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Objective 

Measuring customer satisfaction is a critical area that is strategic to improving 

Council performance. 

This session will explore the importance of; the challenges of; and, outline a 

framework that you can use to identify opportunities for service delivery 

improvement as part of your audits. 

This type of audit is not compliance or financial audit – but rather a strategic 

audit which aims to add value to Council via recommendations which relate to 

aligning services, resources and spend with Customers’ needs 



The role of Councils 

“Councils are committed to planning and 

delivering services that contribute to the 

physical, psychological, spiritual and social 

wellbeing of local people.”

Source – Local Government NSW website 

http://www.lgnsw.org.au/policy/communities



The evolution of service delivery reviews

2011 UTS - Service delivery reviews in Australian local government (2011), by UTS:CLG 

for ACELG. 

2012 NSW - Liveability index – Penrith City Council and ACELG (Olesson et al. 2012). 

2013 UTS QLD - Community Wellbeing Indicators: Measures for Local Government (ACELG) 

2014 &15 UTS - Service delivery review: a how to manual for local government, 

Hunting, S.A., Ryan, R. & Robinson, T.P. 2014, Service delivery review: a how to manual for local government, 2nd edn, Australian 

Centre of Excellence for Local Government, University of Technology, Sydney. 

2015 UTS - Why Local Government Matters.      
Ryan, R., Hastings, C., Woods., R., Lawrie, A., Grant, B. 2015 Why Local Government Matters: Summary Report 2015 Australian Centre 

of Excellence for Local Government, University of Technology Sydney Australia 

Local Gov Association of Qld - 2015 Community Satisfaction Survey

2016 NSW DPC - stronger government framework for council mergers and first NSW 

local government community satisfaction report – Federation Council 2016 research 

report coordinated by the Department of Premier and Cabinet 

2017 VIC - Local government community satisfaction survey report  2017 statewide 

research report Coordinated by the department of Environment, Land, Water and planning on behalf of Victorian councils 

2017 Example - Port Stephens community satisfaction report 

2017 Port Macquarie review of Journey maps 



Community Wellbeing 
Includes personal and social wellbeing 

assessments (Michaelson et al 2009 p4) *

• Personal wellbeing measures people’s 

experiences of their positive and negative 

emotions, satisfaction, vitality, resilience, 

self-esteem and sense of positive 

functioning in the world. 

• Social wellbeing measures people’s 

experiences of supportive relationships and 

sense of trust and belonging with others. 

* Developed through the New Economics Foundations National Accounts of 
Wellbeing

