents about truly alarming proposals such as rezoning. 

	Demerger is number one priority. Skilled staff who adopt a community based response. The solos within Council need to be removed.

	Do the jobs we pay rates for. Actually do them 

	Better community facilities and initiatives that promote arts, creativity, small business and social engagement and connection.

	Radical culture changes which puts ratepayers / residents ahead of Council’s internal processes.  Introduce responsiveness and service targets.

	Localise Council by de-amalgamation.

	Maintenance of footpaths

	Working with residents not against them. Management that take responsibility not parade like they are above everyone else 
Sorry by no survey can help you because you simply do not want to acknowledge the truth 

	Providing clear justification (not verbal but with actions) for the Amalgamation with less party politicking and more focus on human interactions at the street level and less focus on highways and motorways.

	Improving the built environment.
Increasing the green space, reduce litter and rubbish, improve accessibility smooth footpaths for wheelchairs or prams, more bike paths and bike lanes that connect to suburbs across the inner west. Lobby state government to improve public transport north and south travel across the inner west. Annadale to Marrickville is quite tricky on public transport. 

	Not sure

	Purpose built app that serves as a community platform

	Better website ie. easy to navigate, easy to reset password. Expanding after hours service for assistance. Streets clean and gardens/lawn maintained. Improve road signage look at North Shore. 

	Stop using carbon fuel in vehicles and equipment. 

	Review of policies and procedures to ensure they are current, applicable and customer service focused.

	Fix the techone system. 

	Parking in my street, is nigh on impossible. Cars are left for weeks by people who don't live here. People working in town take up spots stopping residents from parking. 

	fixing the roads, more trees, outdoor furniture for cafes/restaurants, more street markets, fix up Marrickville road from livingstone road to Victoria Rd 

	waste removal, its atrocious the number of times it is not removed

	When dealing with council employees that they have a set turn around time for responses via online methods. 

	Preserve the heritage of the area (not allow homes to be demolished) plant more trees and beautify existing spaces. 

	Develop a council app

	I'd like to see more focus on environmental issues, recycling and rubbish collection. We should have organics collection and go back to regular council collections.

	By acting on inquiries and not ignoring them for 6 months even with multiple follow ups

	Accountability

	providing staff to do the job in the indicative time frames 

	Responding in a timely and responsible manner to ratepayers concerns over basic services

	efficiency

	Development approvals to the LEP.  Too many getting approved that do not comply.

	Removing 'Any excuse for a photo opportunity Darcy'. I know it's not your job though :-)

	Improve access to the website

	maintaining human to human contact

	making rates payment simple… 

	Stop spending ratepayers money on 'political' messages.

	Roadside charging stations for EV's. For example, charging stations similar to parking meters- connected to electricity supply (so EV's can plug in for recharging) and able to process payment (for cost of electricity supplied).

	It's pretty good as it is.

	Greater focus on delivering improvements within the Inner West area - streetscape, roads,

	Reinventing the high street—Norton Street, in particular. Leichhardt needs an identity; it has lost its soul and needs some attention. Big attention to sustainability, green spaces, and community gardens, especially around the Leichhardt area. Green spaces around the shops encourage people to mingle. There is no vibrancy, no life. Better and sustainable attention to the streetscape. This continual changing of plants in ridiculously small pots is wasteful. How about our streets become urban gardens with fruit trees and edible herbs? Proper seating outdoors for bars and cafes, not the ugly state of affairs that is the outdoor seating outside the Royal. Just make it better and cleaner and greener. Any new build on the high street should have a green wall or green something. I could go on all day about this.

	Invest in integrating better with Snap Send Solve and making the existing IWC website fast and easy to use, especially on mobile web browsers.

	Calling me back 

	Do the simple things right, no new initiatives...
- Collect bins when scheduled
- Prune council trees as required
- Cut council grass areas as required
- Maintain public assets before issues occur
- etc

	Provide several small fenced dog parks in the area.  Within walking distance for seniors.

	Better regulation of parking in narrow streets so residents are not impacted by people parking illegally

	Don't charge so much for DA applications 

	making the area liveable - with green space, and not gridlocked with traffic, not apartment blocks everywere so it loses its character

	Place a priority on actually discussing issues with affected residents rather than hiding behind emails and the Government document lodgement portal. The lack of any capacity for genuine interaction and discussion of issues creates an us and them paradigm

	condition of roads and turn left on red light signs

	When it comes to building approvals and information about your property all departments within the council should be aware of differences in the plans. For example with my property one set of drawings showed that there was a service connected to my property and yet another set of drawings from the council showed that it wasn't. When we checked, the service wasn't connected so the records were wrong. This ended up costing me a lot of money to resolve. When you hear people complain about councils it is always about the building approval process and what a debacle that is. There is obviously so much going on that there is a backlog, so I'm not sure how you fix this without putting on more staff. A quick win for customer service would be to address this issue as it is a big source of frustration for everyone.

	what about push notifications for putting the bins out, which is also integrated into an app to get your parking permit and put in requests about broken bins and ALSO push notifications for events around the inner west if you opt in. And news. 

	Accessibility to parks and sporting venues 

	Park maintenance and street maintenance 

	employ people who actually know something, and not just flick you on to someone else, the someone else, then someone else, then back to the bloody website aaaaargh

	Staff that can answer questions and not passing to various departments

	Maintain simple call centre and counters for the Elderly.

	Relationship between Council and developers (including mum/dad home owners) needs some love and attention.

	interfaces and information is good. Action is not good, at least in my experience of this issue

	Give the service and in an avceptable time frame that rate payers would be happy with

	I would like to see timely collection of rubbish bins. With all my dealings with Council- it has been about my bins not being emptied.  Other people's bins also do not get collected - so people put rubbish in empty bins.  Also, there have been times when we have all put our bins in the usual place, only for them not to be collected at all. Also, I can't get a parking permit for some reason - so had to sell my car.

	Streamline the website and enquiries

	Critically provide the basics well - roads, parks, rubbish, librarys - do that well 

	don't know

	None I can think of - except to abandon the demerger!

	The use of an app or even Click Send and Solve

	Webinars that last about 15 minutes on different topics

	Improving the DA approval process in terms of transparency and communication

	Energy and cycle paths 

	Professional customer service.

	parking, especially surrounding business areas

	Being proactive rather than reactive. Continuing to build strong relationships and open lines of communication with local constituents. Addressing issues as soon as they arise. Considering electrical car charging stations, but consulting residents prior to implementation.

	Simply processes

	Prompt development assessment.

	Footpath, 

	Promptly act on issues reported by residents without having to be instructed by councillors. 

	Green energy 
Policy on solar on houses reflecting the need to be green not just preserve heritage 

	make an effort to sweep the trees of all the leaves from trees....its quite disgusting

	Extended call centre hours 

	Waste management

	improve resident parking near sydenham station too many 2 hr zones

	Norton Street - its a debacle. What a missed opportunity. Could be a thriving strip but landlord greed wins out at the expense of building a community.

	Live music

	Better and more constant care of the grass verges and laneways. We are now only having the lawns mowed occasionally whereas it was more regular and done to a better standard with more attention being paid to the long grass around the road, footpath and tree edges. The laneways become too overgrown before being cleaned up. In Marrickville we have suffered appalling ditches in the roadway due to the heavy vehicles that take years for council to do anything about, particularly around the Metro station construction site.

	Ashfield escalator, community programs and art initiatives at the Ashfield library

	Changing the way people view junk.  At the moment, they advertise it on Marrickville Pay it Forward or another Facebook site and if no-one wants it they dump it on the street, often in front of someone else's house.  They reckon they are entitled to dump their junk because they tried to give it away first.  People need to know it is their rubbish and they are responsible.

	Improve basic services

	Bring back twice yearly household collections.
Employ more people to deal with customer inquiries.
Make councillors more accountable to residents

	song commitment to libraries 

	Council twice yearly general waste pick-up services reinstated. 

	Listen and act. Don't put some idiotic reference number, just do it

	Maintaining the roads and maintenance generally. Initiatives to activate Balmain and Rozelle in the evenings and liaison with property owners to fill vacant shops that will contribute to a linked village vibe. 

	De amalgamation at voted for by a majority at the last election.

	Lack of parking for residents. Its a huge issue. People park here and commute on buses trains and light rail to other areas. All parking should be limited to two hours with resident parking stickers on cars. Parking police rarely come at all.

	Road quality and traffic improvement. Better and wider bus services 

	I would like to see our streets weeped more regularly and litter removed, I would also like to see vandalism and garfitti more strongly enforced. Not to mention the crime.

	Keep doing what your doing - since amalgamation - Council performance has been exceptional

	Online platform made easier to use

	lower the fecking rates for those of us who had our rates increased after amalgamation. I will then have a far better "experience"

	Listen to pedestrians and their problems with cyclists disobeying pedestrian crossings, refusing to share footpaths through parks, ringing their bells and expecting pedestrians to get out of the way.  This is applicable not only to Uber (and other deliverers) but also to cyclists generally.

Plant more trees and look after those already planted better than is done at the moment.

	Actually fixing roads and footpaths the state they are in is disgraceful. And stop wasting money on woke garbage 

	Respond.

	Employ competent people.

	A simpler online experience. For most people the existing service portal would be too confusing to use.

	Have people available to talk to ratepayers about their concerns.

	I would like IWC to honour the result of the poll regarding deamalgamation.  This will enable council to better service the local residents it serves, as it wont be dealing with such a large area and large population.

	Easier access to building developments information

	To establish an online open data or transparency hub to enable
Enhanced transparency and accountability.
Empowers citizens to engage with government activities.
Encourages innovation and collaboration.
Improves service delivery based on data analysis.
Drives efficiency and cost savings for the council.
Helps meet legal and ethical obligations.

	EV charging points in local areas. Verge gardens

	Roadworks 

	More community workshops and activities

	Timely and accurate responses without additional fees and charges, forms, applications etc

	Better website functionality 

	Maintain and improve the base infrastructure of the area

	Efficiency of service delivery

	DAs.  in the current inflationary environment gross delays mean extraordinary increases in cost that have serious implications for people's lives and dreams

	See above 

	Speed up and clean up the building approvals process. The Heritage area is too subjective and inconsistent in their reporting. There needs to be an internal referral and review process to review individual decisions that would avoid a lot of court appearances (and costs)

	Informed staff to give direct answers 

	street resurfacing

	More live events 

	Parking spaces 

	Stop sending out meaningless surveys like this when it is a virtue signalling exercise

	Common sense approaches rather than tick boxes and red tape
Actual humans speaking to customers as actual humans 

	When Copuncil says it will be in touch within 21 days, I would like that to be true. Simple.

	stick to promises

	The delivery of world class customer service. Hint, Service NSW

	Simpler more intuitive web site and information  programs

	Council liaison officer at community events such as local school fetes, etc so they are more accessible. 

	Customer service portal same as/similar to Service NSW. Would like to see Council leveraging existing infrastructure and technology. LGs should be subset of same system.

	More than 9-5 M- F hours

	Timely responses and more effort in fulfilling the request rather than saying it has been referred on to a relevant section.

	follow it's own polices

	Interacting online is important but you still need to have human accessibility available.

	More face to face customer service 

	Have a process to allow the customer to talk directly to the appropriate civil,servant

	Parking solutions at sporting grounds for disabled and able bodied alike. 

	Actually responding to customer requests in a timely manner.

	Council should focus on responding to all requests submitted by residents.

	More responsiveness and fairness esp regarding DAs

	Controlling property developers so the area does not become overdeveloped.

	Planning for parking, development applications and revitalisation of our high streets.
Works class public transport 

	Everything to do with council is so frustrating because there are just too many rules and the application of them is both arbitrary and ridiculous. It's like there were no building rules for decades... old houses were condemned and replaced with the worlds ugliest apartment blocks all through the area. So what does council do? It swings completely too far in the opposite direction. All it ever is with council is NO. NO. NO. and more No's. No cut down the tree. No build here. No build there. Do this do that... so many rules. It's a dictatorial nanny council run by people who probably don't even own houses...

	I am more concerned about the appalling state of footpaths and roads rather than a customer experience!

	Hurry up with your EV policy, you’ve been far too slow to develop and now finally adopt one. 2/3 of the electorate can’t charge at home, this is a ticking time bomb and you’re woefully underprepared. Make sure you fine people for parking ICE cars in the few EV charging spots we have and get rid of IWC petrol cars and gardening tools asap. And please educate people about idling their cars. Council could give their workers spare phone battery packs and it’d stop council workers idling their cars just to charge their blinkin phones. Happens all the time. 

	Easier ways to recycle food waste

	Continue to promote pedestrian friendly walkways and corridors. Restrict the number of dogs which are now dominating pedestrian areas

	Mobile app

	Better  online servicing systems (e.g. one that is more intuitative to navigate and that can provide updates when there has not been any progress)

	Disabled parking 

	This Council meets the needs of residents.

	Recognition of the need to maintain face to face  services alongside online service.

	responsiveness, speed of action

	Have more employed on phone service 

	I would like to see Council convening small groups of residents to see what priorities were in the community then using the results of these gatherings to ask the community through, something like a plebiscite, to rank these and establish some resident driven objectives. Additionally, I would like to see how Council might address the question of charging electric vehicles at home for residents who need to use street parking. A solution to this at local government level would be a significant boon to EV uptake.

	Keep our streets clean, our tree lined streets pruned and not neglected like my street has been for years, footpaths weed free unlike my fo9thpatch which all pavers were covered by a blanket of weeds, kerb/gutters filled with rubbish from the overhead palm trees that have been shedding seeds and branches without being trimmed etc

	Faster response time and resolution. Be reasonable (use logic) with requests.

	STAFF TO BE SEEN... Not hiding in offices...

	Have more people available to speak to, to take concerns seriously and innovate new ways of addressing residents concerns.

	A change in the manner of dealing with residents. The approach I have experienced in the past when attending council staff has not been good. Rather than finding solutions council staff have made issues more difficult by raising barriers not looking for creative outcomes.

	Have more staff. Less outsourcing. 
More synergy with Leichhardt and Marrickville and bring back the old twice a year hard rubbish collection with paper leaflet giving us notice of the date of the next one. You will find that you will have less to pick up and more recycling as people salvage items from the piles. 

	better roads and roundabouts. many high traffic roads require roundabouts, rather than no right turn signs. 

Review all the anitquated "no right turn" signs as I have to pass 5 no right turns, go 1 block and do a u-turn just to get home. Visitors also do not come by as they also find it hard to navigate the roads in the inner west. I understand traffic distribution, but someone needs to look at all the old signage and physically drive on these roads to check that they are correct signage.

	Treat customers with dignity and respect and respond to issues ina  more timely manner

	Doing your job

	Follow up closed cases

	Roads and rubbish

	better roads

	Fostering personal pride in the environment, streets, parks and laneways.

	Fixing the phenomenal number of potholes in Marrickville. 

	Empower your customer service teams to action items rather than be an ineffective mail box. Be responsible and responsive to rate payers and be respectful as they pay your wages (like it or not). Manage your organization like a business with a social conscience that delivers rather than a cash grab outsourced like lazy model you currently have in place.

	Drop the words customer experience. We are a community. We should not be considered consumers of what is a public service. The previous State Government introduced this language. It needs to go.  

	hiring staff

	Basic services 
Roads calmed with traffic control and speed limiits .
Clean up graffiti  - it’s remarkable how you can cross into another councils area and it’s clean and graffiti free 

	Do their job. Do it in a timely fashion without the need for having to get back in touch for resolution or follow up. Get rid of the ridiculous time wasting delay tactic of “we will respond in x business days” followed by an email with a REQ and further delay of “x business days”. Respond in a timely fashion. Get rid of the disconnected, multiple REQ identifiers

	Addressing environmental concerns.

