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19.12 COMMUNICATIONS SURVEY RESULTS AND DRAFT MEDIA AND 
COMMUNICATIONS STRATEGY – REPORT NO. AR24/33742 

Committee: Council 

Meeting Date: 21 May 2024 

Report No.: AR24/33742 

CM9 Reference: AF23/328 

Author: Sharny McLean, Media and Communications Coordinator 

Authoriser: Sarah Philpott, Chief Executive Officer  

Summary: This report provides a summary of the results of a community 
communications survey and presents the draft Media and 
Communications Strategy for endorsement.  

Strategic Plan 
Reference: 

Goal 1: Our People 

Goal 2: Our Location 

Goal 3: Our Diverse Economy 

Goal 4: Our Climate, Natural Resources, Arts, Culture and Heritage 

Goal 5: Our Commitment 

REPORT RECOMMENDATION 

1. That Council Report No. AR24/33742 titled ‘Communications Survey Results and Draft
Media and Communications Strategy’ as presented on 21 May 2024 be noted.

2. That the Media and Communications Strategy, as attached to Council Report No.
AR24/33742 be endorsed.
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TYPE OF REPORT 

Corporate 

BACKGROUND 

The City of Mount Gambier aims to keep the community informed about Council operations, 
decisions and activities with clear communication supplied in various formats across multiple 
platforms. 

To understand how Council can best communicate with residents, the media and communications 
department issued a communications survey through consultation platform Have Your Say Mount 
Gambier to identify community preferences around news and information to ensure that 
communication is targeted to suit the needs of the community.  

The survey contained 38 questions to gain an understanding of communication preferences to 
inform and prioritise activities within the draft City of Mount Gambier Media and Communications 
Strategy. The strategy outlines a framework of actions, priorities and initiatives to foster effective 
communication and engagement with all stakeholders. 

PROPOSAL 

Communications survey feedback summary 
 
162 survey submissions were received. Most respondents (156) were City of Mount Gambier 
ratepayers/residents, most (54) were 65 years old or older, and female (91). 

General communication 
 

• Most respondents (90) felt they were somewhat informed by Council communications. 

• Most respondents (73) were neither satisfied or dissatisfied with the information they 
receive from Council.  

• Most respondents were most likely to hear about Council activities through local news 
social media accounts (79), 70 heard via word of mouth, 51 through a local newspaper, 40 
on Council’s social media accounts, 39 on local radio, 16 on Council’s website, 13 listed 
other places such as mail, email, Facebook, My Local Services phone app, brochure in 
letter box, the library and 5 indicated they hear about Council activities at Council 
offices/facilities. 

• 80 respondents have had direct contact with Council in the past year, 82 had not. Of those 
who had contact with Council, 31 had done so via email, 30 by phone, 23 at the customer 
service centre, 21 at Council offices/facilities, 8 had had other face to face contact 
(meetings), 3 via social media and 3 listed other, including the My Local Services phone 
app. 

• Respondents were most interested in information about upcoming projects (129), upcoming 
events (107), waste and recycling (105), community engagement (105), road and 
maintenance works (95), budgets (72), emergency management updates/news (69), 
Council meetings (63), tourism (57) and other including: environment, dog and cat 
management, recreational areas, building plans, walking and riding, community events and 
Council actions and decisions (15). 
 

Media outlets 
 

• When asked which newspapers respondents read in hard copy, the majority (69) indicated 
that they read Lifestyle 1 (Mt Gambier Times). 67 don’t read hard copy newspapers. 54 
read The Border Watch, 32 read The SE Voice (now online only), 19 read The Advertiser, 5 
read The Australian, 5 listed other, 4 read The Herald Sun, and 3 read The Age.  

• When asked which newspapers/news articles respondents read online, most (94) indicated 
they don’t read newspaper/news articles online. 25 respondents listed Facebook, 
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Limestone Coast Community News, Mount Gambier Chat Group, News.com.au, ABC News 
etc as sources of news online, 20 listed The SE Voice and The Advertiser respectively, 13 
said they seek news from The Border Watch and The Mount Gambier News respectively, 7 
indicated they view Lifestyle 1 (Mt Gambier Times), The Advertiser, 5 The Australian and 4 
The Age online. 

• When asked which radio stations respondents listen to, most (56) indicated they listen to 
SAFM Limestone Coast, 48 said ABC South East, 41 said they don’t listen to radio, 36 said 
Triple M Limestone Coast, 22 said 5GTR FM, 16 other including 2GB, ClassicFM, Triple J, 
SEN, ABC Melbourne, ABC National and 6 said Lime FM. 