2013 



Community Wellbeing Indicators: 
Measures for Local Government  

18 

Table 6.2. 2013 Community Wellbeing Survey Scores  

Item 2011 Pilot 
Survey 

2013 
Survey 

SEQ 
2013 

Provincial 
Cities 2013 

Rural 
2013 

1. Public transport adequacy 3.9 2.75 3.00 2.66 2.23 

2. Health service adequacy 3.2 3.48 3.58 3.44 3.28 

3. Education service adequacy 3.9 3.71 3.79 3.61 3.65 

4. Sport and recreation  3.8 3.74 3.73 3.73 3.78 

5. Arts and culture 3.4 3.35 3.34 3.26 3.53 

6. Social interaction in public spaces Not piloted 3.58 3.48 3.78 3.51 

7. Park/reserves upkeep 3.6 3.77 3.97 3.47 3.71 

8. Park/reserves accessibility 3.6 3.84 4.00 3.58 3.84 

9. Park/reserves facilities Not piloted 3.58 3.68 3.47 3.48 

10. Bikeways 3.2 2.96 3.06 2.81 2.94 

11. Walking paths 3.3 3.16 3.34 2.92 3.09 

12. Protection of natural environment 3.5 3.49 3.58 3.38 3.46 

13. Socially inclusive environment Not piloted 3.40 3.45 3.39 3.30 

14. Liveable built environment Not piloted 3.50 3.56 3.34 3.54 

15. Suitability for young children 3.8 3.52 3.49 3.49 3.63 

16. Suitability for teenagers 3.4 2.97 2.90 3.13 2.90 

17. Suitability for seniors 3.7 3.58 3.58 3.61 3.52 

18. Level of support from Friends 4.1 4.30 4.21 4.44 4.30 

19. Level of support from family 4.1 4.32 4.32 4.37 4.23 

20. Level of support from neighbours 3.9 3.93 3.91 3.89 4.05 

21. Access for disabled 3.4 3.37 3.31 3.44 3.39 

22. Welcoming of people from different cultures Not piloted 3.57 3.42 3.74 3.65 

23. Volunteer/organisation involvement Not piloted  2.26 2.40 1.93 2.41 

24. Safety when alone 4.0 3.72 3.83 3.48 3.82 

25. Life satisfaction 4.2 4.30 4.27 4.42 4.18 

26. Work not demanding or stressful 3.2 3.01 3.13 2.79 3.07 

27. Work not interfering with family life 3.3 3.16 3.24 2.79 3.49 

28. Job security 3.8 3.08 3.18 2.63 3.51 

29. Impact of cost of living 2.6 2.37 2.38 2.25 2.51 

30. Impact of housing cost Not piloted 3.29 3.48 2.77 3.60 

31. Opportunities for engagement 3.0 3.02 3.02 3.07 2.96 

32. Range and quality of council services Not piloted 3.18 3.25 3.05 3.18 

33. Ability to access internet Not piloted 3.96 3.98 4.01 3.82 

34. Ability to access private or public transport Not piloted 3.55 3.66 3.16 3.85 

Average of above 3.6 3.43 3.48 3.32 3.43 

 
As previously discussed in Section 5, it is also useful to aggregate the scores by each of the five themes. 

Table 6.3 summarises the results by theme for both the 2013 survey and the 2011 pilot. Table 6.4 shows 

the scores for each question included under each theme. As noted earlier, all questions were not used in 

the 2011 survey, but it is still useful to compare the two data sets. 

 
Table 6.3. Themed Scores in the 2013 Survey and 2011 Pilot 

Theme Score 2013 Pilot 2011 

1. Healthy, safe and inclusive communities 3.69 3.8 

2. Culturally rich and vibrant communities 3.74 3.8 

3. Dynamic resilient local economies 2.98 3.2 

4. Sustainable built and natural environments 3.46 3.6 

5. Democratic and engaged communities 3.10 3.0 

 



• Council’s role as ‘place-shapers’ and “meeting 

the needs that most drive people’s attachment 

to, satisfaction with, the areas which they live”. 

• Recommend citizen satisfaction surveys: 

• Measure service importance and citizen 

satisfaction (perception of how well a council 

is performing each function). 

• Highlights the ‘gap’ between perceptions of 

importance and satisfaction ratings for 

services. 

• comparisons are possible over time (Local Government 

Association of Queensland (LGAQ) (2011). 

1.Ryan, R., Hastings, C., Woods., R., Lawrie, A., Grant, B. 2015 Why Local Government Matters: Summary Report 2015 Australian Centre 
of Excellence for Local Government, University of Technology Sydney Australia 



2015 Service Delivery Reviews – engage 

with the customer up front and after 

to ensure that their values have 

been considered in shaping future 

services



Opportunities for Auditors with Service Delivery 
Reviews 

• Be on the review panel – as an independent ensuring consistent 

approach

• Assess level of community engagement in the review

• Assess if community needs and wants and their expectations of service 

quality and range has been captured. 

• Check if knowledge and “understanding of community is up to date” (S
2.5.3)

• Use results with net costs of service data (engage Finance to calculate) 
to look for misalignment and inefficiencies 

• Challenge evidence, assumptions and conclusions and ensure options 

for change are relevant and appropriate.(s 4.5) and clearly identify, cost 

savings, process efficiencies and income generation

• conduct mini reviews to assess level of effectiveness of current reporting 

of service delivery and identify weaknesses and opportunities early .  