	Care of the local environment, especially our precious green space 

	A complete overhaul of the whole council online experience. It's very poor and needs to be totally modernised. 

	commission a proper aquatic centre with treatment pools for elderly citizens

	Regular pro-active checks, maintenance and repairs to playground equipment.
Eg. Fix or replace broken equipment, Greese noisy swings, check safety belt fittings.

The bottle Grevillea trees that line the streets are very attractive but they need regular pruning to stop them overhanging cars, the footpath and private property. They do a lot of damage to cars parked beneath them. Paintwork and air intakes.

	Keep Listening as the calls come in.

	Focus on the people that make up the community and live here full time, not visitors and landlords

	I like the engagement drives, pet collars for registered pets and rebates for greener products are good. Just fix the website it’s a chore 

	Yes this is the Inner West Council but a majority voted to go back to individual, i understand that is costly and not likely to happen but it does not mean you cannot individulaise for areas

	Improve traffic control

	Make ALL employees take calls from the ratepayers, regardless of what position they hold.

	Fix issues in a timely manner

	Dealing effectively with food waste

	rubbish dumping  recreation trails,more outdoor public community events

	Staffing to recognise that we may have questions about policy and process and enable a process which provides meaningful answers to substantive questions.

	Remodel the website. It is so hard to find relevant information

	Push notifications.

	Improved website UX

	DEAMALGAMATE

	Improving the online experience, but not to the detriment of phone services. 

	redesign the mobile web portal to report issues

	Understand the issue people face and it’s not always black and white 

	increase communication and understand where the council rates are being spent

	Keep the places open when customers can actually deal with a real person; keep working on the website

	Prevention of obscure or crazy decisions being made with little to no community engagement, or consideration, or time for a voice to be heard. Consideration that when someone has taken the time to give feedback, that they would like to be heard - and perhaps a rationale given in return for the outcome. Often you give feedback and hear nothing.
I'd like to see someone answer the phone quickly, someone to be on the ground to help with any concerns in a timely fashion. 

	Deamalgamate and stop traumatizing residents with the development process

	Follow guidelines in LEP and DCP.

	Clear information, simple interactions 

	I'd like to see council policing the use of footpaths ( not shared paths ) by cyclists that are clearly over the age of 16.

	Answering phones more promptly.

	Better digital experiences for residents. Less “talk” and angling for political purposes and focusing on action. Ideally the council will not need to have their hands in every pie and micro manage everything within the council area. 

	Fixing potholes 
Cleaning streets 
Making the streets look nicer 
Like some work you have already done to make streets look better - keep it up 

	The council is ineffective, inefficient and should be de-amalgamated as soon as possible 

	Well informed service staff.

	More tree planting and verge planting

	Maybe make transparent tracing of progress, and make sure council has enough resources to complete the urgent quests such as dangerous parking/obstructed parking etc

	Fixing up the pot holes 
clean up graffiti
adequate lighting in streets
security camera on streets for safety
clean up rubbish on streets

	Please resolve issues on time. 

	Get a decent ticketing system working that can be trusted and tracked online by the customer who logs the ticket, AND get Council staff to honestly update the tickets with relevant and accurate information. Communication is really the key as personally I am quite happy to wait for a while if I'm contacted (automatically when Council staff update the ticket etc) and have the reasons for that explained to me (staffing issues, resourcing issues, unusual level of demand etc etc).

	Responsiveness & better responses - be humans not robots 

	I don't have one

	Timely and accurate responses

	I'd appreciate if you could mow the nature strip more frequently, keep the weeds down like you used to in the back lane and clean up the leaves more often. It is obvious these services have been cut. 

	Website needs improvement.  Difficult to navigate and find answers that should be findable.  Provide more ways to contact people rather than de-identification.

	refurbishment of pools

	hold people in position of power within your organisation accountable- make it easier to bring this to the attention of others, not use tokenism when dealing with racism, hold all people in initiatives or in receipt of funding from marrickville council in the arts, accountable and competent in upholding the councils anti racism policies, and understanding of the racism faced by mixed race people not just 'one' race, an understanding of colourism, the removal of council insignia from art grants recipients if unable to abide to council policies. a follow through of councils responsibilities to young children and their families if councils insignia is being used by businesses aimed or marketed towards families that those businesses have working wiht children checks and can be trusted. ACCOUNTABILITY for all staff and all businesses that Allie with and align with Marrickville council. if marrickville council allows a business to use its insignia marrickville council are responsible for making sure they are safe spaces. 

	The street trees department in Council need to trim more often and not ask us to wait months for pruning when trees need it and also work out with Ausgrid what is whose responsibility as each one tells me the other should be doing something and then neither does anything.

	Employing highly trained people who are expert in helping ratepayers find the information they are looking for.

	Probably, website user testing & continuous improvement so the most common enquires are easy to do. Most people increasingly are comfortable online, but there will always be those who require phone / face to face, but even for them, a chatbot might solve the easier issues 

	Improved recycling services 

	Develop a true sense of community.

	Stay relevant but keep the personal touch

	Just empty the bins and fix the pot holes and clean out the leaves and mow the parks. Don’t worry about any of the other feel good stuff until you get the basics right! I support all the lovely arts and inclusive community work but not when you can’t deliver the basics!

	Keep evolving the digital tools that are accessible online. Have a council kiosk in a public place like the library that offers in person support 

	Keep parks and reserves in Balmain. Garbage has to be taken more seriously

	More free things for children and families

	Roads

	Know your trade craft and have some patience and empathy when interacting with customers.

	Be more focussed on the needs of rate payers.

	Planning system needs to be completely torn down and completely replaced 

	Protection of properties from excessive planting of trees, numerous footpath and fencing issues and arrogant responses stating not their issue 

	Installation of electric vehicle charging stations. 
Plus deciated parking spaces similar to handicap parking. With extended time limits for EV during charging 

	Better recycling 

	Honest and open access to what is happening and what is planned via a user friendly interface, user driven focus otherwise people won't even look at it

	get a better website /

	Face to face at the council HQ being reinstated.

Resolving residents queries/ problems, instead of just ignoring them or passing them to another "department" that does not exist.

	Hire staff who know what they are doing and give them interactive skills. Get the basics right. Roads are in shit. Footpaths a mess. Streets filthy in certain areas. 

	Stop the neighbours from being so thoughtless dumping their rubbish and get the council to take care of their parks so their gardens and trees are not encroaching on my house

	Improved communication management sydney. Responding to all enquiries. Confirming a request has been received and even if there is no update, advising that request is still in progress. 

Hotline to report parking infringements (eg Text line)  Parking availability is a hot issue in the Inner West and when there is a vehicle illegally parked it would be beneficial to be able to alert Council so a Ranger can visit ASAP. 

	Fix road signage, ensure one way streets are not abused by drivers driving the wrong way and endangering children walking to and from school and other cars using the one way streets in the correct direction. 

	Stop the Mayor from preaching his political propaganda. My customer experience is reduced when I know see, hear and read about the Mayor pushing his Labor views onto the public. We pay his wage and it’s unprofessional. In terms of customer, get back to people quickly, provide the information they ask for, reduce all the clutter in the website. 

	The street stalls are a great idea, it is a chance to explain issue to Council officer.  I know many people in local area, particularly elderly who do not have access to on -line services, let alone use them.  Your whole focus seems to be pushing more info/services on line.

	No idea

	Accountability 

	Appropriate development 

	Provide proper services in line with pre-amalgamation standards, particularly for park (especially Weekly Park, which is neglected) and verge maintenance.

	More recycling and more greening of the Inner West

	Improving drainage, lighting, footpaths & roads, signage, residences & businesses that impact the community, community events

	Perhaps a ‘talk to me’ option on the website where you can chat to someone in real time. 

	Being able to speak with the person who has the expertise you are after. 

	Curtail projects that don't meet the constituents needs. The basics done well are what I like. The mowing of the verges in a timely way, the blokes do a good job of it and its really nice when its been done. Garbage collection that does not leave bins laying all over the place and rubbish left on the road, or missed. Our bin seems to get missed a fair bit and I am not sure why. When it gets missed we have to log a call for them to come back the next day. Its another thing to remember in a busy day.

	Remove the need to deal with council on simple requests and leave staff to deal with more complex issues

	Keep London St clean from tree refuse by sweeping tree regularly.

	A better online system. Look to Service  NSW as your example of easy interfaces for transactions

	Knowledge sharing. Have staff that know what it's going on, when it's going on and can impart that wisdom. We live in a world of transparency, but council can't tell me when a bin will be collected! I understand council cannot do everything, but stop wasting time and effort in implementing ev chargers for the 130 EV owners in the area and focus on maintaining and repairing footpaths, roads and parks that thousands use every day.

	Implementation of community solar panels on council property and community batteries and public EV charging infrastructure. 

	Actually doing the thing. Why send me PDFs just tell me in the body of the email from the person I need to talk to when you will remove the tree. 

	Service 

	1/ Protect old buildings. Don’t let developers tear down properties for commercial gains. We need our heritage 
2/ Visual pollution eg graffiti on commercial buildings, pass a bylaw making the building owners responsible for removal of the graffiti within 60days of council being notified. 
3/ reduce traffic in main shopping zones. Provide cycleways to make it safer to cycle through Enmore/Newtown/Marrickville 
4/ Allow property owners the right to trim back trees on their property without seeking and paying council for permission. If removal is needed then the home owner can request council permission. Currently it restricts home owners to tree trimming without costing a lot of money in council application fees, time delays in getting approval and the excessive request of information on the trees needing trimming. If the property owner owns those trees, why does council need to give permission for pruning, and on top of that request a fee to give it. 

	Stop mowing verges and spend money on what is needed and not on lazy property owners

	I have found customer service generally quite responsive - Important to ensure that staff continue to be responsive and consult with relevant section as required 

	Fix the roads 
Street lighting 
Street cleanliness 

	Stop being a road block to DA’s

	To keep people aware of the Council services available, and how to access them.

	Make it easy to contact you. Improve your online experience and reduce the wait time on your phone line.

	Reinstate Send Snap Solve

	Put the community at the centre

	Fix the abominable "Welcome to Marrickville" experience in Station Street.  Nothing changed in 5 years. Check it out. 

	Residents services, safety and street maintenance 

	Parking.  Non residents regularly continue to park beyond the 2hr limit. This impacts on residents who do not have garages and must park on the street.

	Reduce the number of high density units being approved like Danias and where the new library is. If they are approved spend money on the traffic management as it is a shit fight in Marrickville.

	Improve garbage collection services and get decent contractors who pick up the mess they leave on the streets when bins are emptied. 
Cut back street trees that over hang private properties and touch powerlines and roofs. To date it’s been 3 months since I lodged a request for council to cut back a street tree out the front of my home that touches my property. Still no action.
The DA team needs review and experiences to date with them have been awful. Inconsistent advice and application of rules in the same area = terrible customer service with high fees for the service. 

	PLEASE HAVE AT LEAST QUARTERLY CHEMICAL AND ELECTRICAL RECYCLING DATES. They are currently far too widely spaced out, and who's to say people from other Council areas aren't dropping off their stuff. The only place they seem to be advertised is on the IW website, and putting them into the Newsletter would also help locals.  Thanks.

	More interaction and consultation with the rate payers particularly in the areas of development, community ammenities and residential parking. 

	The idea that my issue could take months to respond to was seen as acceptable!!!!!

	Less artsy stuff (that installation by the pub on Norton???) and do the basics really well. Reinvigorate Norton St. 

	Reliability, Open Disclosures and Truthfulness 

	No sure. 

	A fair DA approval process and stop outsourcing to certifiers. Take responsibility for what is occurring in the community to ensure all parties are able to enjoy their homes

	Actually provide Customer Service, talk to the ratepayer not at them.

	None

	Enabling climate change and more practical approach to compliance. 

	Drainage at sorting fields and pot holes 

	cut down response time.

	I feel they doing a good job

	Food waste removal services for people living in apartments - and better promotion of this initiative (and maybe consequences for not taking part).
Better promotion (and enforcement of) environmental initiatives. Letting people cut down trees whenever they feel like it is just plain stupid.
Better environmental protection. More parks. 
Stop building enormous multistorey apartment blocks - human centred planning and spaces. There's over-building on little tiny backstreets that can't cope with even small amounts of traffic.
Honesty and transparency - especially about how tracking and collecting information.
Noise regulation.
Ensuring construction sites adhere to the terms of their DAs and actually do something when they're in breach. If builders are working until 9 pm or start at 6 am, have rangers rostered on to attend to this immediately. You certainly seem to hassle the odd small bars at all hours.

	I don't know 

	Allow visitor permits for family members for those who live on busy streets. Re-train the aggressive customer service staff please (only 1 or 2 of them - most are great!)

	Kerbside access for charging electric cars

	Automation 

	Do your job

	More responsive

	Get a new leader of your trees group and survey all residents who have interacted with them. 

	My experience over the phone had been efficient & prompt

	Prompt and accurate responses to enquiries.

	Community parking to ensure residents have parking near their property. 

	Please remove the over priced parking cost in the Leichhardt area. So many food places however we don’t bother because you have to pay to park 

	Have actual customers test your services. Stop rigging surveys, like this one so you have usable data from this huge database. Have a leader who is willing to take on this feedback and act on it. 

	that our requests are actioned!

	Responsiveness to queries/issues which currently are not followed up on, and food waste bins being provided to allow for composting by council.

	Response times and follow up

	Regular contact with rate payers via internet to ascertain rate payers requirements and their complaints.

	get more people

	provide additional support, staff at the front desk, expand the opportunity to connect 

	Better website and easier ways to lodge problems ( the current forms is awful). Also this survey has not be optimised for mobile phones and is really awkward to complete, all the drop down menus are collapsing oddly. Please don’t make an app if it will be as functional as this survey.

	Customer experience has been really good, I don't think there's anything in particular that needs to be improved 

	Improve your service offering via investment in better customer service technology. 

	Climate and stop approving the cutting down of trees on private properties. You are creating hotspots and urban heating. Make people remediate the removal of trees on their property(s). Also, keep snap send resolve it’s the easiest way to report stuff.

	Improving its online platform and provide better self service 

	In relation to Development Applications the process is protracted and makes unrealistic requests to provide green space in tiny outdoor areas. Additionally it is completely unjustified to ask residents to pay for renotification when council asked for the change. 

	My recent poor experience opposing a residential DA application has left a very sour impression of the Council.  

	Accountability and responsibility (with quick and efficient response)

	Get rid of the corruption. IWC seems to be more corrupt than Ashfield Council was.

	Creating an actual community feel. Find ways to put a person's face to council. 

	A single case manager assigned so when you are following up and trying to resolve an issue you have a central point of contact dependant upon the dependant. Having to speak to numerous people to discuss an issue then being given 2 different solutions is never a positive outcome!

	Direct funds towards the Enmore community.

	Channels of communication between people and the council

	Be more personal - Simplify online interaction and have case managers to see issues through - who can take accountability. 

	Fix the current online applications 

	I am happy with the Customer Service, I think council is doing a good job.

	Response times for required services 

	Improving the website.

	Work on getting Hurlstone Park to come back into the IWC. The boundaries doesn’t make sense. Having Dulwich Hill and Hurlstone park being serviced by 2 different councils is ridiculous. IWC needs to campaign yo have this changed sooner than later

	Cleaner streets and more parking

	Easier to connect with council via app / website, not having to fill out so many fields before getting to, say, give feedback, easier to report violations eg. double parked cars

	Using language that people who are not council bureaucrats can relate to

	Localisation … Inner West is BIG. Have teams dedicated to each suburb 

	A fair parking scheme for residents

	I would really like our streets and neighbourhoods to be more cared for, more tending of nature strips, more tending to parks and playgrounds etc. it seems like the bare minimum is done.

	More staff for help 

	Rejuvenation of main streets

	Interpersonal behaviour and communication training for all parking rangers.
Proper screening and vetting of parking rangers
Name tags on parking rangers.

