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1 Background 

Council’s current website uses outdated technology so Council needs to upgrade the 

outdated Content Management System and supporting platform to allow for greater 

customisation; improved user experience; and enhancements in the future. We also 

saw opportunities to improve overall customer satisfaction through better user 

experiences and wanted to make it easier for our residents to find the information 

and services they need. 

 

2 Consultation process 

2.1 Consultation purpose 

The purpose of the consultation was to understand community needs, wants and 

expectations when engaging with the Council website. 

2.2 Consultation methodology 

An online survey was performed on Councils’ customer engagement platform (Have 

Your Say) to capture customer comments and sentiment in order to understand the 

voice of customer (VOC) when rebuilding the Bayside City Council website. 

Questions were structured in free text rather than scales or multiple choice so that 

respondents could provide feedback on why they engage with the website, what 

makes our site great/challenging, and how we could improve the site to make it 

easier for them. This information has been then affinity mapped to create themes 

that are then represented in graphical format, as well as providing some valuable 

quotations that provide insight into our resident’s thoughts on the website. 

This feedback has consequently provided input to the changes made to the 

Homepage and mega navigation to correspond to the needs of our residents. 

 

2.2.1 Engagement activities 

Details Activity 

22 December 202 – 7 

February 2021 

59 respondents 

Have your say online survey 

All respondents advised that they currently visit the BCC 

website, and there was strong participation, often reaching 

100% for most questions with the exception of “why don’t 

you visit the website?”. 

A total of 435 people visited the project page and spent an 

average of 33 seconds on the page with 100% positive 

feedback. 

November 2020 

6 x one-on-one 

interviews 

One-on-one interviews with BHARG members 

Six members of the Bayside Healthy Aging Reference 

Group (BHARG) were Interviewed for one hour either in 

person or over video chat. This age group was identified as 

https://yoursay.bayside.vic.gov.au/
https://yoursay.bayside.vic.gov.au/
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a critical cross section of the Bayside community that may 

not have opted to participate in the online survey. A full 

report of this consultation is attached as Appendix 1 – 

Community Engagement Report, Bayside City Council 

website rebuild. 

 

2.2.2 Communication activities 

Details Activity 

24 Dec 2020  and 4 Feb 

2021  

 

Articles were 

opened/read by 141 

people 

 

This Week in Bayside e-newsletter 

This weekly newsletter is sent to approximately 8000 

subscribers. 3209 people opened the 23 December 

newsletter and there were 42 clicks to the article about the 

website. 3408 people opened the 4 February newsletter 

and 99 people opened the article about the website. 

11 Jan 2021  

Paid reach 7828 

Organic reach 1086 

Facebook post – paid and organic 

The consultation was promoted on Council’s Facebook 

page and also boosted as a paid advertisement. 

5 Feb 2021 

Organic reach 1424 

Facebook post – organic 

A second post was made on Council’s Facebook page 

reminding people that the consultation was closing. 

 

3 Participant profile 

Results captured have been gathered from a broad range of respondents in terms of 

demographic; the majority being in the 55-59 age group (14.04%), and a higher 

number of females (51.72%) to males (44.83%). 1.69% identified as Aboriginal or 

Torres Strait Islanders and 15.25% confirmed they have a lived experience of 

disability. 

Respondents had a strong connection to Bayside, with 89.83% confirming that they 

live in Bayside. An additional 28.81% work/study in Bayside, with a slight majority 

being council ratepayers (55.93%) and some also owning & operating a business in 

Bayside (10.17%).  

3.1.1.1 Age 

Age of respondents ranged between 20-24 (3%), and 80-84 (5%), with the majority 

of responses coming from three age groups (45-49, 55-59, 70-74) with 15% each. 
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3.2 Connection to Bayside 

 

3.3 Gender  

We received 58 (98.3%) responses for this question, with 44.83% male, 51.72% 

female respondents, and 3.45% preferring not to say. 

3.4 Do You Have a Lived Experience of Disability? 
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3.5 Do you Identify as Aboriginal or Torres Strait Islander?  
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4 Consultation findings 

The following section summarises the key themes which arose in community 

feedback on the Council Website upgrade project. In the interest of stakeholder and 

community privacy, individuals have not been identified or linked to their feedback 

within this public document.  

4.1 Support for actions 

Based on the feedback provided by our respondents, key observations derived from 

the survey were that there are great opportunities to: 

• improve our visibility on google search results to help users with their FAQs 

• improve the information, and access to information relating to major projects, 

council agenda items, planning applications, open spaces & local laws.  

