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1. Executive Summary 
 

The Community and Client Services team had a productive year, delivering strong results and positive 
outcomes for the community of Mackay.  Some of the highlights included: 

• Providing a collective total funding of $795,154.76 across 206 different applications from community 
groups, organisations and local artists to support their work in our region. 

• Delivering events that recognise and celebrate important contributions across all sectors of our 
community, including NAIDOC week, Seniors Week, Rural Safety, Queensland Women’s Week, Sport 
and Recreation events, and the anniversary of federal government recognition for Australian South Sea 
Islanders. 

• Mackay residents made over 289,000 visits to our library branches, borrowing more than 1,356,370 
items during the year.   Our library membership base grew by 12%, with 41,097 library members at the 
end of June 2020, representing over 34% of the Mackay community. 

• Over 19,800 people visited our Artspace Mackay gallery during the year, with 14,962 participating in 
the various public programs offered. 

• Overall attendance at the Mackay Entertainment and Convention Centre was 112,502 for the year, with 
an annual satisfaction rating of 95 per cent.   

• The 2019 Festival of Arts program was tremendously successful with 57,434 people attending the 
Festival and Fringe events, representing the biggest overall Festival attendance to date. 

• The Corporate Communication and Marketing team created the Stay Home, Stay Connected 
campaign, which later evolved into Stay Safe, Stay Connected, ensuring connection and engagement 
with our community was retained during the COVID-19 facility closures. Staff worked across 
departments and facilities to create content that residents could enjoy in their own home. 

• More than 100 nominations were received in eight categories for our 2020 Australia Day Awards. All 
nominees and winners were recognised at a gala awards dinner, attended by more than 440 people, at 
the MECC on Australia Day Eve. 

• In order to maintain a coordinated and sustained response to the challenges presented by COVID-19 
in our region, the Emergency Management team lead the functional roles of coordination, planning, 
intelligence, public information and management support services while the Local Disaster 
Coordination Centre was at Stand Up for a period of 7 weeks. 

• Five key LDMG Sub Plans were updated in light of new best practices, state policy and learnings from 
recent and current disasters.   

• During the year, the Health and Regulatory Services team received 9,034 requests for service, with 80% 
completed within nominated timeframes. 

• 97% of food businesses are rated 3 star or higher, through Eat Safe Mackay, a food safety rating 
system that was introduced in early 2019.  This result has been achieved with the dedicated support 
provided by our Environmental Health Officers. 

 

 
 
Angela Hays 
Director Community & Client Services 
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2. Community Lifestyle 
 

2.1 Community Programs  

The program engaged with the not for profit sector and community members to deliver a range of services, 
events and activities targeting all segments of Mackay’s diverse community.  

 

 

 

 

 

 

 

 

 

 

 

 

Events included: 

• NAIDOC Week: The Community Programs team 
provided support for and participated in several events 
during NAIDOC week including the Northern Beaches 
Police Flag Raising Ceremony, Library Services Hungry 
Caterpillar in language readings, Street Parade and 
hosted an information stall in conjunction with Libraries 
at the NAIDOC Family Day event.   
 

• Seniors Week: 170 seniors attended a Seniors Lunch 
organised by the Sarina Neighbourhood Centre team, receiving vital information on medication 
management and personal safety. 
 

 
 
 

Support area 2018/19 Result 

Community contacts 5588 contacts with community via group and individual meetings and 
phone support 

Emergency Relief  106 emergency relief packages provided to families in need through 
Sarina Neighbourhood Centre 

JP service 369 occasions of JP service provided to community members through 
Sarina Neighbourhood Centre and Jubilee Community Centre 

InKind Assistance 
Requests  112 applications supported to the value of $44,755.65 

Community Grants 61 applications supported to the value of $557,399.11 

Regional Arts 
Development Fund  33 applications supported to the value of $193,000.00 

Visitors to Museums 2,599 visitors across Museums located in Sarina, Pioneer Valley, 
Mackay and Greenmount Homestead.  
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• The Seniors Expo held at the Mackay Showgrounds attracted 2000 community members who 
accessed information provided by 84 exhibitors.  
 

   
 

• 25 years of Federal Government recognition of Australian South Sea Islanders was celebrated with a 
Luncheon held on 25 August 2019. Community Elders were invited to cut the cake and several young 
people from the community were recognised for their contribution to the ongoing development of the 
Australian South Sea Islander Community. 
 

   
 

• The Community Programs team supported the Rural Safety Working Group to plan and deliver their 
annual Children’s Field Day at the Sarina Showgrounds on Tuesday, 17 September.  Over 660 
children in grades 4-5 attended the field day and participated in talks and demonstrations on rural 
safety. 