• 127 respondents indicated that they don’t recall seeing or hearing Council advertisements 
on any media platforms. Of those who indicated they had, (35) listed Facebook, The SE 
Voice, Lifestyle 1 (Mt Gambier times), The Border Watch, and radio stations Triple M, ABC 
News and 5GTR FM as the source. 
 

Council’s website 
 

• Most respondents (157) have access to a computer/device and an internet connection at 
home. Five do not. 

• Most respondents (82) indicated that they visit Council’s website every six months. 40 
respondents never visit the website as they: didn’t know it existed, haven’t felt the need to, 
or find it difficult to navigate. 32 respondents visit the website monthly, 7 weekly and 1 on a 
daily basis. 

• Of those who visit the website, 76 access the website by computer, 51 by phone and 33 by 
tablet. 

• Respondents usually access Council’s website for: 
o Waste management (49) 

o Council news (41) 

o Online services (40) 

o Council events (38) 

o Dog and cat management (32) 

o Online payments (32) 

o To report an issue (23) 

o Council agendas and minutes (12) 

o Other (11) for general information about council services and regulations, to visit 

Have Your Say (community consultation platform), the Library, to lodge event forms 
etc. 

o Development applications (10) 

o Careers at Council (6)  

o Council tenders (3) 

• Of those who use the website, most find it occasionally useful (60), mostly useful (42), not 
useful (15), very useful (10) or haven’t used it enough to comment.  

• Most respondents (57) rate the website as a 3 on a scale of 1 being poor, to 5 being 
excellent. 34 rate it as a 4, 16 rate it 16, 13 rate it 1 and 10 rate it as 5. 

• When asked what would improve the website to better suit respondent’s needs, 
respondents indicated: 

o More community event content, 

o Easier navigation, 

o Additional information on community consultations, 

o Clearer tabs and fresh information, 

o Improve navigation and search functionality, 

o Online access to services, and 

o Text to read feature and videos translated to Auslan. 
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My Local Services phone app 
 

• 44 respondents use the My Local Services phone app, 117 do not. 

• Of those who do, respondents indicated it was helpful for remembering which bins go out 
each week. Feedback also indicated that messages can be cut off and incomplete on the 
app, it could provide more information and it doesn’t work at times. 

 
Council newsletter 
 

• Most respondents (137) indicated that they would find a newsletter useful. 24 said they 
would not find it useful. Of those who do wish to receive a newsletter, most (76) indicated 
they would like to receive a monthly newsletter, 59 indicated that they would prefer a 
quarterly newsletter and 9 said they would like to see a newsletter every six months. 

• The type of information respondents would like to see in a newsletter includes: 
o News about Council projects, outcomes and upgrades (135), 

o Events in and around the area (116), 

o Community stories (69), 

o Profiles of Council employees (39), and  

o Other – environment, minutes of meetings, future planning and budgets, waste 

collection etc. (15) 

• Most respondents (95) believe a newsletter should be distributed via email subscription, 72 
respondents believe it should be issued via Council’s website, 70 through Council’s social 
media accounts, 36 via local newspapers, 20 printed in Council offices and 15 other – via 
the library, printed and posted. 

• 130 respondents indicated they would subscribe to an email newsletter, while 31 would not. 
 

Council meetings 
 

• Most respondents (54) indicated they would be very unlikely to watch Council meetings 
online. 52 respondents indicated that it would be somewhat likely that they would. 26 
respondents said it would be somewhat unlikely that they would watch meetings online. 15 
are neutral about it, while 14 say it’s very likely that they would choose to watch Council 
meetings online. 

• Of those who indicated that they would watch Council meetings online, 65 said they would 
prefer the meeting to be recorded to watch in their own time. 65 said they wouldn’t watch. 
31 would prefer Council meetings to be live streamed to watch in real time. 

• If a Council meeting was recorded, respondents indicated that they would require the 
following features:  

o Bookmarking (54), 

o Captions (46), 

o Transcript (45), 

o Audio description (11), 

o Sign language (7), and 

o Translation to another language (4). 

 
Social media 
 

• Most respondents (131) are active on social media. 31 indicated they are not. 

• Of those who are active on social media, 52 access/use social media more than five times 
per day. 41 more than three times per day, 32 once a day, 2 once a week and 4 once a 
month. 
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• Of those who are active on social media, most (130) use Facebook, 64 use YouTube, 62 
are on Instagram, 20 are on Twitter/X and TikTok, 17 are on YouTube and 3 are on Reddit, 
Telegram and Rumble. 

