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1. Background

This report provides details of the results of the Member Satisfaction Survey undertaken in May 2010.  The survey was aimed at assisting qldwater in planning of services to best meet the needs of its members.  The 2010 survey was a follow-up to a similar survey conducted in 2007 and 2008.

A questionnaire was sent out to all members, with approximately one month allowed for completion of the survey.  Some 32 responses were received by 1 June 2010, representing 53% of mainstream councils in the State.  In 2008, only 16 responses were received (28% response) and in 2007, 32 responses were received (26% of mainstream councils before amalgamation).

This 2010 response provides a reasonable sample and cross-section of councils in Queensland. 

The following sections provide details of the responses obtained for each question.  The results for 2008 and 2007 are also noted where similar questions were asked.

2. Overall Results

2.1. Services and Roles

The first question sought a rating of qldwater across a range of services and roles. The question was:

Using a scale of 1 to 5, please rate the following aspects of the services provided by qldwater.  (Where 5 is Excellent, 4 Good, 3 OK, 2 Poor, and 1 is Very Poor). Insert “n/a” if not applicable.
	Service (scores out of 5)
	Rating 2010
	Rating 2008
	Rating 2007

	Response to queries
	3.8
	3.8
	4.1

	Technical Advice
	3.9
	3.8
	3.9

	Provision of manuals and guidelines
	3.8
	3.8
	4.0

	Provision of information / updates on emerging policy 
	4.1
	3.9
	4.2

	Support for small councils (e.g. STP tour)
	3.7
	3.8
	3.7

	Workshops and training
	3.3
	3.1
	3.7

	Water industry skills initiatives including water industry worker program and skills formation strategy
	3.7
	n/a
	n/a

	Reporting and benchmarking initiatives including SWIM
	4.1
	n/a
	n/a

	State-level water industry representation
	3.9
	3.5
	3.9

	Average
	3.8
	3.7
	3.9


As in 2008, all aspects of qldwater services other than workshops and training were rated at just below the “good” score of 4 (mean of 3.8 compared with 3.7 in 2008 and 3.9 in 2007).  

Workshops and training was only given a 3.3 rating (just OK) but up from a 3.1 rating in 2008.

The provision of information and updates on emerging policy received the highest rating at 4.1 (as in 2008 and 2007). Reporting and benchmarking initiatives including SWIM also received a 4.1 rating.

All scores were equal to or higher than those obtained for similar questions in 2008 other than for support for small councils. 

Overall, this is a relatively high average rating for qldwater services and roles (76% satisfaction rating).

2.2. Usefulness of Documents

The next question asked about awareness and use of various documents:

 Could you: a) - indicate whether you have seen the following documents (Yes or No)

b) - If “yes”, could you please rate its usefulness. (Use a scale 3 very useful, 2 useful, 1 not useful.)

	Document (scores out of 3 in 2010)
	% Having Seen
	If seen, usefulness rating

	Water Fluoridation Operations and Maintenance Manual
	61%
	2.3

	 Sewer Overflow Policy and Supporting Technical Guidelines
	36%
	2.5

	 Water Pricing Review
	26%
	2.4

	 E.coli brochure
	58%
	2.6

	 Household greywater recycling updated version June 09
	39%
	2.3

	Australian Water Industry Institutional Arrangement discussion paper
	26%
	2.4

	Building Near Local Government Water (Sewer, Stormwater, Water) Infrastructure
	48%
	2.5

	Wet and Dry Well Pumping Stations
	10%
	2.0

	Fluoridation Chemicals Factsheet
	48%
	2.4

	Operations and Maintenance Manual for Sewage Treatment Plants
	68%
	2.5

	Speaking Volumes Fact Sheet
	26%
	2.0

	The Use of Biosolids in Queensland
	39%
	2.1

	Boundary Definitions Policy Paper
	7%
	1.5


The proportion having seen each item varied from a high of 68% for the Operations and Maintenance Manual for Sewage Treatment Plants to a low of 7% for the Boundary Definitions Policy Paper.  Only 3 of the 13 documents noted had been seen by more than 50% of respondents.  This low level of awareness of the existence of documents should be a concern.
All items received an overall rating of 2 (useful) or better (other than the Boundary Definitions Policy Paper which had only been seen by 2 respondents).  The highest rating was for the E.coli brochure (2.6) followed by the Operations and Maintenance Manual for Sewage Treatment Plants, Building Near Local Government Water, and Sewer Overflow Policy and Supporting Technical Guidelines each with a 2.5 rating. 
In the 2008 survey, the lowest scores were for the Fluoridation Chemicals Factsheet and Speaking Volumes Factsheet, each with a 2.1 score of “useful”.  The first of these received a higher score of 2.4 in 2010 while the second received a marginally lower rating at 2.0. 