• Programs to activate the Mackay Sugar Bowl included a Learn to Skate program facilitated by the 
Australian Skateboarding Community Initiative. 203 young people participated in the program 
throughout the year.  

• The annual sports expo attracted 8,500 visitors to the MECC to engage with the 125 sport and 
recreation affiliated organisations that participated on the day.  
 

• Sarina Neighbourhood Centre celebrated Queensland Women's Week and International Women's 
Day by hosting a dinner to celebrate women in the community.  There were 19 women nominated for 
an award, with Lyn Hackett being the recipient of the Mary Malone Memorial Trophy for 2020. 
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• 21 citizens joined Mayor Greg Williamson, Councillors Karen May and Fran Mann in the biannual trip 
to our sister city Matsuura in December 2019. To recognise and celebrate the 30th anniversary of the 
relationship Matsuura City Council redeveloped their central park with an Australian theme. Included 
in the park is a children’s play centre inspired by a Mackay attraction, the platypus. 

In recognition of the 30th anniversary of the Mackay 
Matsuura Sister City relationship community artists 
facilitated the creation of a wall hanging showcasing 
natural features of the Mackay region. Approximately 
30 local arts / craft people contributed to the wall 
hanging.  

 
 

Other Highlights: 

• In partnership with The Neighbourhood Hub, World Day of Indigenous People (WDIP) was 
recognised. The 2019 theme for WDIP was “Year of Indigenous Languages” and highlighted the 
linguistic rights of the worlds Indigenous peoples. 

• The youth team facilitated young people’s participation in the Mission Australia Youth Survey. 224 
young people from the region completed the survey which helps peak bodies understand the issues 
and challenges facing young people across the country.   

• The Community Programs team, in partnership with the Emergency Management Team and RSDC, 
facilitated a Business Continuity Planning workshop to the Whitsunday Isaac Mackay Housing 
Homeless Action Network. 

• Sport and Recreation were successful in receiving a grant of $20,000.00 from the North Queensland 
Sports Foundation to run a community health and wellness program.   

• 13 students and 2 chaperones from Matsuura visited Mackay from 2 - 9 August.   
• The Better Than Ted program delivered 2 public speaking development workshops for young people 

during 2019. The sessions engaged young people in activities and challenges to increase their ability 
and confidence with public speaking.  30 young people participated in the workshops. 

• Learn to skate sessions occurred at the Sugar Bowl during the week with 157 participants taking part.  
• Migrant Voice, our Multicultural Newsletter moved on line and is now a Facebook group. The move 

allows timely sharing of information and promotion of events activities and opportunities of interest to 
multicultural groups. 

• 15 community exhibitions were held in the Foyer Space of the Jubilee Community Centre.  
• Sarina Neighbourhood Centre partnered with Sarina Combined Churches for Sarina Christmas 

Celebrations and the lighting of the Sarina Community Christmas Tree. Approximately 250 people 
attended the celebrations. 

• Community Programs team worked with Community Engagement to establish a Stay Safe Stay Home 
program utilising the Connecting Mackay portal. The program provided a platform to continue to 
engage with and support community during the Covid -19 restrictions.   

• Sport and Recreation facilitated the move to online fitness opportunities as face to face Tai Chi and 
Zumba programs were suspended. 

• The Sport and Recreation team took the opportunity during Covid-19 to invite clubs to nominate 
volunteers within their organisation, who were then profiled on the Sport and Recreation Facebook 
page. The initiative attracted an online reach of 2,400.  

• Survey, conducted in June 2020, of stakeholders who interact with the Community Programs team 
indicated that 88% of respondents were satisfied or very satisfied with their interaction.  A further 11% 
indicated they were neither satisfied nor dissatisfied. 87% of those surveyed said they would be likely 
or very likely to recommend the team to others.    
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2.2 Library Services 

Libraries continued to perform strongly during 2019-20 despite the service closure for almost 3 months. 
Mackay residents made over 289,000 visits to our branches, borrowing more than 1,356,370 items during the 
year.  This figure was boosted by a 177% increase in digital loans during the COVID-19 closures, with many 
customers adapting to the new services offered remotely. 

Our membership base grew by 12%, with 41,097 library members at the end of June 2020, representing over 
34% of the Mackay community.  The Library website was visited over 285,000 times. 
 
Program and Event Highlights 
 
All library programs and events continued to see increased participation throughout the year, with almost 
42,500 attendees at programs and events between June 2019 and March 2020.  Some highlights included: 
 
• Educators Connecting with the Library: Sessions attended by educators across the region explored the 

resources and collection items available to maximise learning outcomes and support their curriculum 
planning and program content. 