• Respondents follow the following Council social media accounts: 
Facebook 

o City of Mount Gambier (96) 

o Mount Gambier ReUse Market (62) 

o Mount Gambier Library (61) 

o The Riddoch Arts & Cultural Centre (39) 

o City of Mount Gambier Impounded Dogs (16) 

o Visit Mount Gambier (10) 

o Mount Gambier Visitor Centre (6) 

o Youth Activation Group (YAG) (2) 

X/Twitter 
o City of Mount Gambier (2) 

o Mount Gambier Library (2) 

o The Riddoch Arts & Cultural Centre (2) 

Instagram 
o City of Mount Gambier (12) 

o The Mount Gambier Library (7) 

o The Riddoch Arts & Cultural Centre (4) 

o Mount Gambier Visitor Centre (1) 

o Visit Mount Gambier (1) 

o Youth Activation Group (YAG) (1) 

LinkedIn 
o City of Mount Gambier (2) 

• Most respondents (113) indicated that social media is a useful way for Council to 
communicate with them. 18 said it isn’t useful. 

• Suggestions regarding Council’s use of social media include: 
o “Council could interact with the public on social networks to answer question(s) put 

forward by the public, hopefully providing feedback on projects that will affect 
ratepayers.” 

o “Feedback always tends to be predominantly negative which is usual for social 

media, maybe consider turning comments off?” 
o “I think people should hear more from all council members. It would be nice to get to 

know them on a personal level through uploaded videos stating who they are, what 
they do and what projects they are working on for our community.” 

• How can Council improve its communication with you? Some examples: 
o “Be more open with any projects that are going to cost or affect the ratepayers.” 

o “Email newsletter.” 

o “More honest communication and less self-serving double speak.” 

o “Immediately after I make a report you get a generic email but you never get a 

follow up email from anyone.” 
o “Actually reply to emails/phone calls within a timely manner and execute resolutions 

instead of having to be recontacted over and over.” 

• The preferred form of communication from Council was via email and social media. 
 
To seek the views of a younger demographic, members of the Mount Gambier Youth Activation 
Group were asked to complete the communications survey in April 2024 (included in the 
communications survey results attached).  
 
Two respondents, a male and female aged between 15 to 25 years old provided feedback.   
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• Both respondents indicated that they were somewhat informed by Council activities and felt 
neutral about the information they received from Council.   

• Both were most likely to hear about Council activities through word of mouth, social media 
and posters.  

• Both were most interested in receiving information on upcoming events, projects, 
community engagement and tourism.  

• One read Lifestyle 1 (Mount Gambier Times) and the other doesn’t read newspapers in 
hard copy. One reads the Border Watch online, and the other doesn’t read 
newspaper/news articles online.  

• One respondent listened to SAFM Limestone Coast and Lime FM and the other doesn’t 
listen to radio.  

• One respondent recalls seeing Council advertisements in Lifestyle 1 (Mount Gambier 
Times). The other did not recall seeing Council advertisements.  

• Both have access to a computer and internet connection, but never visit Council’s website 
citing that “There isn’t anything on the website that I need”.  

• One respondent had downloaded and used the My Local Services phone app.  

• Both respondents indicated that they would not find a Council newsletter useful and would 
not subscribe to an email newsletter.  

• One respondent was neutral to the option of watching a Council meeting online, while the 
other indicated that it would be very unlikely that they would watch a Council meeting 
online. If they were to watch a meeting online, one would prefer it to be recorded to watch 
in their own time, while the other would not watch in the first place.  

• If a Council meeting was recorded, the respondents indicated that they would require 
captions, a transcript and bookmarking.   

• Both respondents are active on social media. One uses social media more than five times 
per day and the other more than three times per day. The respondents use Facebook, 
Instagram, YouTube, Whatsapp, Snapcat and Reddit.  

• Respondents follow City of Mount Gambier’s Facebook page, the Library, The ReUse 
Market and the Youth Activation Group.  

• Both respondents indicated that social media is a useful tool to communicate with them.  

• Suggestions regarding Council’s use of social media include:  
o “Advertise big important events that apply to many people.”  

• How can Council improve its communication with you?  
o “Make whatever you need to communicate short and simple otherwise people lose 

interest.”  
 
The feedback received during the survey process has been considered alongside other analytical 
data to inform and prioritise the actions outlined in the draft Media and Communications Strategy.  

