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ITEM C3.3 2019 PLANNING CUSTOMER SATISFACTION SURVEY RESULTS 
DIVISION: DEVELOPMENT 
ACTION OFFICER: MANAGER LAND USE PLANNING 
DATE: 2 JUNE 2020 
 

IMPACTS 
Financial Communication Legislative Council 

Policy 
Council 

Plan 
Resources 

& Staff 
Community Environmental Engagement Risk 

Management 
          

 
 
OBJECTIVE 
 
To provide Council with the results of the 2019 statutory planning applicant and objector customer 
satisfaction survey.    
 
 
PUBLIC QUESTIONS AND COMMENTS FROM THE GALLERY 
 
 

 
 
BACKGROUND  
  
Council’s statutory planning unit undertakes an annual survey of planning permit applicants and 
objectors. The key purpose of the survey is to obtain feedback on the level of customer satisfaction 
with Council’s statutory planning service to help identify opportunities for improvement and process 
change.    
   
The results of a survey sent to 2019 statutory planning applicants and objectors is attached, along 
with a comparison of past survey results (from 2014).  The survey results are generally positive 
overall, although it is recognised that there is always opportunity for continuous improvement and 
given the often emotive and controversial nature of planning it is extremely difficult to keep 
everyone satisfied, particularly parties who object to planning applications.   
   
Of particular note are the applicant and objector responses to the questions about the ‘overall 
experience’ dealing with Council’s Planning Department. These results show improved customer 
satisfaction. For example, the applicant survey shows an increasing ‘excellent’ rating, rising from 
42% in 2014 through to 71% in 2019.   
  
With the objector survey, the same question also shows an improvement from 9% of respondents 
saying the planning service was ‘excellent’ in 2014 to 75% of respondents saying the planning 
service was ‘excellent’ in 2019.   
   
The survey results will now be used as a benchmark for further customer satisfaction surveys and 
to continue to refine and improve customer service and statutory planning processes. It is also 
planned to restart holding an annual local development industry forum to gain feedback 
into improving service and to talk about strategic land use planning issues. 
  

RECOMMENDATION 
That Council note the results of the 2019 statutory planning applicant and objector 
survey (as attached). 
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OPTIONS  
  
Council has the following options available:  

1. Note the report and accompanying attachment; or 
2. Choose to seek further information and refer this report to another meeting. 

  
  
PROPOSAL  
  
That Council note the results of the 2019 statutory planning applicant and objector survey (as 
attached).   
  
  
CONFLICT OF INTEREST  
  
No Staff and/or Contractors involved in the compilation of this report have declared a Conflict of 
Interest.  
  
  
COMMUNICATION IMPACT  
  
This report communicates the results of the 2019 planning applicant and objector survey. 
  
  
COUNCIL PLAN IMPACT  
  
The Council Plan 2017-21 Theme 6 Organisational states the following strategic objective and 
related strategy:  
 

Strategic Objective 6.2: “Community engagement and customer service excellence is central 
to Council's decision making process.”  
 
Strategy 6.2.1: "Provide proactive, quality customer service to all stakeholders."  

 
This report supports the above Council Plan strategic objective and strategy.  
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ITEM C3.3 PLACE NAMES COMMITTEE - MINUTES 
DIVISION: BUILT AND NATURAL ENVIRONMENT 
ACTION OFFICER: MANAGER ASSETS AND PROJECTS 
DATE: 2 JUNE 2020 
 

IMPACTS 
Financial Communication Legislative Council 

Policy 
Council 

Plan 
Resources 

& Staff 
Community Environmental Engagement Risk 

Management 
          

 
 
OBJECTIVE 
 
The purpose of this report is for Council to receive the minutes from the Place Names Committee 
meeting held on 12 May 2020.    
 
 
PUBLIC QUESTIONS AND COMMENTS FROM THE GALLERY 
 
 

 
 
BACKGROUND  
  
The Place Names Committee is an advisory committee that meets quarterly to make 
recommendations to Council on geographical place name issues. 
 