Usefulness of Future Projects

The next question sought ratings on usefulness of possible future projects.  Respondents were asked:

 Could you please indicate how useful to your council’s particular needs you would rate each of the following possible future PROJECTS.  (Please use a scale 3 very useful, 2 useful, 1 not useful.)

	Name of Project  (scores out of 3)
	Usefulness Rating 2010

	 Create a brief on options to provide a common update on legislative changes for members.
	2.7

	 Investigate possible options for developer contributions from e.g. State Departments. As they don’t submit a DA, some entities escape the standard process for requiring developer contributions.
	2.2

	 Develop a definition of “Live Sewer”. This is a perennial issue which causes inequities.
	2.5

	 Prepare a discussion paper (eventually to share with DERM's wastewater treatment plant licensing section) regarding the balance issues between treatment plant treatment levels proposed in new/revised licences and the resulting greenhouse gas impacts.
	2.3

	 Raise issue of adding pipes under bridge crossings and seek cost sharing arrangement from Main Roads. Include Q-Rail and review of costs of collaboration. Create group for general links between  water industry and Main Roads (develop broad framework on cooperation).
	2.0

	 Investigate an industry mentoring program.
	2.2


The highest rating was for Create a brief on options to provide a common update on legislative changes for members with a 2.7 rating, close to “very useful”.  All items received a rating of 2.0 or more indicating all are considered useful projects.

On the basis of the items receiving the highest number of 1 ratings (not useful), raise issue of adding pipes under bridge crossings and seek cost sharing arrangement from Main Roads. include Q-Rail and review of costs of collaboration. create group for general links between water industry and Main Roads (develop broad framework on cooperation) with 29% saying “not useful” and Investigate an industry mentoring program with 13% saying “not useful” could be considered the lowest priority.  

The highest number of “very useful” ratings (68%) was for create a brief on options to provide a common update on legislative changes for members, confirming this as the highest priority.

Respondents were asked if there were any other manuals, projects, reports or guidelines they considered qldwater should provide.  There were six individual suggestions covering a number of topics which are reproduced verbatim below.   

	· copy of all documents in question 2.

	· demand management, sewer reticulation, submersible sewage pump stations, water reticulation, wet and dry well sewage pump stations

	· guidelines for development of drinking water quality management plans

	· support in relation to the reform of the regulatory environment which is a work in progress

	· A guide that tells us how to reuse the different types of waste water biosolids and the minimum requirements that DERM will accept. Provide a structure for a TMP that provides all the minimum DERM planning requirements without doubling up on any information. Provide a web based forum for water regulator and DERM to answer questions that may be asked multiple times by local government and WSPs.

	· reservoir storage cleaning and maintenance; water reticulation air scouring/cleaning of mains


One respondent noted that from June 30th 2010, water and sewerage will no longer be part of council so future projects have no use to this council.

2.3. Possible Training Needs

The next question sought information on possible training needs.  Respondents were asked:

 Could you indicate how useful to your council’s needs each of the following items for possible future TRAINING programs would be.  (Please use a scale 3 very useful, 2 useful, 1 not useful.)

The following table provides details of results.

	Training (scores out of 3 for 2010)
	Your Usefulness Rating

	Blue Green Algae Management
	1.8

	Chlorination Installation
	2.3

	Demand Management 
	2.3

	Drinking Water Quality Monitoring and Reporting
	2.7

	How to Grow a Waterwise Community
	2.3

	How to Make Your Water Business Sustainable
	2.1

	Powers under Water Act and Local Government Act
	2.4

	Sewer Reticulation
	2.1

	Submersible Sewage Pumping Stations
	1.9

	Team Leader Training
	2.2

	Water Governance Tips and Tricks for Councillors
	2.0

	Water Policy and Legislation Update
	2.6

	Water Pricing
	2.4

	Water Pump Stations (including River Offtakes, Bores and Inline Booster Installations)
	2.1

	Water Reticulation
	2.3

	Wet and Dry Well Sewage Pumping Stations
	2.1


The following table provides comparisons where the same training items were rated in previous surveys.