While most respondents felt somewhat informed by Council’s communications, the survey shows 
there is room for improvement. Respondents indicated that they currently get their news and 
information from social media accounts and local news outlets and are most interested in information 
about Councils upcoming projects, events, and the provision of other services. The survey also 
highlighted an opportunity to further promote the benefits of the My Local Services phone application 
for residents and ratepayers and the importance of regular content revision and usability testing on 
Council’s website. 

Recommendations included in the draft Media and Communications Strategy: 

1. Develop and distribute a bi-monthly Council newsletter to an opt in subscription-based 
email list as a trial for six months. Continuation dependant on the level of community 
interest/uptake (establish a distribution list of 500+ email addresses). 

2. Review the usability of Council’s website and content in conjunction with Council’s subject 
matter experts.  

3. Develop guidelines and a promotional plan for the My Local Services App. 
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4. Communications survey results summary to be published on Council’s website and on 
community consultation platform Have Your Say Mount Gambier. 

LEGAL IMPLICATIONS 

N/A 

STRATEGIC PLAN 

Goal 1: Our People 

Goal 2: Our Location 

Goal 3: Our Diverse Economy 

Goal 4: Our Climate, Natural Resources, Arts, Culture and Heritage 

Goal 5: Our Commitment 

COUNCIL POLICY 

M130 Media – Statements on behalf of Council 

Social Media Guidelines 

ECONOMIC IMPLICATIONS 

Some tasks outlined within the draft Media and Communications Strategy (including updating 
Council’s professional image library and management system, Disability Access and Inclusion Plan 
(DAIP) Key Performance Indicators and actions for the website and the branding review) will require 
budget allocations. 

ENVIRONMENTAL IMPLICATIONS 

N/A 

SOCIAL IMPLICATIONS 

N/A 

CULTURAL IMPLICATIONS 

N/A 

RESOURCE IMPLICATIONS 

N/A 

VALUE FOR MONEY 

Some tasks outlined within the draft Media and Communications Strategy (including updating 
Council’s professional image library and management system, Disability Access and Inclusion Plan 
(DAIP) Key Performance Indicators and actions for the website and the branding review) will require 
budget allocations. 

RISK IMPLICATIONS 

N/A 

EQUALITIES AND DIVERSITY IMPLICATIONS 

Council will provide printed copies of the bi-monthly email newsletter to residents as requested. 

ENGAGEMENT AND COMMUNICATION STRATEGY 

Communications survey submissions opened on Thursday 21 September 2023 and closed Friday 
20 October 2023. 

The promotional theme around the survey was: ‘How do you want to hear from Council?’  

https://cdn.mountgambier.sa.gov.au/general-images/Council-Policy-M130-Media-Statements-on-behalf-of-Council.pdf
https://cdn.mountgambier.sa.gov.au/docs/Social-Media-Guidelines.pdf
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A total of six advertisements were published in local publications The Border Watch, The SE Voice 
and Lifestyle 1 (Mt Gambier Times) to promote the survey. Promotional social media posts and 
stories also featured on the City of Mount Gambier’s Facebook and Instagram pages, including 
boosted posts. The Media and Communications Coordinator also undertook a radio interview with 
ABC South East to promote the survey. 

Printed copies of the survey were made available at Council sites including the Civic Centre, 
Library, Riddoch, ReUse Market and the Waste Transfer Station. 

During the consultation period, the media and communications team were present at the Farmers 
and Makers Market at the Cave Garden on Saturday 14 October 2023 to speak to interested people 
about the survey and Council communications. 

IMPLEMENTATION STRATEGY 

Most of the actions outlined in the draft Media and Communications Strategy are already underway. 
The strategy is used as a guide for the media and communications department to ensure Council 
meets its aims, objectives and goals to provide the local community with timely and relevant 
information about services, projects, activities and decisions of Council.  

CONCLUSION AND RECOMMENDATION 

This report seeks Council endorsement of the draft Media and Communications Strategy, informed 
by feedback received from the community communications survey. 

ATTACHMENTS 

1. Draft Media and Communications Strategy ⇩  

2. Communications Survey – Community Consultation Feedback Summary ⇩   

 

CO_20240521_AGN_2605_AT_files/CO_20240521_AGN_2605_AT_Attachment_14166_1.PDF
CO_20240521_AGN_2605_AT_files/CO_20240521_AGN_2605_AT_Attachment_14166_2.PDF
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