	Stick to basics - rubbish, roads and stop illegal building.
I have given up hope of rates being contained

	Recycling - clothes, metals, plastics.

	ATTEND AS SOON AS POSSIBLE TO ALL REQUESTS 

	Perhaps have time windows for issues to be dealt with, for example forgotten waste will be collected between 9-12 Friday rather than sometime in the next three business days.

	work with transport to cut down those wretched speedsters who think they're the only one in a hurry

	Less talk & promises. Listen & prioritise urgent matters regarding locals safety issues

	Unknown

	Parking

	More staff who respond to concerns

	Inner West Council needs to focus on the basic services such as street cleaning, waste collection and road repairs. When rate payers contact Council, Council needs to act.  

	Start looking after the inner west and allocate some budget on the maintance of public sector

	DA process

	Listen to residents who pay rates. Did the footpath on Marion St from Renwick St down to 28 Marion St or somebody is going to break a leg and sue council

	Climate change and sustainability 

	More parking officers 

	Provision of all-weather sports field.

	Enter sports fields 

	Safer school pick up for St Brigid's Primary Catholic School. 
The road on Marrickville Road is blocked and cars are often swerving in and out of lanes. It's an accident waiting to happen.

	Fix your website

	Implement a system to investigate and resolve multiple complaints from residents that are recurring issues.

	easy: answer in timeliny manner

	Help owners improve their dwellings in practical ways that put less barriers and costs. I am not a developer but those that I speak with seem to take their applications straight to the Land and Environment Court who approve applications council has rejected because the L and D C take a reasoned view.
Council planning staff seem focussed on rejecting or placing huge conditions that discourage increasing housing in the council area. Why should it be so expensive to have a well considered renovation approved.
Many rules such as land/ housing ratios are out dated when we have a housing shortage.

	Either improve your online portal fundamentally or staff and train your call centre better, and rely on that instead. 

	Less political activity.

	Prompt answers 

	See people face to face.

	Not having used many of the services, I can't really comment on this. However, ensuring recycling waste is actually recycled would be useful, as well as the option for organic waste other than just garden waste.

	Customer experience of the website, or what Council is hired to do?  If the latter, fix our roads, clean up the bins, keep the parks good/usable, stop making traffic decisions based on a small minority.

	Keep on greening our inner west and reducing our carbon footprint 

	Friendly staff that are diligent 

	Getting the service right so that people don't need to contact the Council. 

	Demerge

	To take residents feedback seriously and not dismiss them, particularly on tree matters. The application of the tree policies are too rigidly skewed in favour of a tree instead of considering resident feedback.

	Management of increasing population whilst still retaining what makes a local area “local” ie Marrickville and Illawarra roads. 

	Greater subsidy for recycling tricky items such as soft plastics. I use to get 1 free pick up per month from Recycle Smart. I believe this was subsidised by the Innerwest Council. This has been reduced to once every 6-8 weeks. Residents can take items not accepted in yellow recycling bins to their relevant collection points, but soft plastics have been a challenge since the collapse of Red Cycle. 

	honesty and stop call center and customer complaints personnel running  misleading information 

	Non-standard waste pickup, eg e-waste, chemical waste, furniture, etc. Reducing pressure on people to buy and use cars and increasing waste transport efficiency by centralizing the transport responsibility.

	More rapid response and greater care of the parks.  I note a deterioration in clearing of pathways, overgrown plants, weeds etc., but I know that it is a complex problem with Covid, lack of available staff/workers, and weather. (I live near Iloura Reserve)

	Remove people and replace them with AI.

	Ensure every platform is easy to navigate 

	Trees maintenance 

	Better grass mowing in the Annandale area. Every Christmas the grass is overgrown in the council area. Also the quality of the bins have deteriorated as the major of mine are broken.

	More staff for face to face interactions

	Streamlining website request lodgements. Ongoing training for Customer Service Officers to keep staff engaged and providing accurate info - aware of high turnover in C/S teams

	A completely new Website for customer / ratepayer interactions and a mobile app. 

	maintain individual customer service and focus on  face to face and less online, please do not become like other institutions such as telstra or the banks: faceless useless impersonal, impolite, time wasters with no customer service at all.

	As I am happy with the level of customer service, I have nothing to add. Keep up the good work.

	The DA process. That whole area needs an overhaul.

	Communication with residents 

	Traffic calming 

	Parking….and enforcement of illegal parking

	More information on how to contact councillors in person

	making staff accountable to actually get back with to people within a few days not weeks or months.

	Good communication

	Revitalise the Norton Street precinct. We’ve lived here over 15 years and the Leichhardt vibe has been lost. Too many empty shop fronts, many are run down and have become eye sores. Not enough up market restaurants and wine bars that would cater to they +40 year olds.

	Improve the website and train your staff

	Update your online system to include certificate updates.

	More recycling, parking and footpath improvements 

	Website 

	More rapid and flexible response to issues raised e.g. garden maintenance, road marking, road signage

	Unsure.

	Get out into the community and TALK to the people, become mere visual, become more hands on.  

	Asking for feedback after each interaction with Council to identify servicing problems immediately

	Have humans employed who respond to residents' concerns, backed up by a more straightforward, easy-to-navigate website.

	Specific local knowledge. Council is too big and has lost sight of “local government”

	Improve parking

	Bins and curbs, get off the band wagon in regard to events or agendas that are state or federal issues. 

	Send a reminder to residents (by email) when parking permit is due for renewal.
Being unaware and getting a ticket (twice) for same vehicle parking outside same residence by ranger is not a service!

	When taking an initiative (e.g. changing a pedestrian crossing; adding speed bumps in streets; altering a park), explain the FULL justification for it (in terms of cost/benefit).  I raised concern about the cost/benefit of a change to a nearby zebra crossing.  I've yet to hear why it was truly warranted and considered that the proposed change would in fact result in greater safety than the existing crossing (particularly as there have been no traffic incidents in the past to my knowledge).  It seemed to me to be an avoidable expense albeit "a nice idea".  Council informed me of the relevant committee's decision and informed me that the committee was made aware of my comment (albeit the Minutes did not reflect an acknowledgment of that).  
I spent my career as a probity and efficiency audit specialist advising Councils (as well as federal and state government agencies).  From this perspective, it seems to me that Council's consultation process warrants enhancement in order to be truly effective.  Of course, this view arises from only one occasion where I, as a resident, have raised a formal concern to Council.

	Just keep on what you doing now

	Caring about the welfare of lost cats and not just dogs. It is council's responsibility to help reunite all lost animals to their owners - you charge registration fee's for cats just like you do dogs but cats are oh they're allowed to roam or it's not our issue call the RSPCA is just not good enough. This needs to change and align with other council areas Inner West need to take a leaf out of Penrith and Blacktown Council's book when it comes to the welfare of cats. 

	Timely responses and equally timely delivery. Fix footpaths and make them safe more quickly, keep nature strips, greenery and front lawns tidy and trimmed regularly not intermittently and provide more and protect usable parks for our growing inner west population to be active rather than for dogs. And to the environmental question - provide real options for people to dispose of their aged goods and not expect them to pay a premium for disposal.

	Cancel the ridiculous plan to decrease the speed limit on all roads to 40km/h. There was zero consultation. A 40km/h speed limit is designed for specific roads with specific usage patterns. 

	the website

	Keep some face-to-face as in Ashfield

	Retaining Council staff who are settled and happy in their role, so that they gain some experience and knowledge and don't just dismiss residents or trivialise their concerns.  Where do residents go to report a worker they feel is a road-block and not understanding the problem or escalating the matter higher?  Who are these supervisors, and why are they not contactable by residents?

	Social connection and to focus on the ONENESS of our community, we are all Australian regardless of our cultural, ethnic, racial, religious backgrounds, we are all migrants to this land, whether we have arrived 200  years ago or 6 months ago ... we are all migrants to this country ... Apart from the FIRST NATION PEOPLE ... THE INDIGENOUS PEOPLE OF AUSTRALIA

	Senior and managerial staff to receive training so they understand they are not too important to deal directly with residents

	services

	Integrity, transparency of decisions etc. Basically live your values because right now it is very inconsistent.

	Improve the roads in the area (although would also like to see more artwork and street beautification initiatives)

	De-merge the current Innerwest council, address the needs of the local community , Open forums with action and not the council just going through the motions. "MAKE IT HAPPEN FOR THE COMMUNITY"

	Regular maintenance of footpaths and roads.

	Don't change the Inner West streetscape - we love where we live & like it just the way it is!

	Although I'm a big supporter of enhancing the digital experience, we really do require the digital experience to be augmented by human interactions, especially if a satisfactory response is not received to a query.  There should be an immediate opportunity to speak to a human local customer service officer and this should be effortless.
 Council is about community and we want that represented. We want friendly, patient people, with a can do attitude who have good problem solving skills and are people oriented.  The focus should be to hire superior staff.

	Get the basics right. Build a cohesive community. Services that work, playgrounds and open spaces that are properly maintained, and events that celebrate festivities year round. I don’t want to hear about submarines, I don’t want to hear about the stadium in Penrith, I don’t want to hear about a building in Liverpool you have (for god knows what reason) purchased. Services in the community for the community! No more passing the buck, that is all we ever hear from IWC

	Wheelchair facilities - particular footpath "pram ramps" - my Partner is in a wheelchair
Community Solar Battery system.  Lithium batteries are problematic for our environment - minimizing them by using large community based systems would be an excellent step forward.
Electric Vehicle Charging facilities

	Bike lanes

	Continuing to employ and train pleasant customer service representatives who will try and help. 
Continually updating the website to make it as user friendly as possible.

	More regular street cleaning around the immediate streets and lanes behind and around Enmore road Newtown. There is a lot of of dumped rubbish, waste garbage from restaurants that overflows onto the lanes and paths that smells and attracts vermin. Also litter from pedestrians and visitors to nearby restaurants is constant. 
I live in this area, walk my dog in the neighbourhood and am very distressed about the amount of garbage which 
never seems to be resolved. 

	I would like to see the council rewrite existing internal customer service processes - to make it easy, efficient and more enjoyable for the public to interact with them.  Answer questions quickly, make it easy for rate payers to interact with council staff or a human on the end of the line, and make sure that customer service person can help, resolve or fix our query first time first time round, if not within 24 hours.   

Incentivise your staff so that their priority is delivering first rate customer service to the rate payer.  Regularly evaluate customer experiences - ensuring that constituents feel seen, heard, valued and most importantly, have their problems resolved within a very timely manner by sending out quarterly customer satisfaction surveys.

Aim for 95% customer satisfaction.

To ensure the customer (rate payer) receives the best possible service experience, empower your customer facing personnel so they can resolve customer problems by exercising their own common sense and initiative. If there is a silly, outdated, windy or inefficient process in place - allow your staff to say so (in the backend)  and ask them to create a better solution.  Create an internal system to capture staff feedback and customer experiences, review this weekly, and actually implement it.  

Focus always on delivering the best possible customer service for Grass Roots topics in the constituency - ie. parking, trees, neighbourly noise, impingement on enjoyment of property, noise, waste, Das,  -- the things that impact peoples lives in the IWC daily.

Empower your staff to make common sense decisions and fix broken processes in the back-end.  Reward your staff for demonstrating initiative and for positive customer interactions. 

Make sure you have the best possible staff - people who are genuinely the right people - to be in customer facing roles or on the phone.  And train your staff.  

 Keep your customer - the constituent always in the loop. Never leave them hanging, pass them off to someone else and always benchmark against the best in business - Brisbane City Council is one them.  

I would like to see 24/7, 7 day a week services for ratepayers,  not just Monday to Friday.  

A ratepayer at anytime of the day should be able to speak with a person who works with the council to have any council concern or issue addressed.

	DEAMALGAMATION

	Demerge

	Not 5 years, Now. DEAMALGAMATE!! AS VOTED AT LAST COUNCIL ELECTION.

	ADDRESSING TREE ISSUES YOU WILL NOT EVEN COME OUT AND VEIW

	Clear information, direct contact and quick response times

	Digitising your customer service :) 

	Reverse the amalgamation of the separate councils.  It was always a bad idea and has proven itself to be so.

	IMPROVE CUSTOMER SERVICE and tell the truth !

	fusion across former councils

	To continue short surveys after each customer interaction. Phone real human assistance to continue to be available. 

	For any issue to be dealt with promptly by Council and if not possible, to be advised as to the reason of the delay..

	Children focused

	Simple - Actually responding how you say you will

	User Experience! Use the knowledge of systems theory to improve the experience of all involved by making a platform which is built for humans not robots!!!

	Have interpreter service available.

	Customers to be able to contact and talk to relevant person and not go through a call centre.  Have council ring you back and leave a message that they have contacted you.

	Providing an infrastructure to support increased adoption of electric vehicles.  Most houses where I live (Rozelle) have only street parking, therefore cannot easily charge an electric vehicle overnight.  When I was in London last year, the lamp posts were being used to charge vehicles parked on the street.  An initiative like this in the Inner West would definitely stand out for thought leadership in Australia.

	Spend our money more carefully. 

	Parking, playgrounds and maintenance of footpaths and roads

	Being proactive

	bring back council clean up

	Simplify the online experience.

	respond a lot quicker to requests

	More timely responses and action. Having access to the “right” person who can “own” an Isuzus from start to finish

	DE Amalgamation! Democratically voted for by 62.5% voted in favour! Smaller councils better service!

	Staff to be more knowledgeable , to allow customers to put forward their reasons why and how.
Professionalism .
And to respect the time frame it is taking to resolve issues.

	Maintainance on all the parks

	Stop emphasis on us all catching public transport. There is plenty for those who want it. I used to walk, ride a bike, swim. I can no longer do that but feel the whole emphasis is on being young and fit and not having a car. Give ratepayers a space to park out the front of their houses they've paid rates for for over 40? years. Provide charging stations for electric vehicles on streets (next to power poles?). 

	Preventing over development; creating more parks; supporting libraries; environmental health and safety

	An almost invisible council free of all aspects of woke identity politics.

	Be an advocate for local residents and businesses - not fringe issues

	Council staff other than face to face staff returning calls and emails. 

	STAFF Accessibility and SIMPLICITY of application process for any particular project.

	better urban planning initiative and to provide better living environment preventing mass developments of high-rise apartments.

	More in person experiences particularly with regard to public space development 

	Make online forms simpler and ease of use easier

	fix problems when they arise like sorting out my right of way.

	Our answers show this clearly.
If you still cannot see, we are in for continuing trouble.

	A waste collection calendar deliverd to the letterbox

	Cleaning up streets. So much dumping of rubbish, hire push bikes blocking paths, shopping trolleys everywhere blocking paths, broken footpaths, overgrown trees from houses

	Provide certainty for issue resolution for sub-contracted works.

	Keep the human touch .  

	Listen to your customers

	Response times must be quicker and results need to be attended too.

	Either employee better people or give them the empowerment or tools to actually solve problems so it does not constantly require follow up and escalation.

	Coaching elderly and young people on how to engage with council. They have lots of ideas/problems/requests and don’t know what to do. 

	Staff that know more. 

	Improve Condition of roads, footpaths.
Improve stormwater flooding.
Reduce rates.

	Actually escalating issues and not just say ‘we will consider it’ when concerns are raised

	Improved systems, regular maintenance, inspections, information on works and scheduling. These would improve service and reduce requests, freeing staff time

	Not Sure

	If a request has been put to Council to mend a pot hole in my street which is bad for cars. I think I should not have to ring and email Council for the past 6 months and still not get the job done. I should not have to be the one chasing Council and being ignored, so Customer Service for me has been non existent.

	improve tree services and noise pollution 

	Listen to us and respond 

	Don’t waste council funds and be more accountable 

	Act on problems feedback if not going to be done. 

	Train staff well and ensure all their processes are streamlined so that residents issues are answered promptly and council makes a genuine effort to assist residents especially with their concerns.