 
OPTIONS  
  
Council has the following options available: 

1. To receive the minutes of the Place Names Committee and consider each of the 
recommendations; or 

2. Seek further information and consider at a future meeting. 
  
  
PROPOSAL  
  
That: 

1. Council receive and note the minutes of the Place Names Committee meeting held on 12 
May 2020; and 

2. The name DAVIDSON ROAD be approved for Stage 2 of the subdivision at 73-75 Hobson 
Street, Stratford (P46/2019).   

RECOMMENDATION 
That:  

1. Council receive and note the minutes of the Place Names Committee meeting 
held on 12 May 2020; and  

2. The name DAVIDSON ROAD be approved for Stage 2 of the subdivision at 73-
75 Hobson Street, Stratford (P46/2019). 
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CONFLICT OF INTEREST  
  
No staff and/or contractors involved in the compilation of this report have declared a Conflict of 
Interest.  
  
  
LEGISLATIVE IMPACT 
 
The Local Government Act 1989 provides Council the power to approve, assign or change the 
name of a road.  Council in exercising this power must act in accordance with the guidelines 
provided for under the Geographical Place Names Act 1998. 
 
 
COUNCIL PLAN IMPACT 
 
The Council Plan 2017-21 Theme 1 Communities states the following strategic objective and 
related strategy: 
 

Strategic Objective 1.3: "Strengthen community identity by promoting our heritage and history 
and appreciation for small town rural living." 
 
Strategy 1.3.1: "Recognise, celebrate and promote the diverse shared heritage and history of 
Wellington Shire." 
 

The Council Plan 2017-21 Theme 6 Organisational states the following strategic objective and 
related strategy: 
 

Strategic Objective 6.2: “Community engagement and customer service excellence is central 
to Council's decision making process.” 
 
Strategy 6.2.3: "Ensure sound processes are in place to facilitate input into Council 
deliberations and decision making." 

 
This report supports the above Council Plan strategic objectives and strategies. 
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CHAT ROOM –  
 
GALLERY COMMENTS –  
 
 
 
 
 
 
Meeting declared closed at: pm 
 
The live streaming of this Council meeting will now come to a close. 
 
 

D. URGENT BUSINESS 

E. FURTHER GALLERY AND CHAT ROOM COMMENTS  

Gallery comments are an opportunity for members of the public to raise any particular matter they wish. 
This allows those in the gallery to speak directly to councillors but is not a forum designed for open 
discussion or debate. We will listen respectfully to what you have to say and make the commitment that 
if your query requires a written response, we will advise you that a response will be forthcoming and a 
copy of that response will be circulated to all Councillors. 
 
This is not a forum for members of the public to lodge complaints against individuals, including 
councillors and staff, particularly as that individual gets no public right of reply to any matter raised. We 
take complaints seriously, and in line with the guidance from the Victorian Ombudsman and the local 
Government Inspectorate, we request that any specific complaint against an individual be put in writing. 
This way, your concern can be properly dealt with while ensuring fairness to all parties concerned. 
 
If you wish to speak, we remind you that this part of the meeting is being recorded and broadcast on our 
website. Council’s official Minutes will record that you have spoken to Council and the subject you spoke 
to Council about but will not record specific comments. We ask you to state your name in full, where you 
are from, and you have three minutes.       
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F. CONFIDENTIAL ATTACHMENT/S 
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G. IN CLOSED SESSION 

 
 
 
COUNCILLOR 
 
That the meeting be closed to the public pursuant to Section 89(2) of the Local Government 
Act 1989 to consider: 
 
 a) personnel matters 

b) the personal hardship of any resident or ratepayer 
c) industrial matters 
d) contractual matters 

  e) proposed developments 
f) legal advice 

  g) matters affecting the security of Council property 
h)  any other matter which the Council or special committee considers would 

prejudice the Council or any person 
 

IN CLOSED SESSION 
 
 
 
COUNCILLOR 
 
That Council move into open session and ratify the decision made in closed session. 
 

G. IN CLOSED SESSION 
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