The Stronger Councils Framework

DPC together with 20 new councils (post merge) developed a Stronger 

Councils Framework with the aim to 

• guide the implementation of new councils and to measure progress. 

The Framework defines a strong council as 

• one that delivers results for their community, 

• builds relationships and partnerships, and 

• has the culture, people and capability to make this happen. 

An agreed measure of success in the Framework is 

• community satisfaction with council’s overall performance. 

J00529 Community Satisfaction Survey 2016 – Federation Council 

2016



Example: Federation Council CSAT

• 400 telephone surveys 

• Federation Council achieved an 

overall score of 58

• There is a need for council to improve 

perceptions of how it is performing 

2016



Example: Port Stephens Council 
CSAT

24 Services 

Lowest satisfaction 

• Illegal dumping, 

• maintaining local roads, 

• parks and gardens 

Greatest satisfaction

• libraries, 

• public halls, 

• garbage collection and 

• development and building 
services

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2017 
Customer Satisfaction 

Survey 
 

Report 
 
 

 

2017



2017-18 Mandate for audits of reporting on services 

NSW OLG - Auditor General was given the mandate to conduct performance audits of a 

council*

Audit Office NSW Performance Audits in 2017-18 include “Council reporting on services”. 

“They aim to identify and promote good practice and make practical improvement 

suggestions by examining how well councils demonstrate service efficiency and effectiveness 

through their reporting under the Integrated Planning and Reporting Framework.”

They are a new type of audit for Local Government and as such a Performance Audit Guide 

for Local Government guidelines was released 

So far customer satisfaction surveying has been a reporting measure of effectiveness and 

efficiency of service delivery of Councils

Source: *OLG - March 2017 Circular

http://www.audit.nsw.gov.au/ArticleDocuments/828/D1706217  PAB_Guide_Local_Government v2 - 2017.pdf.aspx


A framework for 
analysis of services 
and providing 
recommendations

1. Efficiency and Effectiveness (Kano 

Model )

2. Viability (Service Market Fit and 

Complaints analysis)

3. Risk analysis (CX and risk triggers)



A framework for analysis

What to look 

at – KPI, data,

insights

Method Opportunity 

1. Efficiency 

and 

Effectiveness 

Customer Satisfaction Audit-

importance, satisfaction, 

gap and spend 

Efficiencies and Effectiveness 

2. Viability 

(do services 

match 

customers in 

area?)

Service market fit analysis

Complaints analysis 

Journey map review and 

pain point analysis

Service realignment and cost 

savings

3. Risk 

Analysis 

CX and Risk triggers 

assessment

Risk Management and 

Mitigation 



1. Efficiency and Effectiveness review -

customer satisfaction surveys 

As Customers’ (Citizens) interact with Council services at various 

“touchpoints” through Council’s channels (face to face, on the phone, 

front counter, community spaces/amenities, web page etc) their 

thoughts and feelings will decide if their needs were met and if they 

were “satisfied”, or not.



Not all 
services 

are 
equal



- It should help shape services 

- It acts as an indicator of why, what and 

where to spend budgets and focus effort 

and time in delivering value to customers 

so helps with identifying waste

-It helps identify where we are over or 

under servicing or there is service 

misalignment

-It helps identify where there are 

opportunities for improvement

Why we need to know 
what is important to 
customers



Comparing Satisfaction and importance

High Value/ importance  
to Customer 

Low Value / Importance 
to Customer 

Performance
Positive Satisfaction 

Performance 
Negative satisfaction 

(Dissatisfaction) 