	Return to basics
Stop wasting rates on things that are not actually community issues

	Response times

	Actually solve concerns and provide prompt feedback on what is being done. I got no feedback on my concern and had to phone up to get a response which was that nothing was being done or going to be done.

	Soft plastic recycling

	How to communicate to the novice and elderly that relates to them.

	The council should be a retailer of electricity and set up local grids using rooftop solar and batteries which has been done in some rural areas. 

	De amalgamation

	footpaths broken and quick fixes which spoil the look of the streets  and trees which impede people walking on footpaths which overhang and in your face plus some of the trunks are too thick and lift the pavements

	More housing 

	Accurate information

	Active support for affordable housing.

	Clear ways forward / guidance materials for certain issues that may not be the day to day areas of expertise for staff. Waste and recycling seems to be a common issue so Council seems all over that. We need to see more emphasis on other areas... 

	People who care and endeavour to understand the issues reported. For example when suggestions are made to stop rubbish dumping in the council car park in Haberfield a true attempt to fix the issue is made (regular inspections, CCTV). The whole of Haberfield streets and roads are a pig-style.

	Community engagement, improvement of facilities and services. Inner West is grossly behind in comparison to neighbouring councils and their facilities. 

	before changing the amenity in our street there should be a meeting with everyone in our street that would like to attend. (eg trees, amenity, road works, parking, parks etc.)

	Environment, green spaces, charging stations for electric vehicles, public transport

	Pest and waste control, green house gases reduction and ecological restoration programs focusing on native fauna and flora.

	Get rid of the tree bosses

	Action as soon as we need them

	Ease of access for all abilities and ages

	More staff who know what they are doing at the Aquatic Centre

	Provide a timely and accurate response/advice on the resolution of the request/issue.

	Recycling of plastic bags - I have heard rumours that Council is working on this issue - if this is the case then top marks for tackling a huge environmental issue at grassroots. 

	Show movie club movies at Marrickville library.

	Fix the footpaths! They are a hazard for pedestrians, especially disabled, elderly pedestrians.

	parking and over development.  solar for the community

	waste and rubbish 

	Remove the street "trees" that are only overgrown shrubs, and plant actual trees which enhance streetscapes. We are suffering under the misguided decisions of the 1990s and it's a horrible mess.

	seperate to 3

	Revamping the Enmore TAFE dog park- it urgently needs a double-gate for safe entry/exit, and also a new fence

	Improve the waste collection reliability

	Training for staff to deal with customers. Having someone overhaul the web page. Making the community events better known and more of them. Let’s use Callan Park for events. Let’s get the Tigers back to Leichhardt. Focus on events that are about the inner west. Don’t forget Annandale, she gets very little community event focus. She is small but she has a great community.

	See above - renew and beautify the East Balmain roundabout which is dilapidated and has a turn circle that is a safety hazard for bus drivers because the footpath and bollards near the church car entrance is too wide, thereby denying buses the space to make a wide turn to avoid the elevated concrete hub of the roundabout. Frankly the roundabout is the most used, most prominent, most run down, and most ugly piece of unattended to infrastructure in Balmain. But Council seems to be blind to that.

	Wipe out homophobia and transphobia in the Inner West; maintenance, cleanliness and safety in public spaces including tree and plant trimming in residential streets, potholes, floodwater drainage, littler and garbage, pet poo; prevent antisocial behaviour and right-wing/extremist/fundamentalist/misogynist groups from intimidating marches/gatherings under the guise of protecting their religious rights; go greener and slow down climate change.

	To listen and respond in a timely fashion to issues raised from residents.

	Faster response times

	Access to electric vehicle charging for individuals without access to off-street parking. Possibly via telegraph pole installations or bollards.

	Ensure high raise parking near major sports arena and theaters.  Remove roadside parking in artery roads...

	An app would be great. Also easier to use online system. 

	Recycling improvement - including food waste (still waiting for this). Extend to all waste (clothing etc) 

	Have people respond in person, not email or letters.

	The tree assessments and process taken seriously.

	Actually addressing concerns and resident requests instead of dismissing everything.

	I thinking that from my experience , they’re doing ok.The council employees that I have had dealings with have been  knowledgeable and helpful. 

	Knowing that when I lodge a DA it is not going to take 15 months to either be approved or rejected. 
I have lodged four DA’s with Leichhardt / Inner West Council over the past 25 years (as a private home owner, not as a developer)) and all 4 have taken between 14 - 18 months to be approved. This is outrageous. 

	accessibility and timeliness in information provision - I recently received the information requested more than 8 weeks after i made the request. 

	Environment and waste recycling and waste reuse.

	Put the ratepayers first instead of the builders and developers 

	Concentrate on roads, rates and rubbish. Do not push any council’s woke Ideology to children in libraries or anyone else. 

	Environmental.. traffic management with the west connex to open in full 

	Develop systems and staffing which support well defined service standards.

	De amalgamation 

	Getting back to home owners enquiries

	Noise pollution

	Clearer website

	Listen to their customers, all of them, not just the noisy ones.

	Be prompt in the things they say they are going to do

	Get a website that works and is developed by a proper website designer and respond to areas of concern in a more timely manner than happens now.

	One of the areas which I would like to see is a focus on dumped rubbish. I live in a street where rubbish is often dumped near my house. Even though I've reported it numerous times, nothing has been proactively done to stop it. It would be good to see Council take action and place a sign up informing people of the fines etc in place.

	Broadening the online service ti enable us to put forward *all* our issues and suggestions at once.

	To be honest we notice council workers who are taking time off when we feel they should be working so my answer is to have council people actively involved in repairing potholes in roads, cleaning up fallen branches, collecting rubbish & generally doing what we expect of them.So often when approached a worker will say"that is not my department".

	Reduce call holding times and improve DA and GIPA request processing.

	Avoid over-population of the area, hence degrading its atmosphere.. .  Road maintenance, parking. Also, retention of important items of the area's heritage .

	Ensure adequate staff to manage requests

	Deamalgamate now! Performance manage the staff, all of them from top to bottom. I'm sick of my rates going to pay inadequate and incapable people from the CEO and Mayor all the way down the line.

	I would like the running of the pools to return to a user experience as before. It was quite convenient for children to get full membership at a pool with the cost of lessons. That this was stopped was one of the primary reasons we stopped using council swimming lessons. 

	Get your website sorted so that you can use online services on a mobile phone

	Regular interaction with councillors

	Timely response to a request and timely action if required.

	Just respond to issues concerning essential Council services (garbage, streets, amenities, gutter cleaning, park upkeep, community gardens...) and SPEND MORE MONEY on amenities or completing jobs that remain unfinnished after YEARS OF NEGLECT...

	THe big issue for me is the safety of street crossings. As a disabled person this is high improtance and I think Council should ensure that every aspect of Council considers the disabled. Plans are in place but practically non existant

	Not take part in the 15-minute city nonsense that is coming to Britain. Just focus on the basics and do an excellent job.

	While any issues I have experienced have been dealt with immediately, there has been no long-term follow-up or contact to ensure that the issue has not occurred again. It would be good to have some form of follow-up for any complaint or issue that has been experienced in the past to ensure that it isn’t repeating,or continuing to happen.

	Most of the time Council gets it right. Garbage, Recycling & Green Waste collection is reliable. With all the rain we've had the verges have become overgrown and have been neglected.  Trees and weeds need regular maintenance but can take forever to be dealt with.  Council pickups work well once you can navigate the website. Playground equipment in some playgrounds needs regular maintenance. Libraries are fantastic.

	Be accessible!

	Improve the online submission system

	Planting more trees. 

	Better staff

	Enforcing good animal care

	Get rid of the 20 people that look into a hole in the road, whilst one person does the work !!! Stop wasting money. Things like automated temporary traffic lights have been in use in other parts of the world for decades, but we still need a group of people to stand there with a lollipop sign - Cut waste and improve our bills

	I would like the garbage collection crew to stop leaving 6 empty bins in my driveway after collection. That would make it much easier to exit my driveway on Friday mornings.  It would be nice if they could take a quick peak in the bin to ensure it really is empty after tipping the bin. And lastly whatever rubbish/recycling misses the truck it would be nice if they could pick it up and toss it into the rear of the truck. 

	Cleaning up the water ways to make them more usable recreational purposes 

	Greener residential streets and waterfront paths/access with lower traffic impact and better pedestrian experience. 

	simplify the website

	Citizen safety. There are trees planted on footpaths which have caused damage and created hazards which the council refuses to address. Especially for older people. 

	Dealing with Garbage and quicker household clean ups as this detracts from the whole street and suburb !

	Same great efficient personal service assisted by app but option for face to face contact.

Seems like there’s a disconnect between garbage collection and service Centre. Let’s go straight to garbage Centre so they can keep doing their work in a timely manner and keep our streets looking clean and clear of broken bins waiting collection 

	Easier to navigate to get your enquiry to the right place 

	Local / community battery storage for solar 

	Someone to triage requests effectively to the correct department. They are assigned by area so you have a familiar contact 

	Rubbish, Roads & Parking!

	Have a better response time. have more options for reporting issues. 

	A serious undertaking to really deal with recycling and rubbish. Collection points all over the Inner West, with clearly labelled individual containers for every kind of plastic, to be used for repairing road surfaces, park benches, whatever - publicising how advanced the Inner West Council is when it comes to "Saving the Planet" ... I want to see ACTION  and PROGRESS actual results, not just lip service....fining of litterers ...you name it ... we customers wou;d have cleaner homes and gutters  and AIR ... 

	Dangerous and long term (months at a time) parking by caravans, trailers etc whose owners probably aren't even residents of Inner West. Eg Darley Rd and Allen St, in Leichhardt.

	Standing up for straight people 

	Waste less money, deliver more services. Stop being so political, you only get the luxury of expressing opinions on non-core issues once you ahve teh basics right, and right now getting the simple things done well seem a million light years away. Less of the fancy t-shirts and more of the service delivery.

	Change the general public perception that contacting anything to do with council or government is a pain. 

	kerbside waste

	Making structure more visible and transparent.

	New indoor sports complex in Tempe

	Improve basic needs, keep the street clean and tidy no rubbish and add lights to dark area and park! 

	Response time

	Dumped rubbish - why do residents and visitors dump lounge suites, large furniture items and all sorts of paraphernalia in the lanes and streets of our town. And why do business owners not train their staff to dispose of their rubbish from restaurants and hair dressing salons in responsible and appropriate ways. It is currently left to a few of us who care and I am very grateful to Council for their terrific staff and their great work.

	Improve the maintenance of our curbside more regularly not just when issue is raised
Continue to review traffic flow & access if changes needed to pedestrian crossings to ensure there is accessibility for everyone. - today pedestrians have to cross a major road without any crossing to access Light Rail at Hawthorne Parade
Work with landlords who continue to leave shops empty

	Service for our rates, in all respects

	Upgrading local parks and play equipment for adults

	Social inclusion strategy

	Keeping developments accountable eg the boarding house in my street Oxford St that was diabolical from start to finish

	De-amalgamation. Since amalgamation all council services have deteriorated.

	seamless logging in process without the need to renew passwords

	be proactive in maintaining all our assetts and to continue with programs that bring our community together--ie treat us as a community with many different aspects, not separate into sections. Have more whole communitry celebrations eg. Ashfield use to host the fantastic Carnival of Cultures which covered every group within our lga and provided each with an opportunity to inform, entertain and share experiences.

	Regular executive forums that are available to all parts of the council area

	A revised outline website that is crystal clear and easy to use. 

	I just want council to do what they say they’ll do. When statements are made it seems council thinks that’s where the matter ends. Actions need to follow. Council needs a fact-checker to follow up on successful delivery of promises.

	Speed and accuracy in response times - the staff are helpful once they get the the query, but getting to them takes time....hire more people??

	Properly investigating the Council nature strips in front of private residences which have gone awry in recent times. It has become a chaotic mess of eclectic vegetation, mostly planted ad hoc and without any aesthetic appeal.
It would be great if Council could somehow provide a guide for residents aimed at providing order and visual appeal. Even if it's only to return to the traditional grass verge.

	ease and simplicity of communication

	Have information that is understandable from an external user perspective than from an internal/Council perspective 

	Listen to the rate payers.  Sometimes I feel that staff should all live in the area, that way they may have more commitment and pride in their work, be more dedicated in the upkeep of Balmain/Rozelle.

	Separate Leichhardt Council according to the community's wishes.

	Remove and reduce the heritage bi laws. 
Promote sustainable housing and embrace electric cars. 
Stop blocking sustainable architecture by using the excuse of heritage will not allow us to change anything. 

	Maintain the current trajectory and keep up the good work

	Respond within the legislative timelines.  The call centre staff were pleasant and helpful but could not resolve me issues as it was held up in another department

	teach your staff to put OOO on their emails, listen to their voicemails, and have back room decision makers spend days in the contact centre / customer service centres so they can see the real impact their decisions are having. 

	Improve IWC-services-to-the-home  for people who do not have cars.  

	Answering their correspondence 

	Paying more than ever and service is worse than ever

	Get togethers mentioned in item13 is probably the most important.I realise that this may be outside the scope of this questionnaire.I am living and working in Australia from 1974 to 2017 with an unemployment period of 19months.

	Climate change.  Pollution - particularly from cruise ships.

	Development of Parramatta Rd  so that it is not a waste land of empty shops. The Petersham Inn Hotel is attracting very negative and aggressive cliental. 

	To take a role in the current housing crisis when assessing development applications or revising building regulations.  now that the cost of living is so high - could meet many legitimate and pressing needs. Look at how to optimise availability of housing and use high density strategies in suitable areas (not all are)

	Sporting ground improvements

	integration of EVs and access to energy efficiency grants

	Actually listen to residents to resolve issues instead of the never ending woke agenda of Council.
a good example is the wasteful actions of the Racism Not welcome signs, pointless.

	Dealing quickly with dumped cars / cars that have run out of rego.
An awareness that we live in the LGA and that over-development is not welcome.

	Keep doing what you are doing, customer focused, knowledgeable staff provide great experiences

	roads

	service 

	Please do your job

	Improve the manner in which the various tasks are done - right first time or done as requested and as promised - so that residents do not have to continually follow up on requests.  This is the most common complaint that I hear from residents: how they book in a service and it doesn't get done.  (yet the quarterly bill always arrives on time!)

	Development of the inner west similar to pagewood, rhodes, pagewood precincts. If council could relocate people for 1 year at these precincts, then get a reputable builder i.e. meriton to develop medium to low residential apartments/homes. This would allow council to have 
1. More revenue, due to more people moving into the area 
2. The customers that have lived in the area would have the best facilities i.e. restaurants, homes, parks. They would move back into there newer apartment/home
3. More revenue from sales of the new properties and DA approvals.
3. More better strata maintenance. 
I think from a customer experience perspective everyone would be happy.

	If a new or revised website is brought in, that it be tested first by a range of residents to iron out any problems before final launch.

	1. fix the roads and footpaths that have broken/cracked and are uneven due to tree roots.
2. replace grass on the nature strips where there is non
3. work with telecommuncation providers for better/faster NBN
4. remove parking meters
5. increase the speed limit on streets that are 40 & 50km
6. ensure there is no overdevelopment in Haberfield and protect the suburb and its beauty

	Get new computer programs

	faster DA process 

	A better online portal with easy to use services (i.e. a much better version then what you have now)

	Stop people parking on corners, often overhanging the corner. 
And in an area when parking is already difficult stop people using the streets for their boats. One spot in Federation Rd Newtown/Camperdown, near Australia St is effectively a private no time limit for the boat which is mostly there. If it isn’t the spot is ‘saved’ by another vehicle of the boat owner! All other spots in this street are time limited so parking is fair for everyone. 

	Increase face to face on site of proposed new project

	What is Council's role in making life better for renters, and ensuring that the Inner West is contributing to solving the housing crisis?