	Training
	Usefulness Rating 2010
	Usefulness Rating 2008
	Usefulness Rating 2007

	Chlorination Installation
	2.3
	2.1
	1.9

	Sewer Reticulation
	2.1
	2.1
	2.0

	Water Pump Stations (including River Offtakes, Bores and Inline Booster Installations)
	2.1
	2.0
	1.9

	Wet and Dry Well Sewage Pumping Stations
	2.1
	2.4
	1.9


The highest scores in 2010 were for Drinking Water Quality Monitoring and Reporting (2.7) and Water Policy and Legislation Update (2.6). 

Only two training items, Blue Green Algae Management (1.8) and Submersible Sewage Pumping Stations (1.9) received a score less than 2 (useful).

The highest number of “not useful” ratings was for Blue Green Algae Management with 45% saying “not useful”.

On the basis of the most number of respondents saying “very useful”, training for Drinking Water Quality Monitoring and Reporting would be the highest priority (77% “very useful”)           

There were five individual responses covering a number of other training needs.  These were:

	· try to find avenues (eg any LGAQ councillor training programs) to educate elected members on the legislative requirements of the water & waste water industry and subsequent cost to member councils.

	· investigate the possibility of an engineering degree in water and sewerage or other high level qualifications focused on water and sewerage only

	· on-site sewerage requirements for industrial blocks

	· OWUCP, TWCMP

	· supervisor/foreman training targeted at water & sewerage reticulation & treatment


2.4. Value for Money

The next question sought a simple rating on qldwater value for money.  Respondents were asked:

On a scale of 1 to 5 could you provide a rating of what you see as the value for money for your council from membership of qldwater. (Where 5 is Excellent, 4 Good, 3 OK, 2 Poor, and 1 is Very Poor).

	Score out of 5
	Rating 2010
	Rating 2008
	Rating 2007

	qldwater Value for Money
	3.9
	3.8
	4.0


The close to “good” rating of 3.9 indicates strong support for the way in which qldwater has operated.  

It is similar to the average rating of 3.8 for the nine aspects of service quantified at Question 1.  It is very similar to previous ratings of 3.8 in 2008 and 4.0 in 2007. 

2.5. Best and Worst Aspects

The next question asked about the best and worst aspects of qldwater:

Could you please identify what you see as the best thing about qldwater.  Similarly could you also identify what you see as the worst thing about qldwater.

Following is a verbatim listing of the responses received for the best things about qldwater.  The focus is again on being responsive and providing required information and documents as in 2008 and 2007.

Best thing about qldwater
	· a voice for local government with regards to legislative reform

	· accessibility through internet

	· active in promoting collegiate support amongst council water service providers

	· advice

	· dissemination of useful information particular to queensland 

	· excellent source of information on changes to industry, legislation, etc

	· focus on water industry

	· gets industry together to talk about issues.  There is no other forum.

	· good response to enquiries

	· industry voice

	· information sharing for the water and sewerage industry within local government

	· informative

	· involvement in SWIM

	· its close working relationship and advocacy capability with DERM and other legislative bodies

	· looks after local government interests

	· networking

	· out there - putting out lots of info.

	· provide valuable and relevant water related information to council

	· SWIM and representation

	· single point of reference for all WSP - representation of all WSP in matters of consequence

	· supporting local government interests

	· the breadth of information that can be provided and the speed of reply

	· the practicality of the membership & issues addressed

	· they are always available

	· to create state wide resource of information/training etc

	· tours of plants

	· understand that one rule is not suitable for all councils

	· pro-active


The worst things about qldwater are also listed verbatim below.  The most common theme related to the ability to effectively represent smaller service providers and those away from SEQ as in 2008.  