Great 

OVERSERVICING –
monitor investment 

SERVICE MISALIGNMENT-
low priority 

UNDERSERVICING / 
WRONG 
SERVICING –
requires attention 

SERVICE ALIGNMENT-
maintain focus

Garbage 
CollectOutdo

or 
space 

Information 
booths and 

events 

Teen 
drop in 
centre

Community 
Transport 

Kano Model Size of bubble is spend 



Yarra City Council – 2017 Annual Customer Satisfaction Survey 
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⊗  Public toilets are the stand out facility with relatively average importance, but measurably 
and significantly lower than average satisfaction.  This is a common finding found 
consistently for the City of Yarra but also consistently across metropolitan Melbourne.  This 
result tends to be very resistant to improvement, regardless of the type of public toilets 
provided by the various local councils, be they old red brick 1960’s style public toilets to the 
new self-cleaning installations. 
 

⊗  Metropolis Research notes that the condition of sealed local roads and footpaths both 
recorded relatively average levels of satisfaction.  This is somewhat unusual for a 
metropolitan Melbourne council, as often local roads and footpaths are of average or 
slightly higher than average importance, but of significantly lower than average satisfaction.  
These are positive results for the City of Yarra. 
 

⊗  Parking enforcement is of somewhat lower than average importance and significantly lower 
than average satisfaction.   This result is consistent with results observed elsewhere across 
metropolitan Melbourne.  Satisfaction with parking enforcement is a very difficult result to 
improve, as increased enforcement will create additional dissatisfaction with some 
respondents, whilst reduced enforcement will create additional dissatisfaction with a 
different group of respondents. 
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The following graph provides the same results as the graph above, but provides the full zero 
to ten scales for both importance and satisfaction.   
 
This has been provided to show additional context around these results, as it is important to 
bear in mind the following when examining the cross-tabulation of importance and 
satisfaction: 
 

⊗  Importance – all twenty-nine services and facilities were rated on average as important by 
respondents, varying from a low of 7.42 out of ten, to a high of 9.39. 

 

⊗  Satisfaction – all twenty-nine services and facilities received satisfaction scores categorised 
as “solid” or better.  None of the twenty-nine services and facilities were rated at levels 
categorised as “poor” or worse. 
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Example – measuring Importance v’s 
satisfaction - Federation Council 2016



Example CSAT survey

8

J00529 Community Satisfaction Survey 2016 – Federation Council

Index scores are indicative of an overall rating on a particular service area. In this context, index 

scores indicate:

a) how well council is seen to be performing in a particular service area; or

b) the level of importance placed on a particular service area.

For ease of interpretation, index score ratings can be categorised as follows: 

INDEX SCORE Performance implication Importance implication

80 – 100
Council is performing very well 

in this service area

This service area is seen to be 

extremely important

60 – 80
Council is performing well in this service 

area, but there is room for improvement

This service area is seen to be 

very important

40 – 60
Council is performing satisfactorily in 

this service area but needs to improve

This service area is seen to be 

fairly important 

0 – 40
Council is performing poorly

in this service area

This service area is seen to be 

not that important
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J00529 Community Satisfaction Survey 2016 – Federation Council

Importance and Performance

Index Scores Grid

Note: The larger the circle, the larger the gap between importance and performance.
Base: All respondents
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Service Importance Performance

Being a well-run and 

managed council
88 59

Decisions made in the 

interest of the community
82 54

Community consultation & 

engagement 
78 55

Informing the community 80 59

Ease of access to services 77 65

Condition of local streets and 

footpaths
79 59

Recreational facilities 77 66

Providing value for money 

for my rates
83 56

Enforcement of local laws 72 63

The condition of sealed local 

roads in your area
82 54

Maintenance of unsealed 

roads in your area
78 47

The appearance of public

areas
77 75

Art centres and libraries 61 71

Community and cultural 

activities
64 59

Waste management 81 70

Planning and building

permits
68 61

Business development 76 53

Tourism development 73 55

Water and sewerage services 84 74

40

90

40 90
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Example – mapping Importance v’s 
satisfaction and gap - Federation Council



when the services offered by council match 

what the market wants 

2. Viability - Service Market Fit  

Service Market 
(Customers) 