	Be a bit more empathetic to property owners who are trying to be a part of the "improve Parramatta Rd" campaign.  I have been in nefotiations with council for the last three years to try and improve my commercial property on Parramatta Road Annandale. It has been extremely difficult, costly, time consuming and my perception is unfair.  I have submitted plans that have been significantly less alternations ad improvements than neighbouring properties that have had rules changed midway and have been unresolved for three years.

	Community events in suburbs rather than just the main ones (newtown and marrickille)

	Being back the snap send app. 

	Please do the job that we are paying for

	Going out to identify problems such as footpaths and untidy parks as part of a regular schedule

	Quicker processing and reasonableness with building application and processes.

	Fix the website and have more capabilities to deal with urgent local issues

	Improve the rate payers experience in their interactions with Council: fast, efficient, accurate.

	Listen to customer/resident feedback and abide by the results of polls taken about de-amalgamation

	Access for disabled
Trimming trees that block access and breakup footpaths

	Listening to actual residents. Stop involving the council in state matters. I want my rubbish actually collected, the massive parking issues for residents actually addressed. 

	De amalgamation 

	Become more sustainable and eco-friendly. Better yet, regenerative. 
Make it easier for citizens to recycle too.

	Maintain the high standard of services, exercise classes and pool facilities provided by Leichhardt Park Aquatic Centre.

	Recycling is a topic of interest for me - so any information we can use food waste, what to do with clothes, charities in our area that need help - volunteering 

	An app. Plus keep services in council hands. Love the move to bring services back in house 

	Would like to have more understanding on where tickets/requests are in the workflow

	Website functionality;

	Be more open minded in relation to inner city living. Not all terrace houses should have a 50 m gum tree in the courtyard even if it is 2 metres from the house- that is country not city living. Just be reasonable! Clean up the area - not just Marrickville. Get rid of the rats. Provide value for rate money. 

	Staff training

	Train your staff how to work with people, rather than against them; simplify the tree removal policy - do we really need to lodge an entire development application to remove one problem tree?

	Make the whole liquor licensing, music, and cultural production aspects of inner west life a priority. People move here to be a  part of a vibrant community. Sydney's enclaves of interesting and vibrant culture are being killed off by development, please protect the inner west and support the arts, night life, and culture. At the moment it's not financially viable to put on a small public event in a public space because of all the public liability insurance, security costs, and various risk management costs. Find a way to loosen this stuff up and support DIY local culture. People don't need guardrails around everything. 

ps. I realise that liquor licensing isn't Inner West Council's domain but opening hours, and music licences and things like that can make a pretty big difference.

	Respond to emails, requests & bookings for rubbish pick ups including paints,batteries etc

	Stay consolidated. 

	It all seems kinda fragmented. Unified website, mobile app, mapping integration. 

	Employing people who understand it is a service industry, paid for by the people they are meant to serve.

	Council needs to provide better services for our money.  example......parks need to be clean neat and tidy

	Better website and communications. I have no idea what council has planned for the local area but no doubt it's on the website somewhere.

	Provide a way to action problems.

	Prompt response times

	Turnaround times to address issues

	a "profile" for inner westies that enables a single customer view for residents. all their "issues", submissions, reports are accessible with their login and profile.

	hire staff to answer queries

	Enforce parking restrictions and stop illegal parking. 

	Young people's engagement in local politics - better to have young people on Council!
Maybe value the work of hard working councilors more
Strategies to support homeless, vulnerable people - Council should work with NGO on transitional and temporary housing and also make sure developers who are seeking to build housing are actually providing for the community for just for profit
Provide more DV awareness and by-stander training in the community
Support the DV strategy
Ensure that developers plant trees that they pull up during their development works but make it easier for residents to deal with trees that are causing damage to property - this seems like a crazy situation!

	Interaction with rate payers..... 

	Sort the dog /dog owner problems (ie attack incidents, off/leash infringements, antisocial behaviour).

	I'd really like Council to maintain & improve Lecihhardt Library. It's an important & valuable community resource.

	A proper CRM and app which allows streamlined two way communication with customers. Need staff to be proactive and not ‘against’ us when we suggest improvements to our areas. Move away from the 'tick box' mentality to tickets and focus on successfully completing what the customer wants, even if it takes longer.

	Completely replace the website/digital offering and CRM system.

	Improve the process for the notifying and managing of dumped/unregistered vehicles so that the residents don't have to continually follow up for action to be taken.

	Filming applications need to be a lot more practical - it’s currently not a friendly process. 

Fixing the bike track that was poorly designed despite what’s being promoted. 

	Spend rates in important matters and repairs 

	Listening to the person and not pigeonholing their requests into a category that suits them regardless of whether it is relevant or actually answers the persons question.

	Pay some attention to St Peters and Sydneham. It’s a disgrace. We need to drive out of area to access clean safe recreation areas. 

	Ease of submitting requests, being able to have one place to see rates (pending or paid), submit waste collection request, questions etc or an app or website 

	Resident services. Cleaning up the streets of marrickville

	Focus on reducing traffic on local roads / increasing green spaces / protecting and maintaining heritage buildings and supporting owners to do the same on Enmore Road and King Street. Analysing the way the Annette Kellerman gym is used as presently many classes are booked out due to the gym equipment taking extra floor space - the classes are very popular and council should increase the space available for them by removing some of the bikes for a start. Also the section used for classes should be separated with a glass wall or similar as the gym is too noisy for teachers to be heard properly. This is an ongoing issue and should be considered and improved. 

	communication and sustained follow up on issues raisaed.

	I hope accountability is introduced for council workers. At the moment, council workers in general (especially the planning and heritage teams) rarely respond to communications, communicate poorly, consistently break and dishonour deadlines, give contradictory advice, and are disrespectful and rude to the very rate-payers who fund their salaries. The treatment is shocking and there is no accountability for them, no negative consequences. They seem to be able to treat people and projects however they like and get away with it because they have the support of their managers, who behave in the same manner. It’s systemic immunity and it needs to be improved. 

	More greening of the inner west. 

	I am planning a renovation next year and I am very nervous about it. I have heard terrible stories about how difficult and expensive the regulatory process is, and how long it takes. I can’t even find any information on the council website about whether what I want to do is permitted (add a driveway in front). I guess I have to study the planning laws to find out. It would be good if more plain language information was available about what people can do.

	To improve accessibility to Council via new digital technology (ie. an app).

	Response times

	Improve Customer Service

	Well maintained public recreational space 

	Make sure that there is enough staff and they are properly trained including parks people (a native grass is not a weed). That a proper quality management system is in place.

	Increase & improve green space for recreation activities (sporting & passive) in line with the increased commercial & residential development of the council area.

	one-on-one contact with youth

	The planning/DA process is badly broken. Some of that is the fault of state government, but council must do more to improve its process and systems where it can. For example, the current DA process does not provide adequate protections for neighbouring properties. Also, the lack of an appeal process and the apparent reliance on peer review only leads to a downward spiral in the quality of decision making. There is a lack of transparency and accountability with no systematic mechanism to improve DA outcomes or processes.

	Providing customer service staff who understand and articulate adequately.

	Compost recycling. 
Much clerer way of communicating what does and doesn’t go in yellow bins - list on website too clunky for the average person to bother with careful recycling. 

	Less wordy, more accessible language use on your website. Better and easier navigation so I can find what I need to do quickly

	Removing gender ideology from any customer interaction. 

	A better digital experience 

	Act with integrity. Stop arbitrary actions that appear to lack consistent policy frameworks

	Beyond improvement ! I feel they just don’t care ! All smoke and mirrors - nothing gets done !

	Respect our vote to demerger

	knowledgable people that respond in a timely and professional manner

	Did I mention the website and the bloody portal? I would like council officers to sit down with residents to observe users trying to complete the most common tasks. You will build empathy with residents for how difficult they are to use

	INFRASTRUCTURE. Our council area has the worst roads in Sydney and the footpaths are pathetic. We have no parking especially near public transport hubs. Develop the area into a modern attractive council area with more people and work places with offices and apartments.

	Staff training on how to behave politely and professionally. 

	The environment and advice to Seniors ( particularly financial advice )

	People working in the area would benefit from having a more detailed appreciation and knowledge about the area. 

	Electric car chargers for apartments and in streets
Make it feasible and easy for apartment dwellers to charge their cars 

	I enjoy the current level of customer service; great if it can be maintained. 

	Keep giving options of phone/email/online for people. Not everyone is capable or able to do an online form

	De amalgamation

	Stay amalgamated to bring a better level of service to rate payers as compared to being split into small parochial council areas where politicians are more focused on their ego so they can get into State Government rather than provide services for rate payers would be appreciated.

	To maintain the excellent facilities at Leichhardt Park Aquatic Centre (LPAC) and most importantly the welcoming vibe especially in the gym and group classes where everyone feels welcome and part of something really special - their local community, where you are known and valued. The personal trainers as well as the group class instructors are exceptional - friendly yet professional - and cater for everyone, so that everyone feels equally valued. For many people (including my son who for the past 10 years, since he left school, has been going to LPAC twice a week for the fantastic spin class, and working out with a number of the LPAC personal trainers - all of whom have been wonderful) a visit to LPAC is the absolute highlight of the week and I cannot imagine that this incredible sense of community could be replicated anywhere else. LPAC offers something for everyone, be it a relaxing early morning swim, great variety of group classes for all ages and abilities, a fabulous gym setup with great personal trainers, learn to swim classes, attentive lifeguards, friendly front desk staff, accessible bathrooms, fun pool for the littlies, cafe with indoor and outdoor seating to socialise and celebrate special occasions eg Christmas - so much to offer to the community with all these service in one location. We are so lucky. LPAC is a perfect example of bringing the community together.

	A council app could help. 

	Make the DA process, certification, return of deposits and tree trimming processes simple and quick!

	More EV charging stations and maintaining high standards for public spaces.

	Response to parking infringements is terrible. There seems to be no point in reporting a vehicle blocking a driveway for example as it takes days for a ranger to visit by which time the vehicle is usually gone.

	Open forum use

	As I don't often attend the community engagement events, an example could be email updates on those big issues and solutions could be sent to IWC residents. Although find that IWC is very customer engaged already 

	IMPROVE THE DIGITAL EXPERIENCE. It is currently so poor, not intuitive and requires so many steps to do basic tasks. The mobile experience is particularly bad

	Communication all round. In addition to be more community focused, Listen to the residence and their needs and act in a reasonable time frame to resolve the issue.

	Tree cutting around the streets, marked parking spots to prevent people taking up too much space and stopping cars being able to park

	Bring back the half yearly general rubbish collection. The streets are now littered with mattresses and other furniture at all time of the year because people don’t book on line for their collection. As a result the streets look like dumps. 
Can you also do something to improve Ashfield Mall? Surely you must have some influence? It’s so depressing.

	Significantly improve email responses. I have emailed queries regarding my rate payments to Inner West Council previously and never received any response. This is unacceptable. All questions regarding payment of rates should be answered, and preferably in a timely manner. I would also like to see food scraps collection services implemented by Inner West council.

	With all the road works and blocked and upheaval, have a centralised place where we can get information and support.  Liaise better with TFNSW if needed.  I have had some of these 'traffic wardens' actually come up to my car and shout at me and hit my car with their fist, because i hesitated to "BACK UP NOW" from a dead end at the end of my street because I wanted to ask how long it would be blocked and what way I could get out onto the main road.  They dont care, they dont want to answer questions, they just want you to go away and do what they say.  It can be really upsetting, especially when you have kids in the car and are near your own home.  And it has been going on for 3 years now - looking like it will be going on for longer in the White Bay area that i live.  So be it.  thats progress.  but we deserve some information, patience and feedback.

	Focus on the delivery of services over the customer experience. I don't need to have an experience, but I do need my rubbish collected and I do need problems -- such as the roots of a street tree splitting my fence in two and costing me $5,000 to replace -- addressed. 

	Restore scheduled council clean-ups.

	Online services.

	Quicker response time to enquiries 

	Better DA and CC process

	Better communication around DA process and decisions. Would like the opportunity to workshop a concept rather than it be refused outright. Clients don't want to go to the time and expense of a DA to get rejected.

	Housing will continue to be a problem, the demographics of many areas is changing - some suburbs such as Balmain are slowly turning into retirement villages as the cost of housing becomes too expensive for young professional people such as  teachers, nurses, beginning career types.
Back in the 1980's these suburbs has a good mix of people. The young, single professionals have some money to spend and desire to meet new people, therefore using the pubs, bars and restaurants and council events. So sad to see the pubs closing down.

	To attend to the improvement of the current poor state of many of our facilities such as public toilets, playgrounds, pools, sporting fields and out buildings generally, including Town Halls

	Complete revamp of the DA process when it comes to non-builder/personal home owners. It is not user friendly at all and in this environment suppliers in the industry don't want to work in this council area inflating costs and forcing home owners to leave their homes derelict, negatively impacting on the character of the street. 

	Facilitate linking of individual community members with a group of likeminded individuals ie for community projects, opposition to unpopular developments proposals and DA's.
Facilitate Zoom & MS Teams meetings and discussion forums with Mayor, Councillors, Council Officers and Community.
Provide webcasts, podcasts and program content to engage with the community.
Better search facilities, assistance, and knowledge base on Council website, incorporating AI and Chat box.
With complex development proposals, providing 3-D visuals and models that enable community to better understand the scope and scale of the  development without having to wade through 50 or 60 2D drawings. Some residents don't have smart phones, computers, time or the ability to interpret complex drawings and specifications.
Develop easier methods for residents to voice their objection to DA's and protect their residential amenity.

	Staff should take time to review and answer our queries, as opposed to responding fast with one-liners that add zero value or don't actually address the issue. 

	Actually being helpful 

	Get things done much quicker and don't leave pp waiting so long esp when it comes to building 

	N/a

	Actually complete the repairs required, not just take the calls about the repairs needed.

	continuing grass verge mowing, continuing rubbish pick up days, tree planting

	VERBAL COMMUICATION WHERE NECESSARY RATHER THAN BEING TEXT AWAY.

	Reducing heavy vehicle traffic in st Peters and   make the part of princes highway/king street near Sydney park more inviting and pedestrian friendly.

	Return to democratic balued

	Real and genuine customer service and not keeping people waiting on the phone to see if they will give up

	I think it is unfair that people who moan and carry on a lot get pushed to the front of the queue while better behaved people get unprioritiesed

	I would like a way to engage with micro communities (eg. My immediate neighbors or others that work in the area) on issues that impact us. General forums are not always workable and most people won’t attend them. If something was organized with my smaller communities I would consider it. If council could engage or even create small groups online and notify of consultations or services I think I would feel more interested to take part. 

	better customer service

	Accountability for customer service reps. Option to rate council’s customer service after each interaction so council can monitor trends with their staff - if lots of nasty reviews performance manage them. Articulate what your values are and hold staff to account 

	updated information published in a timely manner.  accurate financial data published in a timely manner.  responding to community input effectively

	Website website website. 
Friendly approachable face to face Town Hall meetings with Councillors (and staff) - the history of aggressive argumentative monthly council meetings has put me off ever wanting to interact with council again.

	Do not assume that digital/online is the most efficient, cost effective way for customers to interact with council services. At the very least, there needs to be a face to face/online/phone help service available, with considerable knowledge about all areas for best connectivity to services.
Better face to face opportunities across all services.

	Their DA assessment team need a complete enquiry into their understanding of the DCP, heritage conservation, the community needs, good architecture, discrimination and fairness.
I’m very concerned about this area in the council. 

	Focus on what council is meant to do. Completing local services and products. Do not get involved in state and federal government agendas. Focus on residents needs like good and safe paths, parks, facilities etc 

	Fixing your DA process. I know a handful of great people who recently choose to move rather than put a DA through IWC. 

