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Background

The ACT Government engaged the YourSay Panel to
identify current community priorities for the
Government to address and ascertain Canberrans’
communication preferences for keeping informed.

The research will be used to informm Government
planning and approaches to program and service
delivery along with communication of related
information to communities within the ACT.

Methodological notes:
= The results have been weighted to reflect relative
population proportions based on the ABS Census

» The methodology is biased towards those with
internet and computer literacy, which may impact
data relating to communication preferences

* |nsingle choice questions, results may not add up to
100% due to rounding

2,149

Who?
Canberrans 16+

When?

30 Jul -5 Aug
2021



Sample profile (unweighted)

Female

58%

Male

40%
Other I 1%

Prefer not to say I 1%

16-24

3%

25-34

17%

35-44

21%

45-54

16%

55-64 20%

65-74 16%

75+ 6%

n=2149
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Headlines

= Health services are a priority for Canberrans, while TE Top 5 priorities
essential services, climate action and support for =
disadvantaged groups are also important Health 48%

* Housing affordability has emerged as a new issue
and is the highest priority for young Canberrans

= Six in ten Canberrans were satisfied with the quality
of Government services, with many others neutral Climate action 27%

= Around half of Canberrans said they felt informed Disadvantaged groups  27%
about Government services

» Those who were not feeling informed were largely

Affordable housing 35%

Essential services 33%

unaware of services in their suburb and often . Top 5 channels
unengaged with this kind of information \é for local info
= Nonetheless, when seeking information, the large ACT Gov websites  47%

majority were able to find what they were looking for

= ACT Government channels play a considerable role in
where people turn for information about their local General social media 39%
area, with younger Canberrans tending towards
social media and informal avenues and older turning
more towards traditional media sources Print/online news 34%

OurCanberra 46%

ACT Gov social media 36%



Community priorities

%) ACT | YOURELY]




ACT | YourETNd

Biggest priorities are better health services, housing
affordability, and provision of essential services

Q. Of the following areas, which do you feel are most important for the ACT Government to focus on?
(Select up to 3)

Delivering better health services

Availability of affordable housing

Providing essential services

Taking climate action

Assisting disadvantaged groups

Investing in other community infrastructure
Investing in public transport infrastructure
Improving our planning and building systems
New and upgraded education opportunities / services
Protecting and creating local jobs

Helping small business recover from COVID-19
Fostering Canberra’s cultural life

Protecting your personal safety

Being able to have a say on issues

More digital services for the community

. 48%
. 35%
. 33%
PN 27%
D 27%
DN 22%
N 19%
P 18%

N 14%

N 12%

N 12%

N 11%

N 9%

N 7%

B 2%

All respondents selecting up to three priorities n=1909
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Six in ten are satisfied with the quality of services, with just
over half agreeing that services meet their needs

Q. Considering everything, to what extent would you agree with the following statements:

| am satisfied about the quality of
. 7% 53% 23% 11% 60% 15%
The range of services offered by the VA 18%
ACT Government meets my needs e disagree

m Strongly agree m Agree = Neither agree nor disagree = Disagree = Strongly disagree = Can't say

n=2149
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Service dissatisfaction often comes down to issues with

provision and quality

Q. Which particular service(s) were you less
than satisfied with?

Common themes include:
* Local road quality / street maintenance etc
»= Health service access and availability
= Waste services and recycling
= Access Canberra services - shopfront and digital
= Public transport, bus network
* Planning and development

= Public housing - availability, maintenance

—

Q. Why were you less than satisfied with that
particular service?

In general, common sentiment includes:

= Experienced long wait times, waiting for
something to happen

= Did not receive what is nheeded

= Affects my environment, liveability, makes life
difficult

= Reflects poorly on the ACT

= Poor customer service, inefficiencies
encountered when dealing with Government

All dissatisfied with quality of services n=346



Government information
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Around half of Canberrans are feeling well informed, with
many others neutral about it

Q. Considering everything, to what extent would you agree with the following statements:

| am well informed about the range of
ACT Government services offered 7% 25% 12% 2 59% 14%
across the ACT Ll el
| am well informed about the range of
ACT Government services available in  [$4 30% 21%
my suburb = =

m Strongly agree m Agree = Neither agree nor disagree = Disagree = Strongly disagree = Can't say

n=2149
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Not feeling informed often stems from lack of awareness
and engagement with information available

Q. Why do you say that you are not well Q. And in what ways can the ACT Government

informed?

Common themes include:

Not aware of services, what is available -
especially in my local suburb

Don’'t have time to look, engage with media,
social media, listen to radio etc

Tend to just skim read things - e.g. OurCanberra
Never hear anything, nothing is publicised
Hard to find / navigate information online

Would not know where to go to find out

—

help you to become better informed?

