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Visitor and Education Services Directorate (continued)

The ‘Perth Zoo: Past, Present, Future’ exhibition,
which celebrated the Zoo’s 110th anniversary, was
on display at Heritage House from 19 September
— 19 October 2008. This collaborative project
between Perth Zoo and the City of South Perth
was visited by about 650 people. A heritage trail
was also developed for the anniversary which
features interpretive signage at key cultural and
social heritage points within the Zoo including the
mineral baths, bird feed shed, bear caves and
carousel. The Docents conducted a guided walk of
the trail during the October school holidays and the
Z00'’s anniversary weekend of 18 and 19 October.

Perth Zoo’s website continued to be a well-used
portal for accessing the Zoo’s online resources
and received 293,418 visits in 2008-09.

Visitor Services
Major initiatives in 2008-09 included:

e planning of a new ecologically friendly toilet at
the south-west corner of the Zoo. The resulting
facility will be a showcase in sustainable
design and will also provide Zoo visitors with a
state-of-the-art fully accessible parenting facility.

e an upgrade of the Zoo’s public lockers
providing more reliable, secure and
professional-looking locker facilities

e the addition of 10 new picnic tables to the
Main Lawn to meet visitor demand

* replacement of viewing glass panels and
anti-graffiti films on animal exhibits to provide
better viewing experiences

e upgrades to drink and snacks vending
machines.

Visitor Feedback and Complaint Handling
Procedure

Customer feedback is an essential tool for the
development and maintenance of services
and an indicator of the quality of the Perth Zoo
experience.

The Zoo encourages feedback from customers
in person, by telephone, in writing, via email,
through its website and via customer comment
cards available on-site. Key service personnel
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(staff and volunteers) who interact with visitors
also capture informal and anecdotal feedback.

Where a complaint cannot be resolved in-
person, the Zoo will coordinate the investigation,
response and resolution of complaints through
its established Complaints Management
procedures.

All staff and volunteers are requested to
personally action or refer an in-person complaint
for resolution and record these on a verbal
complaint form. Complaints received in writing or
via email and through customer comment cards
positioned around the Zoo are directed through
the complaints coordinator for investigation and
resolution. All complaints are reported to the
Chief Executive Officer and a summary provided
with other Zoo feedback to the Board. Feedback
provided by comment card (including complaints
and suggestions for improvement) are provided
electronically to all staff for their reference.

In 2008-09, 257 complaints were received
including concerns with the number of exhibits
under works and concerns about Zoo prices.
Actions resulting from customer feedback included:

e the inclusion of a parenting facility in the
planned new toilet. A small customer focus
group was convened to ascertain what
parents of small children looked for in a
parenting facility.
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e maintenance of prices for visitor services
such as the wagon/stroller hire, zebra car hire
and carousel rides

e continuation of discounts such as ‘Adults at
Kids’ Prices’ on Wednesdays and free entries
for mums and dads on Mother’s Day and
Father’s Day respectively

e review of scheduled capital and maintenance
program to improve coordination of works at
the Zoo

e better interpretation and signage of works
being carried out at the Zoo

e review and improvements to the playground

e introduction of impromptu animal encounter
sessions with dingo, elephant, penguin and
reptile handlers

* improvements in visitor refund procedures for
vending machine malfunctions.

Horticulture

The horticultural team is responsible for the
maintenance and development of the Zoo’s
expansive and valuable botanical collection
and also plays a role in exhibit design, habitat
simulation and the provision of animal fodder.

The Zoo’s exaotic plant collection — one of the
oldest and most extensive in Western Australia

— continued to expand with the addition of

the unusual Chocolate Pudding Tree and the
Ice-cream Bean Tree to the South American
collection in the Lesser Primates area. The Zoo’s
Bamboo collection increased from 23 to 37
species with new species mostly from Asia and
some Australian and South American natives.

Several new horticultural exhibits were
established during the year including:

® a colourful, grass-featured garden on the
northern boundary of the Zoo designed to
complement the large Canary Island Palms in
this area

e a New Guinea rainforest-themed area for the
tree kangaroo exhibit

e an Asian jungle inside the otter exhibit and
surrounding the bull elephant exhibit

e anorthern Australian riverine habitat for the
new crocodile development

e apalm and small cycad garden adjacent to
the Zoo’s function centre.

Recent management improvement at the
plantation at Byford has allowed the Zoo to be
self-sufficient in the supply of high quality, year-
round Koala fodder. Annual coppicing of old trees
to stimulate new growth and increase production
were carried out. Over 1,000 seedlings were
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planted at the property to replace old
non-productive trees. In addition 2,000
Eucalyptus seedlings were planted at ALCOA's
Wellard property as a back-up supply.

Facilities and Environmental Services

The section delivered reactive, preventative
maintenance and minor upgrades of facilities and
associated plant and equipment which included:

® repairs to paving areas at a number of
exhibits

e further surveying and mapping of the Zoo’s
below-ground facilities

e installation of sediment traps and soak-wells
for backwashing of the Main Lake

e replacement of the thatched roof at the
giraffe/zebra viewing bay

e repainting of all toilet facilities
e a building condition assessment of the Zoo.

For details of the Zoo’s $2.4 million capital
works program in 2008-09 see the Disclosures
and Legal Compliance Chapter (Other Financial
Disclosures, Capital Works section).
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Environmental Management

The Zoo continued to improve its performance in
the areas of waste recycling, water and energy
conservation.

In 2008-09, the Zoo recycled 4,280 kg of office
paper, 11,300 kg of cardboard, 14,430 kg of
scrap metal, 2 tonnes of general plastics, 480
kg of aluminium cans, 12.5 mé polystyrene
containers, plastic and drink containers, lead
acid batteries and photocopier toner cartridges.
All animal waste and the majority of green
waste were recycled as compost and mulch for
landscape maintenance and fodder production
within the Zoo and City of South Perth.

A Water Efficiency Management Plan was
developed to assess current water usage from
all sources, identify inefficiencies and control
measures and establish an action plan to
implement water conservation actions. The Zoo
has replaced all taps in public toilet facilities with
a Wels 5-star rating.

Total energy consumption for the period was
reduced by 0.6% compared to the previous
year. Overall electricity consumption increased
by 0.2% primarily due to the installation of the
air/heating unit in the orangutan night quarters,
increased operating time of the aeration
system at the main lake and continued usage
of air conditioning equipment due to extended
periods of warm weather. The overall continued
effort in reducing the operating times of major
equipment contributed to maintaining energy
usage levels across the Zoo. Natural gas
consumption decreased by 0.9% due primarily
to the upgrade of a new gas heating system in
the Zoo’s Function Centre, replacement of gas
heating within the orangutan night quarters and
continued improvements in the operation of the
gas lighting system for functions and events.
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