	Response times to action requests 

	Stop calling residents customers, you are there to service residents. 
And stick to your job, stop getting involved in business that has nothing to do with council duties.

	Council should be more appreciative if good ideas from the community and of the effort community groups put in to improving council policies and services. When council runs a public consultation process it should explain why some ideas are incorporated and some are not, instead of just ignoring all the ideas it doesn't like or that seem like too much work. 

	Better trained staff to stop wasting money in legal fees. 

	To make the Service centres, identifiable (regardless from which angle a person is coming to the CS) welcoming, clearly identifying there entrances, suitable lighting with clear and visible signage from the outside of the building as to the entrances, hours of operation that is appropriate to all members of the community. That all surrounding walk ways, car parks, bus stops near a CS centre are viewed as part of the whole experience of attending the centre.









	[bookmark: _Toc144728213]What is the one thing Council should address to improve customer experience over the next five years?

	Move away from customer experience ie how customers feel and improve the actual services.

	Mobile friendly website and app

	Improve access to development proposals.

	Improve trust in customer service by taking action in line with community needs. Sometimes people don’t know what they need and what they want doesn’t match to what they need. Council needs to imbed process and practices to identify community needs - currently they are reliant on loud voices and market research. This is not sufficient. I don’t trust that council has the skills to identify and improve services - this will be vital to ensure the council stays up to date with community needs. 

	Make it across the whole local government area that all our policies are fair and the same. For example, It is not fair that I have to pay for visitor parking permits and only entitled to 30 where residents in Balmain etc are allowed free visitor permits for 2 years. 
Everything should be streamlined considering that rates have been harmonised.

	Didn't I just answer essentially this same question?
ie 'What is the one most important initiative you would like to see Council focus on over the next five years to improve customer experience?'
Is there anyone in the organisation who can clearly articulate what additional data this question was expected to answer that would not have been captured by the preceding question?
This inability to identify problems with the customer experience of a website or webform,  repeated requests for the same data, duplication of questions and lack of attention to detail may be at the root of the website problem.

	My ward councillor could be better informed re regulations, and should be able to be consulted on the council website

	Website 

	Face to face encounters.

	Implement the vote of getting rid of inner west. Services have dropped since we were all forced from 3 councils to 1. 

	Use customer feedback to improve services, processes, etc.  

	Actually serving community needs.

	Improve the online issue reporting experience.

	See last answer 

	Community members are not here to annoy you and make your work life hard, so don’t treat us like it, regardless of who you are or what you do.

Don’t say or even start with it’s not my job.

	traffic flow around marrickville metro

	See previous response

	Don’t know. 

	Online and service and response times 

	Listen to what the ratepayers actually want (deamalgamation) rather than the wishes and of career councillors, particularly the mayor.

	The demerger

	See above. 

	Remove the solos and demarcations within the bureaucracy.

	Do the jobs we pay rates for. 
When we ask for something, take it seriously instead of sending bugger off texts 

	Better community facilities and initiatives that promote arts, creativity, small business and social engagement and connection.

	Culture change an introduction of some respect for ratepayers / residents.  Put this group first, not last.

	Localise local government by de-merging. 

	Nil

	Have departments like tree services and planning act in a responsible and positive way with residents . Most will do the right thing . But these departments encourage the opposite. 

	Walk the talk on climate change and urban improvement for the long term, not the next election

	Not sure

	Up to date, streamlined and comprehensive website, transparent processes

	Improved website 

	TBA 

	Customer support services.

	Help with parking solutions in Francis St  Enmore

	face to face 

	waste removal improved

	Staff response to questions

	Community engagement 

	your policies. I looked at booking some laser tag for a 6 year old birthday party in one of your park's and you said its not allowed, god knows why but you would allow the inflatables.  it makes no sense.

	The customer experience is fine.  The biggest problem I think you have is keeping the laneways clean and making sure the restaurants are up to a health standard.  The restaurant we live on top of gets their food delivered during the day and it is left on top of their outside toilet where it sits until they open at night.  We would never eat there because we know this but customers have no idea that they are eating food that has sat on top of a toilet all day..

	Stop ignoring the complaints and emails

	Accountability

	service 

	Take responsibility for resident concerns, acknowledge enquiries and report back timely. Stop passing the buck and ignoring concerns that don't fall into easy platitudinous responses

	Efficiency

	no suggestions

	make rates payment actually simple - one click - and offer paypal

	Continue to improve individual training for all staff.

	None

	Not sure.

	Clean up navigation on website and minimise external links / load times 

	Pleasant, helpful people who will bend over backwards yo help you.

	You know what to do 📞 

	Collect bins on time / maintain street scapes regularly

	As above.

	As per previous question, better management of parking in narrow streets so residents are not impacted by illegal parked vehicles

	not saying its policy and rectify requests

	Hire another town planner or two so that building approvals can be processed much faster.

	easier online experience

	NA

	Just maintain regular info/contact

	employ people who actually know something

	Knowledge

	Start at the top ie Council and Executive meetings should be reviewing the complaints/issues data at every meeting,informing ratepayers about the data and what they’re going to do about it and reporting regularly on progress towards improvement.
The bland info/releases which emanate from Council whitewashes everything when we,the ratepayers,know otherwise.So focus on,and be accountable for customer experience as the primary focus!

	Simplicity. Practicality and an ability to use common sense on some key issues instead of the rule book.

	Time/efficiency.

	Increase staffing levels so the council can meet their responsibilities to the community

	Household waste collection. Parking permits

	Follow up on enquires and let the person know how things are progressing

	Effective follow through on issues raised. Don't make me call on the same issue mul

	have a local office in Annandale

	None I can think of.

	Collect bins in time. 
Follow with schedule services. Do the basics properly please 

	App

	Improving the DA approval process in terms of transparency and communication

	Develop apps

	End to end simple and meaningful service.

	Realising this may not be within your control, but the portal needs work. 

	more and free parking 

	Parking. 

	Extended opening hours and the possibility of arranging a zoom meeting suitable to both parties.

	Prompt development assessment.

	Be openminded and conscious of biases

	Provide contact details of council officer, ie. name, email, mobile, etc. 

	AI 

	be more attentive and courteous

	None 

	Approachability and ease of use of services

	see previous comment

	see previous answer

	I honestly think IWC is the best council I've dealt with - your initiatives to allow face to face discussions and providing emails as avenues for people to contribute ideas is great. The proactiveness of IWC to support the LGBTQI community has been forth coming as well with events, flags, presence. Probably greater awareness of mental health programs and support groups, health and nutrition programs thru community centres.

	nothing really,,, my experience is they are doing their best

	Respond to residents’ requests

	See answer to question 12

	defend the Sydney Airport curfew

	Less talk more action

	Ensuring those who deal with complaints and inquiries are knowledgeable and/or have access to support them in their interactions with residents

	On street parking access for residents as tgere is no spaces. people come into the area to park all day and commute to work

	Just do your job, sweep the streets, remove litter, keep things nice and shiny.

	Electronic / chemicals kerbside collection days

	Online platform it's not super user friendly

	as per previous response

	Get the garbage - red, green and yellow bins - picked up on the days designated.

	Actually responding within a 24 hour period 

	Listen and respond with respect.

	Staff training.

	Technology

	Provide easy access to council staff to talk through concerns.

	Communication and accessibility to services online 

	Garbage, recycling and green waste bins not left on the road after they have been emptied by staff.

	update and simplify building;ding enquires online to answer simple questions

	Again investing into an online open data transparency hub.  For the same reason as above.

	Unsure

	Avoid the WFH culture

	Better / more interactive on line presence

	DAs - as above

	Your poor and slow operation of the planning process.

	Be available and knowledgable 

	reduce call wait times

	Always answer the phone , 

	I am very happy with the customer service.

	Get some people ob the council that work for the community.

	Make information and assistance more accessible

	This survey is complex and asks too many similar questions. Customer service is about responding in a timely manner with a solution to the problem. If I make a trip to Council to report a dangerous intersection, the most important thing is to do something promptly about it before someone else has an accident and their car is written off like ours has been.

	stick to promises

	Employ people that are truly committed to improving access to council services.

	Staff who treat residents concerns respectfully. 
Inner west does a good job with environment and sustainability, waste and recycling, council pick ups for large items. Some staff are very helpful but staff in management positions should be setting example for other staff in good service and resolving resident’s issues. 

	People, process and technology

	More than 9-5,M-F

	Improved  DA assessments which demonstrate a clear understanding and application of Council's policies and plans. Greater consistency in outcomes like for like.

	follow it's own policies and listen to the community

	Upgrading the website 

	Frontline line staff

	More and better trained staff

	Responses are a key piece of customer experience. Probably phase one for you. 

	See above.

	Council should focus on responding to all requests submitted by residents.

	A fair equitable approach

	Not have the guy move all of the bins into the street at 5am

	Employ people who live in the area and understand they are there to serve the ratepayers. We pay their wages and they are not doing us a favour by helping us.

	Improve your phone wait times and email response times. And your on hold messages. Fix them, they’re awful. 

	Make web site easier to navigate

	To listen to concerns 

	Keep going. Good work.

	Continue to put the needs of all customers first .

	As noted before, my experiences with Council have been quite positive. Maintaining swift effective responses and updating people on the progress of their matters seem to me to be positive things to continue. Is it feasible for Council to collate data on calls to their services to see if there are matters emerging that might need a more proactive response (for example, if several people report potholes in a several block radius, is it worth using this data to determine the urgency of road maintenance? Perhaps this already occurs.

	Keep Marrickville clean and in order like it used to be many many many years ago

	Faster response time and resolution. Be reasonable (use logic) with requests.

	Fix the potholes, and Norton St is still disgusting

	More listeners who are able to accompany an issue and a client to the end.

	Customer service.

	As I stated above. 
Also easier DA process for those who live in conservation areas and stop charging us for every application which we have to submit. 
We are being punished for living in a conservation area where those who don’t won’t even have to make applications. 

	address the aging population requirements / asisstence

	Improve the dog exercise area maps. The black and neon colour scheme is crap. It's user unfriendly as it doesn't give any context to the maps. It comes across as the council trying to be hip and trendy but loses all utility in the process. Ignore the sunk cost and fix them. Canada Bay's maps are much better, take a look!

	Truth 

	I find the inner west, untidy and grass on the footpaths overgrown.I would like to see the council address these issues, and act accordingly.

	Ensure solutions bring resolution 

	Roads and rubbish

	roads

	Repair / replace roads.  Elizabeth St needs scraping of the surface, levelling out the bumps and resurfacing.  Just do it in stages. 

	Pride in the environment

	Follow through on customer requests dont ignore. Ive had an EA at council working from home (post covid lockdowns) not be able to put me through to her manager as her set up at home was unable to. She would not give me their land line number and hang up on me without calling me back. This was in relation to a paid applicable it was not a nuisance call.

	Limitations on developments that don’t preserve our rich history. 

	hire more people

	Do the job effectively 
Stop wasting time and money on political statements and get the basics right 

Address where money is spent and ensure it’s spend fairly across the whole area

	Recognise that you are working for the benefit of ratepayers and residents, not the “Council” as employing entity. The major aim has to be satisfaction of ratepayers and residents

	The council is too big and impersonal.

	Providing more information to “educate” the local community with regard to council initiatives that are focused on liveability in the LGA 

	fix the entire online engagement experience for residents. 

	Refer question 12

	Council maintains the nature strips but not in a timely fashion. Because of this they look bad most of the time, especially in Summer. I used to live in the shire where the residents maintain their share of nature strips and the streets look neat and tidy. I am not suggesting a change here because most houses have so little grass and so little storage space, but I would like council to do the job well. 

	Listen and Act.

	Website, just use a square space template of something, not whatever it is now

	Genuinely listen and engage, start learning your demographic

	Use call recording. 

	Get back to the customer with feedback. I am still waiting

	responding faster and stop outsourcing 

	See above. Don't force staff with content knowledge but no communication skills to be the communicator 

	Website design and UX

	Lose the shit staff, and hire some new people who actually care

	invest a lot in electric vehicle charging for people without off street parking

	.

	Ensure you can contact the correct person and not get the run around

	Keep working on the website

	see above

	stop traumatizing residents with the development process - why should residents have to go to land and environment court to reach a fair outcome.

	Don't permit building work to be carried on in the middle of the night.

	Clear information, simple interactions 

	Just keep on responding to queries and problems - be attentive

	As above. Better digital experience for residents. Be less involved in residents lives. 

	No sure

	The council is ineffective, inefficient and should be de-amalgamated as soon as possible 

	Maybe more staff.

	Ensure staff are supported, receive training to maximise customer experience

	The council intake of requests are great, sometimes it just takes a while to get through on the phone. The problem is the action speed if it’s not followed up in real life, and sometimes the requests gets forgotten which is very frustrating.

	More online feedback

	Be quick

	An efficient, functional and properly used ticketing system.

	None

	I really don't know what will happen in 5 years.

	Ensure you empty enough staff. 

	The way you communicate and allow communications with your staff

	Parking issues

	make staff accountable

	See above.

	Training staff

	As above

	Simplify access to services 

	Educate your employees to say they are responsible and will find a solution and get back to customer.

	Keep it personal

	Get the basic council services right! Bins, roads, paths, mowing, cleaning leaves. Deliver on this. 

	Answer requests

	Na

	Be honest, take accountability

	Patience 

	Replace the planning commission with service led people.

	Protection of properties from excessive planting of trees, numerous footpath and fencing issues and arrogant responses stating not their issue 

	Recycling 

	See previous answer. Work on improving comms - review the questions in this survey with someone with less than perfect English skills and see how it goes, subtle variances in questions would confuse many 

	don't know

	Actually caring about residents and ensuring they complete cases...not just leave them open for a lifetime.

	Address the poor services we receive. 

	Taking care of their parks 

	Responding to communication. I understand Council receive a high volume of communication but a review of the systems used to manage the communication need to be conducted and the process improved. There needs to be strategies put in place so communication is accounted for end to end. 

	As above

	Remove the mayor. Make the reporting system simple. Not jump through 10 hoops before submitting a issue. Get people to actually answer their phones and call you back. 

	This sounds like last question !

	The website - flaky and ineffective

	Training for phone staff

	Focus on community needs not developers needs

	An efficient user-friendly website would be an advantage, but preferably the Council provide adequate services to obviate - or at least decrease - the need for contact by residents with the Council.

	More face to face and a person at the end of the phone

	Better trained people who want to improve experience - not just do a 7hr shift

	Certainly don’t reduce staff levels as nothing beats human contact. 

	Not sure 

	Put in place a management system that handles service requests. Not the technology, you already have that. THe people and governance at the back end to make sure service level targets are hit and when they are not holding that department accountable

	More street sweepers keeping footpaths/ gutters clean and making sure footpaths aren't in need of repair which can cause issue to elderly.

	As above

	Doing the basics right. Stop seeking to build, knock down and erect me structures. Maintain and look after what the majority use and skip the fancy stuff for the few. Listen to feedback, especially when it's a majority view on demerger, and stop advertising all the great things council does for the minority. 

	Simplify access to services, digitise and automate processes. 

	Stop ass covering, start being active. 

	Pick up bins

	None

	See previous answer

	Responsiveness and being real 

	Disappear completely 

	I suppose feedback from people is the most important. So dispersing this amongst the Council employees, and amongst the citizens.

	I don't know

	shorter email reply times

	As above

	Demolish the abominations in Station St

	Ensure people know the council area 

	Customer Service generally is excellent.

	Better quality garbage collection and have regular rubbish collection and street rubbish sweeping on high demand roads like King Street and Enmore Road and sides streets coming off them. The level of rubbish on footpaths and gutters/roads is terrible. It looks awful and is a bad impression for visitors let alone residents. And it all gets washed down into the stormwater system. Really bad and its a regular complaint from residents and issue spoken about in our local area.