Ideas include:

Traditional approaches - e.g. letterbox drop,
newsletter, advertising, social media etc

Localised information in local area - e.g. at local
shops, schools etc

Directory / guide to services at suburb level
Better online functionality
Approachable shopfronts / Access Canberra

Need to be interested / open to information -
doesn’t really interest me

All respondents saying they are not well informed n=518
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Information sought on last occasion - common areas

COVID-19 -
. . Fix My Street
vacclination, type issues
testing,
travel advice

Bulky waste,
green bins, Health services
collection

Transport info, Planning,
MyWay development

n=2149
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Most common pathways for seeking information from the

ACT Government are online

Q. Again, thinking about the last time you were looking for information from the ACT Government,
what was the MAIN channel or source you used to find it?

ACT Government websites [ 5%

Google search

Visited Access Canberra

Phoned Access Canberra

Social Media

Our Canberra newsletter

Contacted a Directorate

Contacted the Minister’s Office

Email alerts delivered to your inbox

YourSay website

Articles or stories about in the Canberra Times
Face to face contact at public meetings or events
Other

Have not sought information

I 23%
N 11%
N 7%

M 3%

B 2%

P 1%

P 1%

P 1%

0%

0%

0%
o 2%
B 2%

n=2149
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More than eight in ten were able to find the information
they were looking for

Q. And were you able to find what you were looking for?

m Yes — | found most of the
information | was looking for

m Yes - | found some of the
information | was looking for

®m No - | did not find the information
I was looking for

m Don't know / Can't say

15 All who sought information n=2120



Channel preferences for local
information
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ACT Government sources are a prominent channel for
keeping informed about local issues

Q. Which of the following channels do you use most to keep informed about important issues which
affect the area in which you live? (Select up to 5)

ACT Government website(s)
OurCanberra newsletter
Other social media

ACT Government social media
Print / online news

Asking people / word of mouth
ACT Government emails
Radio

Television

Noticeboards / road signage
My workplace

Community councils
Podcasts

Other

n=2149
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ABC tend to feature as the most common traditional media
source for local information

Q. Please select the sources you use the most to keep informed about important issues which affect
the area in which you live (choose up to 3)

=)

[ 67%
[ 58%
] 38%
B 22%

—
0=
ABC _ 79% ABC Canberra 666 - 54% ABC Online News
. The Canberra Times
WIN - 349% Mix 106.3FM - 32%

The RiotACT Online
Hit104.7FM - 25%
SBS - 23% The Guardian

ascrNsseam [ 219
Prime 7 . 20% 21% Canberra Weekly - 19%
ABC News Radio o
Free-to-air TV . 0 103.9FM . 17% HerCanberra . 10%
streaming services 16% . 0
Triple 31015FM [l] 10% News.comau [l] 9%

Southern Cross Nine I 10% 7
2CA 1053AM I 8% SMH I 8%

Pay television I 9 Canberra Noticeboard 4%
Y 4% 2CC 1206AM I 6% I

OnScene I 4%

Sky News I 3% Community radio I 4%
station 0 AFR I 3%
Other I 3% Other I 4% Other I 6%

18 All who use each source for local information: TV n=510; Radio n=540; Print / online n=761
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Most people listening to the radio for local information do so
on a regular basis

Q. In general, how often do you listen to the radio to keep
informed about important issues which affect your area?
Around one quarter of

Around once or twice a week . 21%
Canberrans listen to ‘
the radio for local info

Less often I 3%

illy

Only for specific events (e.g. 2%
emergency situations) °

Can'tsay | 1%

All who use radio for local information n=540
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Facebook is the dominant social source of local information,
with Instagram and Twitter also featuring frequently

Q. Please select the social media platform(s) you use the most to keep informed about important
issues which affect the area in which you live. (Select up to 3)

@ Instagram _ 36%
a Twitter _ 28%
u YouTube - 10%

Reddit [ 10%

m LinkedIn - 9%

L@ WhatsApp I 4%

TikTok | 2%

iy Snapchat I 1%

All who use social media for local information n=727
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Facebook dominance extends to use of ACT Government

social channels

Q. Please select the ACT Government social media source(s) you use the most to keep informed about
important issues which affect the area in which you live. (Select up to 3)

ACT Government Facebook
ACT Health Facebook

ESA Facebook

Transport Canberra Facebook
ACT Government Twitter

ACT Health Twitter

wearecbr on Instagram

ESA Twitter

ACT Government LinkedIn

Transport Canberra Twitter

17%

15%

13%

11%

6%

3%

23%

73%

54%

All who use ACT Government social media for local information n=688



Awareness of climate action
initiatives
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Six in ten Canberrans are aware of the waiving of fees for
electric vehicles and interest free loans for solar

Q. Before today, were you aware of any of the following ACT Government climate action initiatives?

Fees waived for electric vehicles 61%

Interest-free loans for households to install

(1)
solar panels 58%

Interest-free loans for households to install
battery storage

41%

Interest-free loans for households to

(1)
purchase zero-emission vehicles 38%

Interest-free loans for households to 29%
purchase efficient electric appliances °
Canberra Big battery _ 28%

None 18%

Can't say 1%

n=2149
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