• improve navigation based on the most visited pages to address user’s 

complaints 

• improve the internal search function (which will be greatly enhanced by a new 

Content Management System). 

• improve the look and feel with a revised design. 

4.2 Item-specific feedback 

Respondents were asked four questions. This is a summary of the feedback and 

sample comments for each of the four questions: 

Topic Community feedback 

Q1 – Reasons for visiting 

website 

Reasons customers had for visiting the website 

were varied but were mainly in relation to ease of 

access to information about:  

• Council projects (10%)  

• Council meetings & agendas, local events, 

and planning applications for nearby 

developments (9% each).   

• News & Council services (8% each) 

• Hard rubbish/Waste info (7%) 

• Rates (6%) 

• Community & local interest & Report a 

problem /Contact us (5%).   

 

Sample comments “To find out what is happening within the 

municipality and construction near my 

residence.” 

”To view council meetings live and get info for 

meetings such as agendas, live video streams, 

post meeting recordings etc.” 

“To show borrowers how to navigate from the 

Council webpage to the Library webpage.” 
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“Find information about services and events in 

the local area.” 

 

Q 2 – Is there anything 

particularly great about 

the website? 

Of the 55 responses (93%), only 44% of customers 

chose to respond positively to this question, with 

49% choosing to provide negative responses, and 

7% not providing a response. 

Of the positive responses supplied, key themes 

identified as being great about the website were:  

• Content (35%) 

• Navigation (19%)  

• User friendly (12%)  

• Colours & themes (12%)  

• As well as convenience.  

 

Sample comments “The amount of things you can do online.” 

“encourages a community spirit.” 

“We have recently appreciated the live 

streaming of Council meetings.” 

 

Q3 – Is there anything 

particularly challenging 

about the website? 

75% of respondents confirmed what they 

considered to be challenging about the website, 

whilst 20% did not consider there to be anything 

challenging and a further 5% chose not to respond 

to this question. 

Again, respondents provided varied responses, 

indicating the wide interests and activities that the 

site must cater for. Key themes for what was 

considered challenging with the website were:  

• Navigation—this includes hard to find 

information (32%) 

• Search function (10%), 

• Planning Information/registers (10%) 

• Forms (9%) 

• Look and feel (7%) 

• Lack of information (7%).   

Additional challenges included  

• Lack of archive/history information (4%) 

• Old content (i.e libraries, news items) (4%)  

• Report a problem (3%) 

• Slow performance, and access to council 

agendas & local laws info (each at 3%). 
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Sample comments “Hard to navigate, especially finding older 

information or updates on Have Your Say issues” 

“Sometimes it can feel a bit old 

school/"governmenty" 

“It is dreadful. You can't search for anything (like 

Google) as you get nonsense results. Rarely can 

you navigate to the logical place for anything. 

There are no answers to many basic questions.” 

 

Q4 – Key opportunity 

themes 

90% of respondents chose to respond to the 

question “What valuable information or feature 

could we include on the website to make things 

easier for you?” 

Planning information and enhanced search 

capability were the largest themes from research 

across all comments, demonstrating the growing 

interest of our respondents in the changes being 

undertaken within their community, along with easy 

access to the information they are looking for. 

 

The following were some of the main valuable 

suggestions:  

• Themed roadmaps of council agenda items, 

including live and upcoming projects 

(Linking Council agendas to projects) 

• Local laws information in simple FAQ format 

• Access to feedback from Have Your Say 

(Community consultation) 

• A web page where common forms can be 

downloaded 

• Making pages that are frequently accessed 

more prominent 

• Information on playgrounds and locations 

• Expanded history section (Leverage 

Kingston as an example for history 

information) 

• Inclusion of images 

• More responses to FAQ’s 

• Include profiles of staff members and 

departments. 

 

 

4.3 Key comments relating to themes 
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Of the 78% responses to what is challenging about the website, many chose to list 

more than one thing. Key challenges identified were:  

• Navigation -this includes hard to find information (32%) 

• Search function (10%), 

• Planning Information/registers (10%) 

• Forms (9%)  

• Look & feel (7%) 

• Lack of information (7%).   

 

 

Topic Community feedback 

Hard to find information 

 

In addition to generic 

complaints about finding 

information, our respondents 

found it hard to find information 

on major projects, council 

meetings and agendas, 

advertised planning permits 

and planning submissions, tree 

removal, as well as building 

regulations.  