• Library After Dark: Friday night sessions for teens were offered throughout the year, including activities 
such as a DJ workshop, live music, gaming, pizza, and general chill time.  Sessions were very well 
attended. 

• Sensory programs: Libraries continue to develop and provide a range of sensory programs and 
experiences to the community, including Quiet Hour each Tuesday afternoon, Backstage Pass providing 
after hours library access for families, and All Abilities programming.   

• A Click and Collect service was established during the COVID-19 closure.  There were more than 1908 
hits on the Library Click & Collect webpage during May/June and more than ,5146 reserves made 
available for collection. 

• Virtual Programs: Our staff demonstrated their resilience and innovation by adapting programs into 
virtual mode to ensure connection and engagement with community was retained during COVID-19 
closure. Virtual programs reached 177,467 viewers with 25% month-on-month increases during the 
closure period. 
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• Picnic in the Park 2019: Over 350 parents, grandparents, carers, and children attended our Picnic in the 

Park with activities provided by 13 stall holders.  The Mobile Library was also in attendance and had visits 
from about 180 people.   

  
 
Gordon White Library branch and garden refurbishment 
• Gordon White Library reopened on Wednesday 17th June, with a brand-new look fitting for a 20-year 

birthday celebration. This included new carpet, full repaint, new bay panels, shelving, booth seating, with 
a relocated public computer space and refreshed collection layout throughout the branch.  Customers are 
loving the new modern contemporary look and feel. 

 

     
    
The Parks Team have done an amazing job on revitalising the external gardens at Gordon White Library.  
The grounds are looking superb and the Parks team will continue to ensure this space is well maintained. 

 
Mackay Libraries App 
• Mackay Regional Council Libraries delivered the first Library app in Australia with a direct link to the 

Aurora Library Management system in January 2020.  The App provides access to the library in our 
customers pocket, with more than 1,080 downloads, and 11,550 launches each month. 
 

RFID Equipment upgrade 
• With previous equipment reaching end of life, Libraries now have all self-service RFID (radio frequency 

identification device) equipment upgraded at Gordon White, Mirani, Sarina, Walkerston and Mobile 
Libraries during May 2020.   This provides customers with a full non-contact experience to self-check in 
and check-out their loans. 

 
Home Library Service 
• The Home Library service delivered more than 1,500 resources to 121 residents that were unable to visit 

the library and do not have a support network available to assist them.  This service was also extended 
for vulnerable and elderly residents in the community during the COVID-19 closure period. 

 
Customer Satisfaction 
• The annual Library customer satisfaction survey, completed during the year, shows that 92.4% of the 

1,539 customers who responded, rate the library service as ‘good’ or ‘very good’.  
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2.3 Artspace 

Council’s regional art gallery, Artspace Mackay, had a full year of exhibitions, programs and events.  Over 
19,800 people visited the gallery during the year, and 14,962 participated in the public programs offered. 
 
Exhibition Highlights 

• Violent Salt: an Artspace Mackay national touring exhibition which explores issues surrounding racism 
and discrimination against First Nations peoples and minority groups as well as the lack of respect for, 
and desecration of culture and the natural environment.  

• Reasonable & Necessary: prints and artists’ books by Artel artists: This inspiring touring exhibition 
showcased the work of 33 Artel Artists, most of whom possess complex and profound disabilities. 

• Sacred Ink: Connecting to community.  An Artspace Mackay photographic exhibition delivered in 
partnership with the Mackay and District Australian South Sea Islander Association (MADASSIA), which 
explored how the art of tattooing connects to family, heritage, and identity. 

 
• Disquiet: Ecological Anxieties and Transformations. Cairns-based artists Barbara Dover and Robyn 

Glade-Wright’s touring exhibition examines the anxieties surrounding human generated pressures on the 
marine environment. The issue of the threatened ocean ecology is conveyed and highlighted through the 
artworks, which are made from discarded plastic and other debris that have been carried in from the sea 
and washed ashore along the Queensland coast.  

• Art of Collection: Ros Jones. Described by Jones as “the fabric of her life”, this exhibition included a 
selection of paintings, works on paper and ceramics from local artist and collector Ros Jones’ personal art 
collection.  

• 2020 Libris Awards: The Australian Artists’ Book Awards.  Held every two years, the Libris Awards 
play a significant role in showcasing the very latest and best in contemporary artists’ book practice in 
Australia. Artists from across Australia vie for $10,000 prize money across three categories, proudly 
sponsored by the Dalrymple Bay Coal Terminal and the Artspace Mackay Foundation. 
 