FIT 



How Auditors can leverage satisfaction 
surveys and service market fit. 
Understand and analyse the following: 

1. customer (market) values 

2. customer strategy 

3. List of services and channels 

4. Current complaints

5. customer satisfaction survey results and performance 

v’s importance matrix 

6. Current spend on services 

Look for:

• Misaligned services (service market fit) , 

• Unsatisfactory services 

• Service overspend or low value return 

Recommend actions to realign, improve spend, improve 

services.



Activity 1 (10 mins) 

Discuss in table groups 

What do you know about importance and satisfaction in 
your LGA? 

1. Which councils on your table measure importance and 
satisfaction (performance) ? 

2. In your LGA – what would be the top 3 things that your 
customers’ value (is important) about services they 
want? 

3. How satisfied with the services are they? Which customer 
group do you think is the most satisfied, least satisfied 
and why? 

4. What do you think your matrix looks like?

5. Is there service market fit? 

6. Share with your table 



Journey map analysis 
• Graphical representation of the journey a 

customer takes to plan, engage, use and 

follow up with a service or product.

• It is from “end to end” 

• It captures what a customer is doing, seeing, 

thinking and feeling.

• It highlights “pain points” 

• It is always from the customers’ perspective –

not the organizations’ perspective

• It may contain elements which you are not 

responsible for or do not provide Source Diagram – Meld Studios



Reading Customer Journey Maps 
to identify opportunities 

• Journey maps already highlight pain points and “moments of truth “of 

customers 

• Use these to have a discussion with the community/customer team 

• See what actions have already been taken to fix the pain points and 

or moments of truth 

• Assess risk to Council of not fixing and or slow plans in place to fix pain 

points

• Recommend a course of action if no action is being taken.  NB 

Auditors recommending improvements can actually support the 

business in getting traction and leadership support.  



2017 Example - Lake Macquarie Council 
Journey Mapping to drive business improvement 

• “Lake Macquarie Council has introduced customer journey mapping into 

its ongoing business improvement processes, following successful trials last 

year in five areas of customer interaction. The pilot mapped areas such as

• preparing and lodging a DA, 

• booking lessons at a local swim centre and 

• placing an order for a lost, stolen or damaged bin.

7 September 2017



32

3. CX and Risk 



United Airlines forced passenger 

removal 

Putting procedure first and customer second resulted in a 

poor customer experience and:

 Customer safety risk (injury) 

 Corporate and brand reputation risk (200 million views) 

 Employee risk (harassment) 

 Engagement risk (embarrassment) 33



Deliver a great experience 
and you reduce customer risk 

It builds loyalty

Minimises customer frustration, disappointment and 
annoyance

34

A frustrated customer is more 

likely to be a high risk customer 

High risk customers can increase 

business risk (financial cost, 

derailment, social media and 

brand reputation risk)



Relationship between TRUST and fraud

“Trust is a public good- as long as we all contribute to it- we all 
benefit. But once we stop contributing, the system collapses. Fraud 
wins.”

Dan Ariely – Behavioural Scientist Lemonade

35



% 
of reports 
of fraud 

from 

tip offs 

The 2016 ACFE (Assoc of Certified Fraud Examiners) Report to the Nations on 
Occupational Fraud and Abuse

36



51.5% 
of tip offs
are from 

Employees

18% 
are from 

Customers

37
The 2016 ACFE (Assoc of Certified Fraud Examiners) Report to the Nations on 
Occupational Fraud and Abuse



around 16.5% of fraud is picked up by 
Internal Audit 

The 2016 ACFE (Assoc of Certified Fraud Examiners) Report to the Nations on 
Occupational Fraud and Abuse p2138