Worst things about qldwater

	· advice not supported at state government level

	· based and to some extent focused on SEQ

	· broaden target audience to include other water utilities not just councils

	· bureaucracy

	· can be biased

	· can be swallowed up by the changing priorities within SEQ

	· conference timing clash with other industry events

	· consultants used not always best

	· difficulties in representing the SEQ water businesses and the complexities associated with the institutional and regulatory model

	· does not fully understand the constraints of small water service providers in relation to legislative changes

	· getting documents

	· minimum information updates

	· remote location away from our council region

	· small team - lack of funding limits opportunities

	· smaller councils find it hard to be actively involved but at least get some benefits

	· some things are applicable to large organisations, but small organisations have different needs

	· SWIM

	· the perceived lack of credibility from the elected members

	· training workshops etc held on coast

	· our internal lack of understanding of what the directorate can offer - maybe because target audience is council

	· don't see enough of them in regional Qld


2.6. How to Improve

Respondents were then asked what things could be done to improve qldwater’s service to their organisation.  The responses are listed below.  

Actions to improve services

	· broaden target audience to include other water utilities not just councils

	· continue to improve informal technical and governance discussions amongst water industry workers

	· make sure we get documents when available

	· our business is not really the key focus of qldwater. More attuned to a partnership where learnings from SEQ can be transferred via qldwater to other areas of the state

	· provide more regular updates on information

	· provide regular updates of services on offer by qldwater and their affiliates

	· regular updates on emerging issues otherwise keep up the good work

	· we use the service a lot - nothing new needed

	· work in partnership with state government department in having a say on government initiatives (ie institutional reform)

	· more workshops, face to face interaction


2.7. Requirements to Support Reform

The next question asked if there were any additional requirements as a result of the current reform arrangements that qldwater could address. The suggestions are listed below:

	· check list for councillors/management to ensure they are aware of the issues and compliance requirements

	· continue to advocate for consolidation and consistency of the regulatory framework

	· continue to campaign for more streamlined reporting

	· try and get any newly formed entity within the water industry as members of qldwater


2.8. Other Comments

Finally, respondents were asked if they had any other comments on the performance of qldwater (or any other matter).  The responses, all very positive, are listed below.

	· excellent service

	· generally support qldwater in their role

	· good customer service

	· I don't know how local government managed without them!

	· it is an excellent source of information

	· thanks for assistance to council over the years - they have some very knowledgeable staff working for them

	· very pleased with the level of service & professionalism

	· the regional Qld mini-conference held at rockhampton was great - should have one every year


Results by Council Type

This section provides comments on differences in views by type of council.  Councils were classified as Large >40,000 population (10 responses), Medium 10,000 to 40,000 population (11 responses) or Small <5,000 population (11 responses) water service providers. Note that there are no councils in the 5,000 to 10,000 range.

In terms of the rating of qldwater on various aspects of service, there was no difference in the average score across all elements and very little difference on each specific item. Medium councils gave a lower score for provision of manuals and guidelines. The large councils gave a marginally higher score for value for money.  

	Service (scores out of 5) 2010
	Av. Rating
	Small
	Medium
	Large

	Response to queries
	3.8
	3.8
	3.8
	3.9

	Technical Advice
	3.9
	3.9
	4.0
	3.9

	Provision of manuals and guidelines
	3.8
	4.1
	3.5
	3.8

	Provision of information / updates on emerging policy 
	4.1
	4.3
	3.9
	4.1

	Support for small councils (e.g. STP tour)
	3.7
	3.7
	3.7
	3.6

	Workshops and training
	3.3
	3.3
	3.3
	3.2

	Water industry skills initiatives including water industry worker program and skills formation strategy
	3.7
	3.4
	3.6
	3.9

	Reporting and benchmarking initiatives including SWIM
	4.1
	3.9
	4.1
	4.3

	State-level water industry representation
	3.9
	3.7
	4.0
	3.9

	Average
	3.8
	3.8
	3.8
	3.8

	Value for Money
	3.9
	3.8
	3.9
	4.1


There were some differences in the perceived usefulness of documents and manuals as shown by the following table. Large councils tended to give lower usefulness scores on most items.  There were four items where all of the eleven small council respondents indicated they had not seen the document.