 
 

 

 

Overall winner, Category 1 Dalrymple Bay Coal Terminal 
National Artists’ Book Award: 
Inferno by Dianne Fogwell. 
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Public Programs Highlights 

• Drawing with Language. A collaboration with the Mackay Indigenous Language Advisory Group to 
develop art activities inspired by local Yuwibara language. The hugely successful art activities included 
texture rubbings of Australian animals, an opportunity to make artist’s books about family, and a big graffiti 
wall activity, all fun and creative ways of learning Yuwibara language and pronunciation with English 
translations.  
 

   
 

• Rock, Paper, Scissors Art and Design Market. The market took place on Sunday 16 September in the 
Civic Precinct grounds with approx. 4,000 people attending. A highlight of the event was the feature of six 
young and emerging musicians, who each performed 30-minute sets as part of the event. 

• Unmarked Graves Project: free guided walking tour with Starrett Vea Vea. This free guided tour took 
place on Friday 1 November and covered the landmark Unmarked Graves Project, which saw 114 
unmarked South Sea Islander graves in the Mackay Cemetery respectfully honoured with panels and 
plaques to recognise the names of individuals and the dates of their passing.  
 

• My backyard and beyond. An all-ages community art project developed to respond to the COVID-19 
gallery closure. Residents, artists and students were invited to create works on paper to the theme ‘My 
backyard & beyond’, with all submitted works creating a large, inclusive display in the Foyer Gallery. Over 
100 artworks were submitted, and social media posts collectively reached 21,979 people. The initiative 
ran from 12 May to 12 June 2020. 

        
• 3D virtual tours: Michelle Vine: Contested biography and 2020 Libris Awards. In response to the 

COVID-19 gallery closure, Artspace staff developed two 3D virtual tours of exhibitions on display during 
the closure period, to provide an alternative, ‘at home’ experience of the exhibition program. To date, the 
3D virtual tours have attracted over 1,000 views.  

• Online BMA Kidspace. Throughout the COVID-19 closure period and ongoing social distancing 
restrictions, Artspace has continued to partner with BMA to deliver a series of online activities facilitated 
by local artists and musicians and designed especially for pre-school aged children and their families.  

 



 

 

 
Page 11 

 
  

                                                                                                                        Community and Client Services Annual Review July 2019-June 2020
   

3. Mackay Entertainment & Convention Centre 
and Events  

3.1 MECC and Events Program Overview 

The Mackay Entertainment and Convention Centre (MECC) performed well over the past 12 months 
delivering a wide-ranging program to the Mackay community in both our entrepreneurial program and 
commercial hires. The MECC sold tickets to 2696 patrons over 49 performances external to the Mackay 
region footprint adding great value to the local economy. Overall attendance was 112 502 for the 2019-2020 
financial year, with an annual satisfaction rating of 95 per cent. During the year, there were:  

• 169 performances 
• 178 events 
• 166 catering engagement (excluding performances)  
• 11 youth workshops  
• 24 engagement activities 

 

    
 
Box Office 

• 20 shows were cancelled due to COVID 19  
• 8 shows were postponed due to COVID 19  
• 3,745 tickets have been refunded due to show cancellations & postponements 
• Ticketing System Upgrade:  The Box Office team has successfully upgraded from SABO to 

TicketSearch. One of the many enhanced features of the updated ticketing system includes a social 
distancing algorithm that is automatically applied to all ticket sales.   

3.2 Convention Centre and Business Events 

• The Business Events team delivered 14 Conferences / Expos hosting 2,709 delegates 
• 4 Conferences were cancelled due to COVID 19 
• 4 Conferences have been postponed due to COVID 19 

3.3 Engagement Program 
Funding of $22, 000 contributed via BHP, The Friends of the MECC and Glencore Hail Creek Mine assisted 
1,454 students with the financial costs associated when visiting the MECC. This includes transport costs and, 
in some cases, ticketing costs. As ‘flow on’ from engagement activity, and targeted relationship marketing with 
educators, the venue attracted a further 1,291 students over 5 shows. The ticket revenue from these 
‘Pathways to Performance’ funded students and the additional flow on students contributed $42,906 to the 
venue. 

In March 2020, the MECC Engagement Program teamed with CQRASN (Central Qld Regional Arts Services 
Network) to deliver outstanding outcomes for Indigenous Communities in Mackay and Proserpine, through the 
BlakDance Performing Country Residency Program. Over the week, 102 Indigenous and Non-Indigenous 
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students enjoyed exploring their cultures, and learning how to use cultural stories, practices, and traditions to 
inspire contemporary dance over 5 individual workshops. This was done with respectful collaboration with 
Traditional Custodians of Mackay, the Yuwibara and Yuibera people.  