	As above PLEASE HAVE AT LEAST QUARTERLY CHEMICAL AND ELECTRICAL RECYCLING DATES. They are currently far too widely spaced out, and who's to say people from other Council areas aren't dropping off their stuff. The only place they seem to be advertised is on the IW website, and putting them into the Newsletter would also help locals.  I also think that if IWC wants to make its mark environmentally,it should make sure all parks have flowering trees and a flower garden to attract bees, butterflies, insects, the 'small world'. There is a total absence of flower gardens in most parks, unlike Cronulla and Botany Bay where beautiful flower gardens are there for locals to enjoy, especially senior citizens. Even some 'hot house' days. The main Botanic Gardens are too far for many people.   Thanks. 

	Community consultation 

	Employ interested staff

	More 30 min free parking on Norton and side streets

	Reliable honest workers 

	Forms and payments. 

	DA approval process. Responsibility to resolve illegal building works. 

	Actually provide Customer Service.

	None

	Strata buildings compliance officers becoming more focused on the customer. Moving away from draconian fines and legalistic development orders. Meeting with strata committees to work out a joint strategy for Fire ohs etc. 

	Keep helping residence get priority for parking 

	Make more infos available on website. Ease of access without having to restorer to too many things. 

	I can’t think of better way 

	Employ people who care enough to do a good job and support them to do it. Performance manage those who don't.

	I don't know 

	see above

	Setting a clear vision for each suburb and making sure residents have a clear say in what’s needed

	Automation 

	Over developing 

	More responsive 

	Please pick up broken bins 

	Idk

	Customer service portal really needs to be improved as it feels like 2010 with the website.

	Reduce parking costs in Glebe and Leichhardt. Would be nice to explore restaurants 

	Make it easier to find answers.

	Response and action.

	Hire people who care and customer service skills

	Tidy up the garbage bins in the lanes. Have property numbers on all bins and get garbage bins kept inside people’s property. Also remove broken bins.
Bins should be replaced to the property and not left meters from their correct residence because the garbage collectors are too lazy to replace them correctly.
Maybe a house number on the lane side would assist bins being put back correctly. Bins not taken in from lanes could have a letter from council and a fine.

	get real people who can help you in a timely fashion

	Be more efficient 

	you wont pleas all, provide additional staff to assist with front of house, clean out the dead wood in the engineering department,  long in the tooth and long gone - ought to be replaced with more progressive thinkers  

	Nicer staff and more of them.

	Listen to what the customers want. Provide more opportunities to collect feedback online (not only face-to-face) on a more regular basis and communicate more frequently your actions relating to the feedback received.

	Nothing that hasn’t already been said

	Not sure if you need a local council you could just centralise all services across the state. Eg. Parking, rubbish collection, garden maintenance 

	I have found the front of the counter and phone staff to be very helpful.  However, it has been recent dealings with professional staff that have left a very poor impression.  It should be reinforced that the professional staff need to act with integrity and respond to rate payers and their enquiries as ultimately, we pay their salary.

	Quick turn of answers etc

	Follow up on tickets assigned to maintenance team, and sent updates 

	Employ people who know their jobs

	I don't know exactly but I personally don't think it should utilise online means

	Please see previous response

	Have staff that actually help.

	Creation of a portal for logging requests, raising issues, tracking progress etc

	More personal - account managers to take accountability for ensuring, issues are dealt with in a timely manner.

	This council is great 

	No comment 

	More frequent availability to required services 

	Maintaining employment of council staffing to ensure person to person contact when needed.

	Have an easy to navigate wen site but also incorporate more meaningful phone conversations to help resolve issues faster. 

	See above, have better web and app design.

	See above question

	As above

	Support the recycle smart programme better. We are very limited in the amount of collections and you don’t advertise it very well

	Time waiting, mire real staff

	Communication and behavioural training/teaching and cultural education

	Every service and sub-standard council officer.

	Offer options, as not everybody will have a computer or internet.

	SERVICE 

	Perhaps allow residents to speak with relevant area eg waste rather than it all go through central control.

	fix the bloody footpaths so our mobility impaired or sight impaired can walk the streets confidently, without fear of falling

	Follow up with work that would be great 

	Better website navigation 

	Actually fix problems

	When rate payers contact Council, Council needs to act.  

	If you would do  at least half of your job well you would improve our esperience dramatically

	Those representing the council need to leave their book of excuses at home and do their job better. If it truly is a case of too much work for the individual then the council needs to address this at the core.

	Read my previous comment

	Responsiveness 

	More parking officers 

	Faster response times.

	reduce the number of rainbow flags and rainbow infrastructure. It is actually not inclusive

	See above 

	Resolve requests quicker.

	Local parking difficulties

	answer and act on complain

	act not just listen

	After hours and weekend service. 

	Lower the rates.

	n/a

	Listen to the community and if lots of neighbours are ringing up or saying the same thing, take action.

	As before, cannot comment due to the limited experience.

	Get a better website, clean up these suburbs.

	Employ enough staff for all your services to be operating well. 

	Listen to rate payers 

	Efficient use of funds.

	Demerge, and actually tender for a better website.

	Put in place an independent and empathetic  community liaison officer to deal with residents on tree matters, who is not a tree expert but is someone who can consider broader resident feedback as well as that of the tree department.

	Less generic responses 

	My interaction with the council has been mostly positive for the 16 years that I’ve lived in the innerwest. Hard to think of what needs improvement in terms of customer experience.

	its the same question as previous

	Resume non standard waste collection

	no further suggestions

	Ensure all online platforms are as easy to navigate as possible

	User friendly Council app

	Better footpaths and mowing of the nature strip

	Don’t know, people are never happy and like to complain. 

	Quicker phone response

	Staff training and flowcharts of common questions/answers

	1. A completely new Website for customer / ratepayer interactions and a real mobile app. 
2. Keep the staff who answer phones, they are awesome. 

	Nothing to add.

	As above, the DA process. 

	Communication and community consultation

	Continue to focus on parks, green spaces and traffic calming. I think you would like me to comment on how council liaises with stakeholders. That aspect is ok. You should be concentrating on the provision of services and improving our living experience. 

	Address the inequity of not allowing people who live in homes of subdivided blocks ( post 2001) allocation of visitor parking permits

	as before

	Communication.  I would also like to say I had a GOOD experience also - when I complained about rubbish bins being left across the footpath after being emptied and blocking the access - this was addressed promptly and I even received a call about it.  So that department was great.  But the transport department not so great as nobody got back to me or has fixed the light at the bus stop I reported.  So 50/50 at the moment.

	Incentivise shop owners to improve their shop fronts and get tenants in and open for business.

	Improve the website and train your staff

	Why is it so hard to get completed DA certificates for client property sales?  

	Provide timely and accurate information to ratepayers and keep within your SLAs

	Easy access to information on the website 

	Website

	Allocate more funds to maintenance of traffic infrastructure and gardens in parks

	Unsure.

	Please Please Please pick up you phones!!!  Get back to the public when they want /need to talk to you!!!!

	See previous comment

	Have humans employed who respond to residents' concerns, backed up by a more straightforward, easy-to-navigate website.

	See previous answer! Listen to locals, make an effort to really know the area

	In person location always a must

	Im happy

	As before, reminder when residents parking about to expire. 

	I spent my career as a probity and efficiency audit specialist advising Councils (as well as federal and state government agencies).  From this perspective and for the reasons set out elsewhere in this survey response, it seems to me that Council's consultation process warrants enhancement in order to be truly effective.

	Maintain nature strips and footpaths

	Stop all the old building getting bull dozed and the flooding of Inner West with Units

	Friendly delivery of timely services and stop those determined to engage in a costly, wasteful campaign to de-amalgamate the IWC. It's done, look forward and get on with the job at hand. 

	Consult with the entire community before attempting to change regulations that impact us all.

	the website

	Quick response to phone or online questions

	Same as my previous answer.  Ensure ALL Council staff are trained and understand the details of their job and are able to escalate any enquiries to their supervisor if unable to give residents a suitable response.  For a number of years now I've encountered a particular staff member who sits on matters that should be escalated.  When I ask the name of her supervisor, and whether I should be speaking to them, I get no response.  This is very frustrating as matters that should be dealt with quickly and efficiently have been bogged down over the last few years. I understand Council's efforts to turn around this situation, but most residents have had enough!!!

	To always keep in mind the importance of people connections and treat people with respect and dignity

	So many areas need addressing it is impossible to nominate one. Maybe ask the library and reception staff to give management some training in interpersonal skills 

	realistic time response to queries and requests

	Go back to basics. Understand that what you do evey day impacts our lives, and that you have so much power over people and this should be understood and respected. 

	Road quality 

	Refer previous comments

	Efficiency

	Response time to enquires 
When feedback is sought and it's negative then a follow up by a team leader/management to understand the reasons.

	Follow up on residents enquiries - in appropriate time.

	Same as last answer

	As above

	Read my comments to the previous question.  

Make customer service and addressing grass root concerns an absolute priority.

Be like Snap, Solve and Send - and have problems addressed quickly, easily and efficiently.

Do not make your ratepayer jump through hoops to get to you.  Make it easy, enjoyable and pleasant --and most importantly - be helpful.

If you can't fix something now, make a commitment to changing that.  

	DEAMALGAMATION

	A fairness in taking into account the concerns of all residents in areas of residential development. 

	As per question 15.

	Ensure council officers respond to queries in a timely way. My main concern was about parking issues in my street and and the long delay of many months and quality of response was awful.

	Please change your terrible website/portal

	Redesign the website to help customers find the information they need.

	As above. Get smarter staff.

	less red tape

	Phone assistance to continue. 

	Talk to your customers

	Speed of delivery issues 

	See answer to question 15

	Listen to the feedback provided! Creating healthy feedback loops is one of the key dynamics found in all healthy complex systems.

	Clean & safe streets.
Good lighting.
Improved parking so people don't park infront of my house.
I need easy access to my car as my husband can't walk far after his stroke.

	Customers to be able to talk to the person relevant to the matter.

	A council app for iPhones etc would be great!

	More user friendly website.

	Look at fixing up roads and cleaning the roads, service has gone down hill

	Prompt responses to customer enquires 

	Look at automation to stream line processes and the reduction of staff numbers 

	respond a lot quicker to requests

	Less talk / bureaucracy more action. Actually PLEASE PLEASE PLEASE ban leaf blowers

	De Amalgamation

	Time frame and skills

	Actually finish jobs properly - stop cutting corners

	Always have the opportunity to speak face to face with council officers 

	Parking for residents. Charging stations for electric cars. 

	Do not rely wholly on virtual means - Employ trained and knowledgable people. 

	De-amalgamate? De-woke/PC itself: just common sense. Stop faux Aboriginal posing and activism and naming. Do its basic jobs efficiently. Street needs a bit of cleaning up after every waste collection.

	Be responsive, actually take on issues and do something about them. 

	As above 

	Simplicity of procedures.

	do proper customer service training.

	Train staff to actively listen, reflect on the response and talk with the customer.

	Listen.
Look with eyes open.
Solve problems, not simply offer excuses.

	Weeds

	UX online

	Same as 12.

	Already mentioned; listen and do not mis spend tax payer money

	More call staff to answer the phones.

	Either employee better people or give them the empowerment or tools to actually solve problems so it does not constantly require follow up and escalation.

	Alerting people when important things are happening in their neighbourhood- targeted communication. 

	delivery & speed of acting on issues 

	additional skilled staff

	More staff

	Remove deadwood in staff

	Perhaps give reasons for council decisions.

	Better training to staff

	Stop police parking in limited residential car spaces that residents pay for.

	Have derive officer who actually understand problem solving instead of being tied and provide no answers or options 

	Keep up the good work. 

	Prompt and accurate responses to residents issues by well trained and approachable staff who truly care about their suburb.

	I’m repeating myself

	Response times

	Somehow provide better consultation to the residents about what the Council is planning and why they are the priorities over other potential activities thet the Council could be exploring for the future. Then provide updates on progress.

	Someone who is available to listen,

	De amalgamation

	I am sure Council is progressive and will come up with some ideas, they know where they stand.

	More staff in Libraries and at service points 

	Improve road and footpath maintenance in a more timely manner.

	Fast response to reported issues

	Response time and quality 

	Paying more attention to parking issues in residential street.

	before changing the amenity in our street there should be a meeting with everyone in our street that would like to attend. (eg trees, amenity, road works, parking, parks etc.)
It's not nice to just change things and not discussing things with the people that actually live there. Who knows there could be some vary educated people who have had a lot of experience with what has been proposed.

	Clear out the staff at the top of the tree policy and implementation division.
Really, i feel so unhapy about their role i cannot fel positive about aNYTHING in council so long as this remains in place, and the elected members of council turn a blind eye. Dont  Councillors get a sense of this problem? And don’t get the idea that its about being anti-green. Nothing of the sort. Don’t let those tree policy people tell you that they are the custodians of integrity in environmental policy. 

	Get the job done when they ask 

	Ease of access

	Cleanliness and tidiness of the suburb (Ashfield in this instance). With Woolworth’s soon to open and McDonalds operating in the suburb, removal of and collection of shopping trolleys, fast food rubbish should be a priority.
It’s fine to think about creating apps, information nights, communication mechanisms and so on, but shopping trolley still litter the suburb.
Also residents and others dumping broken furniture, mattresses etc on the footpath. In other words let’s focus on getting the basics right before we worry about “Living Art”

	Have the ability to offer face-to-face and/or telephone customer service for either the elderly and also people who find technology based products some what daunting to deal with.  I have seem a major change in the way customer service has become much more friendlier and also helpful - was quite shocked by this change but very happy with - continue with this good work please

	See previous answer. FIX THE FOOTPATHS.

	nil

	waste and rubbish

	More maintenance of the dog park

	As above

	Please empty the rubbish

	CALL BACK WHEN YOU SAY YOU ARE GOING TO!!!!

	Staff training and better use of information technology (thinkAI): sorry thats 2!

	See my request regarding East Balmain roundabout above. Fixing its kerbing and planting shrubs in its wide traffic islands would have a big visual impact on the thousands of Balmain residents who use it each day and send a message that Council cares about beautifying our streetscapes.

	Adapt to changes promptly in terms of IT services, customer service, communicating with residents.

	To respond in a timely fashion to issues raised, This could be either a way forward or a matter which they cannot address.

	Faster response times

	Give better turnaround ... especially if it gas to be asked to other agencies like Sydney Water...take ownership of the issue and follow through on behalf of the reporter...instead of advising back to better go to Sydney Water directly.

	Website 

	Be clear with the directions in your online app - get user feedback (maybe use generative AI to help) 

	Have more people on the counters.

	Access to people who can answer your questions and don't give you the run around, forcing you submit an official application with additional cost to answer a simple question, like what is the likelihood we could move from 4 colours to 1 or 2 on a studio.  

	Communication with residents.

	Above

	Keep doing what they’re doing. 

	Provide timely feedback

	provide more information up front about what information is available and if not, why not.

	More face to face meetings with people in community locations such as parks, the new community battery when it comes into use etc. 

	Teach staff how to interact with ratepayers. 
Not to tell a ratepayer appalling things that favour the builder that just breached their permit by completing noisy works all night ( 7pm to 6am) on a weekday. Not to give permission to build a 7story building in a neighbourhood where 2 stories is the current maximum. Not to ring me at 9am on a Saturday morning to give me (incoherent) feedback on something I reported 6 weeks ago. 

	Increase efficiency! It should not take 4 months to get a street tree pruned!!

	Stop wasting money on projects that benefit so few

	Stop seeing us as customers and recognise our status as citizens of this municipality. 
(Also, stop using American spelling in your on-line surveys)

	De amalgamation 

	Response times 

	Response time to requests.

	Better Library services!

	Don't waste money on special events when the people who are not able to take advantage of them miss out 

Dont spent money on new projects when the old projects are in need of maintenance.