	Document (scores out of 3) 2010
	If seen, average usefulness rating
	Small
	Medium
	Large

	Water Fluoridation Operations and Maintenance Manual
	2.3
	2.0
	2.5
	2.3

	 Sewer Overflow Policy and Supporting Technical Guidelines
	2.5
	3.0
	2.7
	2.2

	 Water Pricing Review
	2.4
	2.5
	3.0
	2.0

	 E.coli brochure
	2.6
	2.8
	2.7
	2.2

	 Household greywater recycling updated version June 09
	2.3
	2.8
	2.8
	1.5

	Australian Water Industry Institutional Arrangement discussion paper
	2.4
	No rating
	2.0
	2.5

	Building Near Local Government Water (Sewer, Stormwater, Water) Infrastructure
	2.5
	3.0
	2.7
	2.3

	Wet and Dry Well Pumping Stations
	2.0
	No rating
	3.0
	1.5

	Fluoridation Chemicals Factsheet
	2.4
	No rating
	2.7
	2.0

	Operations and Maintenance Manual for Sewage Treatment Plants
	2.5
	2.8
	2.6
	2.3

	Speaking Volumes Fact Sheet
	1.9
	3.0
	2.3
	1.5

	The Use of Biosolids in Queensland
	2.3
	3.0
	1.8
	2.0

	Boundary Definitions Policy Paper
	1.5
	No rating
	2.0
	1.0

	Average Rating
	2.3
	2.8
	2.5
	1.9


There were only minor variations by council size in the usefulness rating for possible future projects as shown below.  Small councils gave a very high rating (2.9) for Create a brief on options to provide a common update on legislative changes for members.

	Name of Project (scores out of 3)  2010
	Av. Usefulness Rating
	Small
	Medium
	Large

	 Create a brief on options to provide a common update on legislative changes for members.
	2.7
	2.9
	2.5
	2.6

	 Investigate possible options for developer contributions from e.g. State Departments. As they don’t submit a DA, some entities escape the standard process for requiring developer contributions.
	2.2
	2.5
	2.1
	2.1

	 Develop a definition of “Live Sewer”. This is a perennial issue which causes inequities.
	2.5
	2.4
	2.5
	2.6

	 Prepare a discussion paper (eventually to share with DERM's wastewater treatment plan licensing section) regarding the balance issues between treatment plant treatment levels proposed in new/revised licences and the resulting greenhouse gas impacts.
	2.3
	2.2
	2.1
	2.5

	 Raise issue of adding pipes under bridge crossings and seek cost sharing arrangement from Main Roads. Include Q-Rail and review of costs of collaboration. Create group for general links between  water industry and Main Roads (develop broad framework on cooperation).
	2.0
	1.8
	2.1
	2.0

	 Investigate an industry mentoring program.
	2.2
	2.3
	2.1
	2.2


Again, councils of a different size also perceive differences in training priorities as shown below.  
	Training (scores out of 3) 2010
	Av. Usefulness Rating
	Small
	Medium
	Large

	Blue Green Algae Management
	1.8
	1.6
	1.9
	1.8

	Chlorination Installation
	2.3
	2.0
	2.6
	2.3

	Demand Management 
	2.3
	2.4
	2.6
	1.9

	Drinking Water Quality Monitoring and Reporting
	2.7
	2.8
	2.8
	2.6

	How to Grow a Waterwise Community
	2.3
	2.6
	2.3
	1.9

	How to Make Your Water Business Sustainable
	2.1
	2.1
	2.1
	2.2

	Powers under Water Act and Local Government Act
	2.4
	2.3
	2.5
	2.4

	Sewer Reticulation
	2.1
	2.0
	2.5
	1.7

	Submersible Sewage Pumping Stations
	1.9
	1.8
	2.5
	1.5

	Team Leader Training
	2.2
	2.1
	2.5
	2.1

	Water Governance Tips and Tricks for Councillors
	2.0
	1.8
	2.5
	1.8

	Water Policy and Legislation Update
	2.6
	2.6
	2.7
	2.6

	Water Pricing
	2.4
	2.3
	2.5
	2.2

	Water Pump Stations (including River Offtakes, Bores and Inline Booster Installations)
	2.1
	2.1
	2.5
	1.7

	Water Reticulation
	2.3
	2.4
	2.6
	1.9

	Wet and Dry Well Sewage Pumping Stations
	2.1
	2.0
	2.5
	1.7


Generally, medium councils give a higher rating for all training items, with no items rated below the “useful” score of 2.0.  In contrast, large councils rated 9 items under this 2.0 score.  The most consistent ratings across all council types was for the two highest rated items Drinking Water Quality Monitoring and Reporting and Water Policy and Legislation Update.
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