3.4 Festivals and Events 
 

• Mackay Festival of Arts 
The Mackay Festival of Arts was delivered to the region for its 33rd year in 2019. The MECC & Events 
Team were proud to present another vast program of indoor and outdoor, free and ticketed events across 
the full spectrum of arts genres. The 2019 program was tremendously successful with a staggering final 
attendance of 57,434 attending Festival and Fringe events, the biggest overall Festival attendance to date. 

FAST FACTS: 
• Total attendance – 57, 434 
• Total events – 21 
• Visitors from outside region – 1,024 
• Total performers – 523 (474 Locals, 49 Interstate, 1 International) 
• Maintained a 90%+ satisfaction rating from stakeholder feedback 

The Festival’s signature, free community events - G&S Engineering Wine & Food Day and DBCT 
Illuminate - again individually had record-breaking attendances in 2019. With a move to 5 nights for DBCT 
Illuminate, a total of 20,261 attended, an increase of over 3,700 visitors compared to 2018 attendance. 

As in previous years, the Festival endeavours to Buy Mackay, engaging primarily local businesses and 
contractors to deliver the 10 days of events.  This year saw 55 local businesses involved, along with 29 
food vendors and 24 market stall holders as well as several other community stakeholders. 

 

   
  

    
 
• Global Grooves 2019 

Global Grooves 2019 event showcased 14 multicultural community groups in a range of capacities 
including food and market stalls, performing traditional dance and music.  The food vendors and market 
stalls were kept busy all night with their offerings of delicious traditional foods.   
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The incredible line-up of local cultural dance groups and performers was very popular, with traditional 
dances and some very intricate and beautiful costumes. Headline act, The Salaka Ensemble, hailing from 
Ghana via Sydney, were hugely popular and had every child and most of the adults up and dancing and 
joining in. 

FAST FACTS: 
• Total Attendance – 2,000 
• High level of satisfaction from community group stakeholders 
• 14 local cultural groups and over 65 local performers 

    

    
  
• BB Print NYE River Party 2019 

BB Print NYE River Party at Bluewater Quay was a hugely successful event, with between 6,500 – 7,000 
people attending, bringing the City Centre riverfront precinct to life.  

Bluewater Quay was filled with masses of families and thousands of children – enjoying the free jumping 
castles and face painting. The entertainment provided on the stage worked well, kicking it off with a 
character show from Pinkfong and Baby Shark, proving hugely popular and a big hit with the kids. Local 
performances from JONTE and 2tone assured the crowd was heavily entertained through the breaks from 
the Baby Shark performances. 

The crowd descended on the Forgan Smith Bridge and the entire riverfront precinct for the 9pm fireworks.  

FAST FACTS: 
• Total Attendance – 7000 
• Entertainment and vendors were well received by the community with survey results indicating a high 

level of satisfaction from both market and food vendor sites. 
 

    

  



 

 

 
Page 14 

 
  

                                                                                                                        Community and Client Services Annual Review July 2019-June 2020
   

4. Corporate Communications & Marketing 
 
COVID-19 impact: The worldwide pandemic had a major impact on council’s marketing and events in 
the second half of 2019-2020. Council had to adapt and evolve to continue delivering services to the 
community within COVID-19 guidelines.  

One of the best examples of how council’s communication adapted during the pandemic was the Stay Home, 
Stay Connected campaign, which later evolved into Stay Safe, Stay Connected. Council worked across 
departments and facilities to create content that residents could enjoy in their own home. The program 
covered everything from popular library sessions, to Artspace artist talks and virtual exhibitions, gardening tips 
from council’s nursery team and assorted expert content to support residents’ mental and physical health.  

 

 

 

 

 

 

• Anzac Day 

COVID-19 also meant our 2020 Mackay Anzac Day parade and service, like most throughout Australia, 
could not proceed. Corporate Communications and Marketing produced a video for a virtual service 
which premiered on Facebook and YouTube at 9.30am on Anzac Day, the time the service would 
normally be held in Jubilee Park. The video featured an address from Mayor Greg Williamson and local 
icon Keith Payne VC AM, a short prayer, the Australian and New Zealand national anthem performed by 
Navy cadet Nathan Gooch, The Last Post, one minute of silence, The Ode and the Reveille. 

• Council meetings moved 

Social distancing requirements also forced council meetings to be relocated from the Council Chambers 
to a larger space in the MECC. The meetings had to be closed to the public and media due to social 
distancing requirements. Corporate Communications and Marketing helped organise and promote 
livestreaming of the meetings to ensure continued transparency of our decision-making process.  
 