	Bring back house hold pick ups twice a year instead of booking a pick up, 

	Maybe leave the council building and get out and see what is happening in other suburbs other than Leichhardt.

	As above.

	Ditto to my last answer as reputation is everything & sadly Councils do not have a good record.

	Detailed progress tracking of DA assessment and GIPA requests.

	Over population putting stress on facilities

	Making website easier to use 

	same answer as prior.

	Put a ramp/cycle through way from one side of stanmore station to the other. Make it possible to wheel a pram from Stanmore School, to the Stanmore hotel

	Online portal that works

	More numbers and more active rangers

	Deliver on its promise to listen to the community and to make a tangible difference by responding to identified needs.

	Complete works they undertake and respond to customer's questions with Answers.

	Pedestrian safety for all residedents in terms of road crossings, footpaths and the rising population. The push towards electric cars is great but a real concern to the blind pedestrians for safety.

	Digital experiences

	I want to add that dealing with the tree manager (sorry, title not correct) a few years ago was a very positive experience. He was helpful and responsive and helped me save several thousand dollars because the arborist company was overcharging me. It changed my view, because I thought the Counvil would be inefficient and the company was efficient, so it opened by eyes and changed my view. Council clean-up (to collect a mattress) very reliable.

	Being able to access services via telephone call rather than an impersonal online form.

	Reliability and accessibility.

	Update the online submission system

	Less bureaucracy around the upkeep of heritage homes. 

	Competent employees

	Listen to rate payers and residents and actually address their concerns, as opposed to thinking of ways to fob them off/get rid of them.

	Cut wasted expenditure

	Their staff. 

	Council do a great job with customer experience. 

	Make systemic improvements to streets and communities from feedback - not deal with one complaint at a time. 

	Perhaps the Council Call Centre/Service Centre could have a detailed list of who is responsible for what and ideally when they are available so we don't get passed from person to person or play endless phone tag

	Take action and work on matters that actually matter - like fixing our roads and clearing the sewerage system so our places do not flood. Maintenance tasks are neglected, 

	Acknowledge that Council is here to serve its rate payers.

	Please help us out with rubbish which has to be collected

	See question 15

	Return garbage bins to the front of our properties.

	Get rid of log in

	Rubbish & Bins in Lanes!

	Clarity of communication. I had a call with someone. It wasn't recorded properly. I had a ranger call from location, which was fine, but then this issue dragged on and then I had to request the ranger come again, without a direct number to call. 

	Tell the garbage collectors to leave the wheelie bins closer than 2 houses aw3ay from where they were collected??? Just sayin' ...that would work for me ...

	Do not demerge. Be up-front about what if any that plan is. The demerge voice is loud, but the study undertaken clearly showed this to be a bad idea. I don't think enough people read that study. The question at the local election wasn't considered properly by many people I know, so I don't think those numbers are good enough to merit a demerger (think Brexit!). Council  works fine as it is and it would take a lot of Council's time and focus to demerge.

	Less focus on LGBTQI+ rights. More initiatives on family values.

	Better trained staff. Better systems and process so customer requests don't repeatedly just get cancelled or closed without being completed.

	Review processes and see if it actually makes sense or efficient.

	prompt service

	Be able to send rangers out to address illegal parking within hours NOT within a couple of days

	Be more responsive! Don’t take too long! Give us a call back number.

	Quicker response times to illegal parking reports

	De-amalgamate

	Respond faster to address issues we raise on whatever platform used

	Reduce red tape

	Timeliness of responses and follow up

	Make staff available to deal with residents in person or on the phone. Model Service NSW. All their online, telephone and in person services are excellent.

	Answer questions and carry out actions without being defensive. instead be appreciative of the fact that residents care about their lga and notiify council of things requiring attention because they appreciate that council cannot reasonably be aware of all matters needing attention.

	Same asnwer as before.

	The online website to make it crystal clear and easy to use.
Please also note that street cleanliness is of upmost importance and not always what it should be. This needs to improve. Near me the greatest need is Roberts Lane and Roberts Street in St Peters which most of the time are grubby. The cleaning of this area needs to be regular. It would be a real improvement, I think, if some pretty, floral groundcover could be planted under the street trees in Roberts Lane, St Peters. Thank you. 

	Cleanliness of all roads, streets and footpaths. The amount of general rubbish in this area is appalling. Residents dumping on footpaths are responsible for alot. They call it the ‘footpath recycler’ but mostly it’s only fit for landfill. More education on the council pick-up service is required, please.

	Staffing levels. 

	Maintaining the village atmosphere that I have loved and openly praised over the years, and controlling the over-development that has destroyed so many Sydney suburbs.

	As above

	Ensure your systems are able to be easily negotiated by users and don't require internal/Council knowledge 

	Manage/train staff better.

	Separate Leichhardt Council according to the community's wishes.

	Remove heritage bi laws and such personnel. 

	I think they should keep the great staff by adding retention schemes. The staff we dealt with were lovely

	Adequately staff the GIPA team or if it already is, ensure that they are held to account for the timeliness of the processing

	Liability attached to decisions - e.g. council delayed a DA for over 12 months and then Council lost at court all because one person incorrectly marked a property as heritage when it wasnt - meanwhile a derelict house remains vacant during one of the worst rental crisis in Australia. 

	Improve IWC-services-to-the-home  for people who do not have cars.  

	As above. This is the same question asked multiple times 

	If you say you are going to action then do it

	Your work is very good except for the one thing I am trying to stress. Perhaps, it can be incorporated in Occupational  Health and Safety section or management section.You know better than me>

	be more responsive to parking complaints.

	online help

	Building and development applications assessments especially in the context of the current housing crisis

	lower council rates

	making snap send solve seamless

	Address - with haste - the removal of unregistered vehicles from our streets.
Dealing with commercial waste so that their waste is not spilling onto residential streets.

	customer service 

	Actually respond to rate payers requests

	AS with Q15 - fulfill requests or bookings on time.  Make the online portal a little less clunky 

	Development of New buildings and facilities. Community social events for specific age groups 

	Ensure accessibility. Not all residents will have internet access at home, or on their phones.

	simplify the website to make it easier to find things
list contact numbers on the website
when requesting replacement bins allow the ability to leave a message eg. pick up old broken bin

	Website

	fast serves 

	see above

	Focus on reliability, fairness re services, safe parking and resume calendar for yellow and green bins. I’ve enough to remember. 
Also - consider bin bays at the end of lanes so there is not continual lane clutter. An option for small bins would be great. I have been taking ours  into our yard (unlike most neighbours) and they take up an enormous amount of the mostly small yars in the area. 

	See above

	Council should be pressing government to be more proactive about recycling infrastructure, reducing waste at the source (holding producers accountable), and helping residents become more energy efficient. The best customer experience is partnering with residents for a more sustainable future.

	Supporting rate payers who are trying to contribute to the maintence and beautifying of their suburb.

	Ease of registering on their site.

	Become digital first. Create a vision for residents. 

	React to a request 

	Stop asking and start doing. 

	not sure

	Website remodel by consulting actual ratepayers

	See above answers

	Replace the IT system

	Listen act fairly
Not influenced by minority noisey groups

	Timely responses that actually address the concerns 

	Stop councillors and council obsession with telling what a wonderful job they do! It is nauseating!

	Make it easier to interact with council - including sending feedback via Snap Send Solve

	Act on complaints/issues.

	Maintain support for community services

	Opportunity to notify council of important issues such as parks that may need attention.  Looking forward to seeing the upgrade to Petersham Park so email / website update would be great

	Keep on keeping on, 

	Follow-up with on-going enquiries;

	As above I.e. don’t allow consumer experience be dictated by a few radical/ extreme council members. Not everyone voted for the greens. 
Make relevant staff more accessible, so I can have questions answered rather than having to wait a month. 

	Staff training

	Greening the inner west. More trees and canopy cover. Crucial for climate resilience. The best day to plant a tree was 25 years ago, the second best day is today. 

	Reply to requests

	See previous notes.

	I care mostly about good transport (clear wide pavements and space for walking and bike riding). So making it easy to communicate such preferences would be great.

	Ensure customer service is supported and staffed

	Responding to emails and telephone calls and doing their job in a timely efficient manner.

	Not take as long to respond to queries. 

	re-think and redevelop the customer portal

	Is this the same question as above?

	See above

	Ease of use of electronic communications eggs app, website

	user friendly, mobile app

	adopted a anti feral cat program

	Listen to residents issues. 

	I can't really say 1 thing-there's many things. 

I really don't like the way the mayor is elected.

It will be too late but the YES vote for the VOICE should have been run more times across the IWC area I couldn't get to the session, which I really wanted to attend. But if the Council are going to run community events please run them multiple times in venues people can get to. Tonight for example I registered to attend in person (18/5/23) something has come up at home (last minute) and I couldn't come and the other events are in areas I can't get to easily - a shame! Not such a problem as I'm happy to complete this survey but NOT the same for THE VOICE - such an important issue. Although I do praise the Council for doing something.

	Council should be more available to rate payers.......

	De-amalgamate. Local Council office near Newtown Station.

	I'd like to see more open spaces although I think the areal is generally well served. I'd like the high urban density thing is relaxed a bit.

	An app for on the go ticket requests and an excellent comprehensive website submissions system (not the current Technology1 system). No more 'no-reply' emails. Everything should be able to be replied to, tickets should remain open until they're completed, and be able to be re-opened if needed. 

	Completely replace the website/digital offering and CRM system.

	Improve the process for managing of dumped/unregistered vehicles so that the residents don't have to continually follow up for action to be taken. 

	Mentioned above. 

	Be more proactive and communicate on real matters if local concern

	Reaction times to important day to day issues eg. traffic lights, road safety, pot hole repair, drainage issues that are affecting half the inner west and slowly destroying people's house and possessions. All the things that matter alot to a resident trying to live in the area. 

	Stop ignoring our area. Take your eyes off the rich and focus on the council created dirty

	When something is “fixed” actually check with people who reported it that it’s fixed properly, don’t rely on contractors report 

	If you're allowing large apartments to be built, which is great for local shops etc, think about your residents around that area and how you need to provide for them - for example increased residential parking permit areas etc

	See above

	communication/engagement with residents issues.

	Council workers (especially the planning and heritage teams) need to learn how to communicate in clear, easy-to-understand language; the representatives should receive training in basic courtesy and respect; council workers’ advice needs to be consistent, not contradictory, in phone conversations, emails and face-to-face interactions; and workers need to stop failing to answer rate-payers’ enquiries at all. 

	Attend to parks, grass verges more regularly. The grass on the verges and in parks was ridiculously long before the council finally had it cut recently 

	I think the most important thing is accuracy and up to dateness. People accessing information are usually doing so to inform a decision they need to make. If the information is wrong, they can make the wrong decision, with potentially serious or expensive consequences. 

	Ensuring the Inner West Council is streamlined and providing the same information from customer service to team managers to local councillors and following through with a timely response to enquiries without blame or deflection. Solid foundations are more important than a wish list of future initiatives.

	As per Q 15

	Same question as above?!

	Recruit enough staff and that they are properly trained including parks people (a native grass is not a weed). That a proper quality management system is in place.

	Knowledgeable staff who are prepared to respond to requests within reasonable timeframes.

	making themselves familiar to the community

	Ensure council staff are accountable, responsive and obliged to act in the public interest. 

	Provide customer service staff who can understand and articulate adequately.

	Make it easy for me to find what I’m looking for on your website, it’s my preferred method. Phone call can be slow and I hate waiting in a queue or pressing prompts

	As above. Thanks.

	A better digital experience 

	Fix the I.T.

	As above 

	it's said above

	staff knowledge and following through on their commitments to customers

	Buy copies of Lou Downe's book called Good services

	Get back to people about planning on a reasonable time. Show some humility and actually respect the people who pay the taxes.

	Staff training on how to behave politely and professionally. Remember that you are here to assist the rate payers. 

	Environment

	smaller council areas within the Inner West Council - add another ward?

	Lots more trees and encourage diverse urban wildlife

	Retain sufficient staff and compensate appropriately, to continue current service levels. 

	Just keep doing what works for all individuals whatever that may be for them

	De amalgamation

	Sort out the trees - they need renewing they were not planted with infrastructure in mind and the one that is outside my house has roots under my house, inundates my house with water and is within three metres of collapsing into my house because the roots have been cut so much - it is a health issue and a threat to life.

	Be responsive to community feedback and take real action, listen to what the community wants and act on it.

	Not sure. Thank you.

	Establish a council app 

	Responding promptly to queries

	Be consistent about the use of listening mechanisms and please don't waste money on kiosks

	Actually responding to requests in a timely manner. Parking, trees, waste collection, there seems to always be a huge lag in service delivery.

	Allow for easy access to other people’s queries and concerns. Perhaps voting on concerns for an easy understanding of the general public’s priorities 

	Improve website and completing things online, clunky, hard to use, and never sure if you're on the right form when submitting a request! 

	Repeat of previous question

	Better communication and response to its local community of residents.  

	Don’t rely on internet communications. This just reaches your younger community. Your elder residents need you more and are not comfortable with IT technology. 

	Significantly improve email responses. I have emailed queries regarding my rate payments to Inner West Council previously and never received any response. This is unacceptable. All questions regarding payment of rates should be answered, and preferably in a timely manner.

	my last 3 answers.

	De-amalgamate and go back to basics by prioritising the delivery of essential, grassroots services.

	Bring life back to libraries. They have not been the same since the council merger.

	Create a simple way to communicate with council for time poor users. SMS rather than online chat would be easier.
Put as many consumer services into a mobile app and utilise phone services like calendar, siri etc.

	Quicker response time to enquiries 

	Better DA Advice

	Better access to Duty Planners or an advisory planner that can help guide design decisions. The DCP and DA process can be very subjective and I think it would be good to have better clarity around this.

	Over the last 12 months I have had a positive experience with the Council, continue along these lines.

	Maintenance of what we own

	Train your staff, put in place the NSW customer service commitments, ombudsman complaints handling guidelines and ensure they are adhered to. Track customer feedback with more than NPS, look for more detailed, measurable and actionable feedback... And then actually action it.

	see previous

	As per the above. Communication.

	Actually listening 

	Get things done quicker

	N/a

	Action all inquiries asap. I've waited over a year for them to remove the concrete splatters on my heritage listed federation home front brick fence that council workers left while repairing the footpath. Still waiting!!!!

	de-amalgamation

	staffing

	YOU INDICATED THAT THIS WOULD TAKE 3-5 MINUTES THIS HAS TAKEN 20 MINS THUS FAR

	De amalgamation

	These questions seem repetitive. Same answer as pervious question 

	Make the web site easier

	My customer experience as always been a positive. I know that neighbours have not had such a great experience at times but I guess that it is always difficult to please everybody as everyone has different expectations. The Council officers that I have dealt with have always remained professional (even if I have too many questions for them). 

	return customers calls

	Look at what other leading councils are doing.

	there are many things - this question is not appropriate for an engagement survey. council should respect the dec22 poll and behave as a caretaker council until the boundaries commission decision on demerging

	Website website website.
Have real people read the online issue/reports and respond properly and appropriately (as example, the above example of weed problem conflated with wanting a verge garden.)

	As above

	They need to have a full enquiry into how many DA’s they have refused or have not been successful. They need to be public about how much they have spent on court costs at the Land and Environment court. They need further education and to be held accountable for when cases go to the land and environment court - there is no accountability with the assessment team. 

	DA process. 

	A complete overhaul of the customer engagement experience 

	Not customers, residents.
Understand what your roll is and stick to it.

	Council should be more appreciative if good ideas from the community and of the effort community groups put in to improving council policies and services. When council runs a public consultation process it should explain why some ideas are incorporated and some are not, instead of just ignoring all the ideas it doesn't like or that seem like too much work. 

	Everyone talks about customer experience but nobody spends money to implement it. Stop having policies about it and actually train you’re staff to improve the actual experience for residents.

	As above.
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