 

 

“It's not very easy to see everything related to a 

particular project. For example, I have just been 

looking for information about the proposed Dendy 

St Pavilion and the information appears to be 

incomplete. I would like to see links to the Council 

meeting agendas and minutes that relate to that 

project. “ 

“..Important info and pages often hard to find. For 

example finding where to lodge a planning permit 

isn’t simple, viewing advertised plans is difficult 

and not straightforward. 

Finding the right planning information is not clear, 

some pages don't work 

“poor with specific info...ie I need a new street 

tree...who do I actually call/email...” 

“yes; often confusing to find info; sometimes when 

searching all sorts of things appear, some quite 

old” 

 

Navigation and search “Some sort of browser, a better archive of Council 

documents (agendas and minutes along with 
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Navigation speaks of 

improved information 

architecture, and the search 

indicates a more powerful 

search tool, along with more 

relevant content.  

 

associated documents), current Council policies - 

plus easier search facilities.” 

“  some of the menus seem to be haphazard with 

no logical organisation. The "About Bayside" menu 

in particular. For example one menu item is 

"Meeting of Council" and another is "Council 

Meetings". 

“A Web page where common forms can be 

downloaded.” 

“Better site map / directory.” 

“Making pages that are frequently accessed more 

prominent.” 

“Make common services ie rubbish collection, 

animal information, local bylaws more accessible” 

 

Council projects “Better linking to information relating to a project.” 

“Themed roadmaps of council agenda items, 

including live and upcoming projects” 

Make sure that updates on community consultation 

issues based on the Have Your Say surveys are 

publicised and easy to find. Rate payers want to 

know what is going on with Council projects and 

this should be clear and transparent. 

 

Council meetings “every council meeting should be streamed live.” 

“Themed roadmaps of council agenda items, 

including live and upcoming projects” 

“The ability to use Firefox on live streaming council 

meetings.” 

 

What’s On ‘Have a page for what's on for the month in 

community services.” 

“Programs available - specific to age’ 

 

FAQs “Search embedded with FAQs” 

“FAQs for common questions instead of links to 

long local law documents - include them but give 

laymen’s answers to faqs.” 

“Add information about how to report littering, 

information about how to fix issues residents come 

up with, information about initiatives and links to 

changes that might affect us.” 
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Planning “Greater search capability and longer time for 

keeping data to search. eg. planning permits.” 

“Make it easier to get to the planning permit area 

and fix the issue with the numbers of the permits.” 

 

Staff details Our respondents were interested in a more human 

element to our website, preferring to know the 

person they can get in contact with if they have a 

question or complaint. 

“Staff details so you can go direct to the correct 

person or department you need” 

“An email contact would be good.” 

“Profiles of staff members and Departments” 

 

Other This encompassed all suggestions raised only 

once and includes playgrounds, latest news, 

history, report a problem, regulations & bylaws, 

and accessibility and inclusion considerations.  

“Clear sections for regulations, bylaws, etc.  It 

seems to push projects as this no doubt is the 

more positive aspects to promote council.” 

“Information about services in Bayside ie/ 

playgrounds - location, pictures etc” 

“A section on the latest news” 

“Expanded history section on various suburbs, 

enterprises and artistic endeavours.” 

Link to Simple problem reporting app like ‘Snap 

Send Solve’ or similar 

 

 

4.4 Project Evaluation 

When contacting residents via Have Your Say we received a higher than expected 

number of respondents with 459 views, 351 visitors and 59 respondents. This 

exceeded targets of 20 surveys completed, reflecting the successful engagement 

activities; namely the push via EDMs and social media.  

There was also a broad and balanced reach of residents in terms of age, gender, 

ratepayers, those who own and operate a business in Bayside, and over 15% 

confirming they had an experience of living with a disability.  
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Overall, the feedback was effective in providing insights as to what the needs of the 

community were with questions inciting strong feedback through comments, however 

a more targeted approach using multiple choice would have been easier to process 

and would have been more complementary to the initial interviews performed with 

the Bayside Healthy Ageing Reference Group (BHARG) held prior to this survey.  

 

5 Appendix 1 

 

Community Engagement Summary Report collating feedback from the interviews 

conducted with the Bayside Health Aging Reference Group. 

 

.

trim://DOC%2f21%2f244376/?db=BP&open
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