• COVID survey checks ‘pulse’ 
A COVID-19 Community Pulse Survey was conducted by IRIS Research on behalf of Mackay Regional 
Council towards the end of 2019-2020. The survey was organised and promoted by Corporate 
Communications and Marketing. It involved a random phone poll of 500 residents, as well as an online 
option via council’s website.  

It showed about one-third of Mackay region residents reported their employment negatively impacted by 
the COVID-19 pandemic. This included reduced hours, being stood down or difficulty finding work. And 
20 per cent of residents had needed to access financial support, such as accessing superannuation, 
financing, or sale of assets, or seeking rent reductions. The biggest negative impacts had been on 
residents’ mental and emotional health and social wellbeing. 
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Events and campaigns 

• Australia Day Awards:  

More than 100 nominations were received in eight categories for our 2020 Australia Day Awards. All 
nominees and winners were recognised at a gala awards dinner, attended by more than 440, at the 
MECC on Australia Day Eve (Saturday, January 25). 

Major winners included: Citizen of the Year, Charles Symons; Young Citizen of the Year, Olivia 
Swindells; and Lori Burgess Community Volunteer Award winner, Kathryn Andrews. The team also 
helped promote 11 council-funded community events planned throughout the region for Australia Day. 
Wet weather meant many of these events had to be cancelled or postponed, but many of the groups 
used the funding for events and activities at later dates. 

  

• Sports Expo and Sign-on Day: 
Promotion of this event helped deliver 
the biggest and best expo in the event’s 
10-year history. With Optus onboard as 
the major sponsor for the first time, the 
event was expanded to also include the 
MECC’s North Foyer and adjacent 
outdoor area. Corporate 
Communications and Marketing 
organised advertising and promotion and 
was also a part of the organising 
committee. Staff helped with running of 
the event on the day, including 
photography. 

• Mackay Through the Lens:  

This successful photo competition was 
staged by council to help instil pride and 
encourage residents to explore the 
region. A record of more than 2000 
entries were received via the council 
website and the quality was exceptional. 
The People’s Choice category was also 
highly successful, with more than 12,000 
likes/votes on council’s Facebook 
people’s choice photo album. The 
competition ran for the month of October 
2019. The major prize was a $2000 
Garrick’s Camera House voucher and 
there was a $1000 voucher for the 
people’s choice winner. 

 



 

 

 
Page 16 

 
  

                                                                                                                        Community and Client Services Annual Review July 2019-June 2020
   

Other key initiatives in 2019-2020 

• Mayor’s Christmas video – Scripting, filming, and editing was all completed inhouse, with the finished 
product published on social media on December 5. 

• Council welcomed 360 new Australian citizens at four ceremonies before COVID-19 restrictions 
temporarily halted ceremonies. This was up from 235 in the previous financial year. 

• Organised the official opening of the new Water Laboratory. Also coordinated media coverage when 
water from the Marian Treatment Plant was named the second-best tap water in the world at an event 
in the United States. 

• Production of the 2018-19 annual report  

Social media-website 

There was strong growth in council’s social media platforms in 2019-2020.  Facebook grew by 8.7 per cent to 
28,406 followers, Twitter grew by 3.7 per cent, Linkedin numbers grew by 36 per cent and there was a 
massive growth of 48 per cent in followers on Instagram.  

Focusing on creating on high- quality videos in the last 12 months and advertising on YouTube, we reached 
50,746 views, which was an increase of 94.6 per cent in the last financial year.   

Website visitation has dropped minimally by two per cent, with 641,983 visitors in 2019-20. This result reflects 
effects of the global pandemic with closures of our facilities and cancellation of events around our region but 
can also be attributed to the growth in social media platforms as an information source for clients. 

Trend of annual visits to MRC website (mackay.qld.gov.au) 
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5. Emergency Management 

Program Overview 
Its been a productive year for the Emergency Management Program with a diverse range of activities being 
undertaken from community preparredness, emergency planning sessions, business continuity planning 
workshops through to sustaining the Local Disaster Coordination Centre for the LDMG’s response to COVID-
19 as well as maintaining business as usual activities such as LDMG Sub Plan reviews and implementation. 

• Community Emergency Planning Workshops 

Community Emergency Planning Workshops were held across the region to build our communities 
resilience to disaster events. These workshops created two way discussions and increased residents 
knowledge of emergency warnings, emergency plans and evacuations as well as managing stress in an 
emergency.  Presenters included the Emergency Management Team, Queensland Police Service, 
Queensland Fire & Emergency Services and Queensland Health to ensure a range of expertise was 
available for our community members.  