The 2016 ACFE (Assoc of Certified Fraud Examiners) Report to the Nations on Occupational Fraud and Abuse

Initial Detection of Occupational Fraud 

39



Gartner 

by the year 2020, the customer 
will manage 85% of their relationship 

with the enterprises without ever interacting with a 
human.   Gartner 

40



Source Employee engagement report 2015 MYCustomer and Confirmit

62% - Percentage of 

complaints caused by 
“people related issues.” -
ICS (MYCustomer) 

Risk: poor employee experience, and 
employee disengagement in high fraud 
risk areas (operations, sales, purchasing) 

41



Risk: employee disengagement 
happening away from CEO 

42



Framing recommendations 
• Use Service Delivery Review Framework

• Frame recommendations based on what customers value (what is important)

• Recommend improvements which improve satisfaction and deliver on 

Council strategies 

• If something is not worth spending money on – and the evidence from surveys 

and complaints suggest this – call it out. 

2015 UTS Service Delivery Review



The future of services 

A decade from now, local government organisations will differ 

greatly from those we know today. They will need to deal with 

budgetary constraints, growing population, ageing infrastructure 

and workforce. 
Council of the future will:

• need to deliver a diverse range 

of services 

• “be required to deliver services 

to citizens faster, more 

frequently, and on a more 

personalised basis”. 



Summary
Looking for Improvement in efficiency and 

effectiveness of services is as easy as: 

1. Understanding the strategy for the 

customer 

2. Reading customer survey results and 

complaints for services not working 

3. looking for service misalignment 

between satisfaction and importance to 

customers 

4. Looking at journey maps and pain points

5. looking for over or underspend based on 

importance to customers and satisfaction

6. Look for readiness for future  



Next Steps 

1. Schedule an Internal Audit of Cx and service 

delivery in your Audit Program. 

2. Engage a Cx specialist with audit experience to 

work with you on your first review to establish a 

benchmark and methodology for future reviews. 

3. Re-perform the review (yourself) each year to 

check progress against the baseline audit



Centium CXM  Services

Proprietary CX Maturity Assessments and CX reviews of service

Customer Strategy Development 

Customer Research to develop organisational understanding of customers

Customer Segmentation 

Performance Measurement (Customer Satisfaction and Net Promoter Score)

Business Readiness and Service Model development 

In-house CX Capability Development

47



Customer Experience 
Management Advisory 

• Proprietary CX Maturity Assessments 
• Customer Strategy Development 

• Customer research & feedback services 
• Testing concepts with customers
• Needs analysis
• Customer sentiment
• Customer segmentation 
• Customer engagement in service design
• Customer behaviour impact on risk & fraud 

• Customer KPI measurement – Customer 
Satisfaction and Net Promoter Scores

• Regular tracking   

• Tailored coaching and training in CX, design thinking, 
problem solving 

• Developing staff understanding of role in CX 
Management delivery 

• Culture and change workshops    

• Service model design linking “front of house” with 
“back of house”, people, process and systems 

• We facilitate CX design workshops and guide your 
organisation through cultural, product, service, 
systems, people or process change so that you can 
shift to being customer centric with ease

Strategy Understanding your Customers Performance Measurement

Business Readiness & 
Service Model Development

CX Capability Development

48



Other Centium Services 
With over 30 years’ experience, Centium provides unequalled experience 

in advisory, assurance and investigations services. We can help solve just 

about any problem; large or small. You can read about some of our 

success stories at our website: www.centium.com.au. Here are some 

ways in which we can help:

• Internal Audit & Risk Management

• Fraud & Corruption Prevention

• Information Security

• IT Advisory

• Project Assurance

• Human Resource Management

• Work Health & Safety

• General Advisory

• Governance & Regulatory

• Information Management

• Business Resilience

• Workplace Investigations

• Program Outcome Evaluation

• Financial Management

• Asset Management

• Training & Coaching

49

http://www.centium.com.au/
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