The first workshop was held for the Sarina and Campwin Beach area, a community which was impacted 
by TC Debbie in 2017, the CQ Bushfires in 2018 and now COVID-19 in 2020
 

 
 

• Business Continuity Planning Workshop 
The Emergency Management Team delivered a workshop on emergency and business continuity 
planning to community organisations to enhance their disaster resilience. The workshop was part of a 
project facilitated by the Regional Social Development Coalition and Community Services Industry 
Alliance to bring together local organisations to work together to reduce their risks and vulnerabilities to 
disaster events.  

The project participants were homelessness, housing, and domestic violence service providers, identified 
because they serve highly vulnerable populations.  

The workshop utilised disaster scenarios to help participants identify how they could collaborate to plan 
for the potential loss their organisation’s infrastructure, staff, or connectivity in an event, so they could 
continue to support their clients and tenants.   

• COVID-19 Response 

 The program was heavily involved in the LDMG’s response to COVID-19 in the Local Disaster 
Coordination Centre. 

 The disaster declaration for the pandemic presented some unique challenges and circumstances not 
seen in Mackay previously and meant  traditional operating models, locations, activities and staff 
requirements had to be redisigned to cater for the change in circumstances. 
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In order to maintain a coordinated and sustained response, the EM staff lead the functional roles of 
coordination, planning, intelligence, public information and management support services while the LDCC was 
at Stand Up for a period of 7 weeks. 

    
Learings from previous disaster such as TC Debbie and 2018 CQ Bushfires were incorporated into the 
business as usual activities for the LDCC. 
 

• LDMG Sub Plan Reviews 

The historical Sub Plans were quite focused on natural disasters and more recently bushfires.  COVID-19 
highlighted the importance of expanding this focus, and having up to date Sub Plans and business 
continuity plans for the LDMG and MRC core functions. 

The team has been busy reviewing and updating all of the LDMG Sub Plans to in light of new best 
practices, state policy and learnings from recent and current disasters. 

 The LDMG has recently adopted the: 

• 2019 Evacuation Sub Plan – To support the development of evacuation strategies, identifying local 
hazards and exposed populations, mapping, community education programs and coordination of 
evacuations 

• 2020 Pandemic Sub Plan – to provide clarity around roles, responsibilities, communications and 
triggers and actions, 

• 2020 Resupply Sub Plan – provide clarity around resupply types, roles, responsibilities and 
coordination for any resupply operations that occur 

• 2020 Local Recovery Sub Plan – to ensure recovery activities are coordinated, recovery planning 
methodology, recovery principles, roles and responsibilities. 

• 2020 Public Information and Warnings Sub Plan – agency roles and responsibilities, public 
information and warning coordination, emegrency alert procedures to ensure accurate and timely 
information is released 

• Guardian IMS Implementation 

The previous operating system for disaster management,Guardian Control, was recently phased out by the 
vendor and replaced with the new and improved Guardian IMS. The new cloud based system greatly 
enhances the LDCC’s situational awareness and ability to task and monitor the response activities during 
disasters.  

The design and functionality was developed and implemented by the EM team over a series of months, 
tested for integration at the district and state levels, and was used as the primary operating system for 
Public Information,Intelligence, planning and Operations functions during the LDMG’s response to COVID-
19. 

IMS is designed to be a common operating picture for disaster events and is available to all LDMG 
members and MRC staff 
 
 
 



 

 

 
Page 19 

 
  

                                                                                                                        Community and Client Services Annual Review July 2019-June 2020
   

• 2018 Bushfire Recovery 

Work continued to support community-led recovery from the bushfires, and provide opportunities to 
build capacity and capabilities within communities to reduce risks to future bushfire events. Many of 
these communities are transitioning from recovery to maintaining their resilience to disasters. Some of 
the major pieces of work included:  

• Providing free First Aid Training to twenty residents of Bloomsbury.   

• Delivering the Community Emergency Planning Workshop for Sarina Beach and Campwin Beach 
residents.  

• Supporting community groups and Rural Fire Service brigade volunteers to access charitable 
funding from GIVIT to purchase items such as firefighting equipment.  

• Collaborating with Queensland Health’s Disaster Mental Health Recovery Team to produce 
resources for their range of disaster preparedness programs for school children. 

• Partnering with the Regional Arts Development Fund to provide grants to artists living in affected 
communities to lead community arts projects. The projects included: 

o A mural commemorating the 2018 Bushfires and honouring the rural fire volunteers who 
fought the fires in Finch Hatton. Led by a local artist, this community art project involved 
residents, children from Finch Hatton State School and the RFS brigade members. 

o The Eungella Creative Recovery Project included a community art day and the creation of a 
short film and publication to document locals’ stories of survival and recovery. 

• State Emergency Service 

The SES has performed well over the last 12 months and has seen a good return of previous members 
along with a steady increase in new membership. 

A review was recently conducted into the continuation of funding the position of SES Local Controller 
and was decided that given the commitment from Council and importance on the role that the position 
remain with MRC. A recuitment campaign for a new substantive Local Controller was recently 
undertaken and was well received with some highly capable applicants. 

The Strategic Directions Group continued to meet until the events of COVID-19 limited this ability.   
4 of the 5 strategic outcomes are closed and work is continuing on the final item. 

• Upcoming Initiatives 

• Additional 5 River and Rain monitoring stations 
• 5 Flood monitoring cameras 
• Total Flood Warning System (in partnership with Strategic Planning) 
• Person Centred Emergency Planning for vulnerable people and groups 
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6. Health and Regulatory Services  
 

Customer Requests 

• Throughout 2019/2020, 9,034 requests for service were received with 80% completed within nominated 
timeframes.   
 

Education and Training Sessions 

• Food safety training sessions are conducted for non-profit organisations and for food handlers at festivals 
and events.  4 food training sessions where conducted with 65 people trained. 

• School education includes responsible pet ownership and dengue fever awareness. 5 school sessions 
with 125 students in attendance were carried out during the year. 

• No sessions have been held in 2020 due to COVID-19 restrictions. 

 
Vector Control 

• The Vector Control team inspected 2,037 sites during the year.  Of these sites, 1,058 were treated, 
representing an area of 4,773 hectares. 

 
Responsible Pet Ownership / Registration Day 

• The Responsible Pet Ownership Open Day was held on Saturday, 27 July 2019. Discounted registrations 
and micro chipping were available as well as a variety of pet related stalls.   

• $11,703.70 was accepted on the day for registration & micro chipping, which included: 213 dog 
registrations, 39 cat registrations and 18 standard microchips. 

 
Pest Management 

• Baiting Programs for wild dogs and pigs – 675 hours spent on organising and delivering programs on 
132 properties. 

• Surveying and spraying biosecurity risk weeds – 2,302 hours. 
 
Proactive Patrols 

• The Local Laws team conducted 213 patrols throughout the year. 
 

Infringement Activity 

• Regulated Parking Infringements issued for the year – 3,531 
• Development Compliance Infringements – 4 
• Environmental Infringements – 8 
• Local Laws Infringements – 431 

 
 

PayStay 

• 2019/2020 financial year is now the third year for our PayStay parking system. February through to June 
was affected by COVID-19. Free parking was offered in the paid off-streetcar parking areas from April to 
June 2020 inclusive. 

• PayStay generated a total of $168,074 for the off-streetcar parking areas including the use of the two 
machines in the Cinema and City Centre Carparks. This was $54,838 less than the previous financial 
year.  
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Eat Safe Mackay 

• Mackay Regional Council introduced Eat Safe Mackay, a food safety rating system, in early 2019. 
• The star rating system is designed to provide assistance and incentives to food businesses to comply 

with food safety laws and to achieve the highest standards in food safety.  A food business can receive 
either no star, two, three, four or five stars.  Businesses that demonstrate high levels of food safety 
standards will receive three, or more stars and can choose to display their food safety star rating onsite 
and online.  

• The display of Eat Safe Mackay star ratings is voluntary for food businesses.  At the end of 2019/20, 30% 
of businesses agreed to display their star ratings. 97% of food businesses are 3 star or higher. 

• Benefits of Eat Safe Mackay include recognition and rewards for food businesses that comply with food 
safety laws and employ good food safety practices within their businesses; and increase the community's 
confidence in the Mackay region’s food industry by increasing food safety awareness and assist in 
making informed food and dining choices.  For further information on Eat Safe Mackay and to view the 
listing of premises visit http://www.mackay.qld.gov.au/residents/local_laws/eat_safe_mackay. 
Council strongly encourages the community to look for the stars when deciding where to eat.  
 

Basic summary of star rating meanings 

 

5 Star 

Excellent performer – Excellent record keeping, procedures, cleanliness 
and sustainable food safety practices. 

 

4 Star 

Very good performer – Very good cleanliness, food safety practices and 
some records and procedures. 

 

3 Star 

Good performer – Good level of compliance and overall acceptable 
standard. Clean and meeting legislation. 

 

2 Star 

Poor performer – Low level of compliance, more effort required. I.e. Very 
unclean premises, poor hygiene practices. 

 

Non-compliant performer – A general failure to comply, with major effort 
required to rectify issues. Critical non-compliances. I.e. Very unclean 
premises, poor hygiene practices, incorrect temperatures and presence of 
pests and vermin. 

 
 

 

 

http://www.mackay.qld.gov.au/residents/local_laws/eat_safe_mackay
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