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Introduction, Objectives and Method

Introduction

The Far North District Council has an ongoing need to measure how satisfied residents are with resources, facilities and services provided
by the Council, and to prioritise improvement opportunities that will be valued by the community. Key Research has developed a
comprehensive mechanism for providing this service.

Research Objectives

. To provide a robust measure of satisfaction with the Council’s performance in relation to services and Council assets
. To determine performance drivers and assist Council to identify the best opportunities to further improve satisfaction
. Measure how Council’s reputation is evaluated by its residents

. To assess changes in satisfaction over time and measure progress against the Long Term Plan

Method

= The methodology involved a telephone survey measuring the performance of the Far North District Council

= The questionnaire was designed in consultation with staff of the Far North District Council and is structured to provide a
comprehensive set of measures relating to core activities, services and infrastructure, and to provide a wider perspective of
performance. This includes assessment of reputation, the willingness of residents to become involved with Council’s decision
making

. Data collection was conducted between 22 May to 22 June 2018 with n=500 interviews collected via CATI

. Data collection was managed to defined quota targets based on age, gender, ward and ethnicity. Post data collection the sample
was weighted so it is exactly representative of key population demographics based on the 2013 Census

= At an aggregate level the survey has an expected 95% confidence interval (margin of error) of +4.3%

= There are instances where the sum of the whole number score varies by one point relative to the aggregate score due to rounding
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The questionnaire, rating scale, and categorisation for reporting satisfaction scores has been
refined and is somewhat similar to what was used in previous years

Residents were asked to rate their satisfaction with various services, infrastructure and facilities provided by Council, using
a 10 point scale where 1 is very dissatisfied and 10 is very satisfied.

Results throughout this report are presented as the percentage of respondents that provided a score of 7 to 10 being
satisfied and very satisfied.

Scores can be categorised as follows:

Gy | som
Very satisfied 9-10

7-8

Neutral 5-6
Dissatisfied 3-4
Very dissatisfied 1-2

When making direct comparisons to previous survey results, slight variations could potentially be attributed to differences
in questionnaire layout and question wording, methodology, scale, and score calculations.

With the survey design and reporting of results, every effort has been made to minimise any potential for variation.
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(% satisfied — scoring 7 to 10)

2017:24%
(% satisfied — scoring 4 to 5)

Top 5 Best Performing Areas
(% satisfied — scoring 7 to 10)

89% 9 9 9
86% 86% 85% 80%
Lo
Library Pools Cemeteries Recycle Waste water
(combined stations
average)

Key Opportunities for Improvement

Q @

Quality of services

[ axn

Financial management

Vision and leadership

Fair and reasonable rates
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Executive summary

Most residents of the Far North District Council are satisfied with many Council services. However, only 38%
of residents are satisfied with the Council’s overall performance, compared to 24% of residents in 2017

The Far North District Council does not have a particularly strong reputation with the majority of residents
(63%) classified as ‘Sceptics’, having negative perceptions of the work that Council delivers to the
community; they have little trust and doubt Council’s vision and leadership

There is potential to improve reputation by demonstrating greater transparency with financial management
and by further improving resident perceptions with regard to the vision and leadership of Council

Encouragingly the 18-39 year old age group are likely to rate Council’s reputation highly and are more likely
to be classified as ‘Champions’ who view the Council as competent and have a more positive emotional
connection, this being a notoriously hard group to engage

Satisfaction is rated highest in relation to public facilities by those who use these services and facilities, and
include the libraries, various pools, cemeteries and recycle stations. Residents are less satisfied with aspects
of roading infrastructure, stormwater management and property rates

While not specifically identified as high priorities, there is some evidence to suggest that residents would
value improvements to the time taken to resolve a request or complaint made to Council and the Council’s
unsealed road network
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Comparison to previous year’s results
(refer to page 4 for important considerations when making comparisons)
2017 2018

(%satisfied/ | (%satisfied/ Change 2017 to 2018
Service/Facility/Activity very satisfied) | very satisfied)

Local roads 21 43 +22 _
Local footpaths 34 38 +4 '
Stormwater drainage 28 41 +13 -
Water supply 69 69 +0 [
Waste water 70 80 +10 .
Refuse transfer stations 78 80 +2 I
Community recycling stations 90 85 -5 .
Cemeteries 77 86 +9 .
Kaikohe Pool 80 92 +12 F
Kaitaia Pool 67 75 +8 .
Kawakawa Pool 57 88 +31 _
Kerikeri Pool 69 88 +19 .
Public library 90 89 1 i
Public toilets 56 63 +7 .
Parks and reserves 56 59 +3 I
Access to the coast 56 59 +3 '

Car park facilities 44 48 +4 '
Service received when contacting Council (2018: by Council frontline staff) 64 68 +4 '
Awareness of the community board in your area 83 85 +2 I
Informed about Council's District Plan (land use) 20 23 +3 I
Aware of changes to the District Plan 21 29 +8 .
Informed about what Council is doing (all residents) 17 26 +9 .
Informed about what Council is doing (Maori respondents) 17 24 +7 .
Overall performance of Couneil | 24 | 38 | +u .
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Close to two in five residents (38%) are satisfied (% scoring 7 to 10) with the Far North District
Council’s overall performance

Overall
. Satisfaction by ward (% 7-10)
Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) m Satisfied (7-8) m Very satisfied (9-10) %Satisfied % Dissatisfied Te Hiku I::::: Kaikohe -
(7-10) (1-4) ! Whangaroa Hokianga
Overall satisfaction with Council's :
0, o) 0, 0, 0, 1 0, o) )
performance B 18% 35% 38% 27% : 36%  36%  42%
______________________________________________________________________________________________________________ b .
Service and facilities 8% 19% 39% 35% 27% ! 31%  40%  29%
Reputation 11% 20% 37% 33% 30% E 30% 31% 41%
Value formoney | 20% @ 22% 27% 31% 42% 5 30%  34%  28%

NOTES:
. Total sample: n=500; Excludes ‘don’t know’

REP5. So considering, leadership, trust, financial management and quality of services provided, how would you rate Council for its overall reputation?

REP4. And thinking about all the services, facilities and infrastructure Council provides, how would you rate them for the quality of what they provide the district?

VM2. Thinking about everything Council has done over the last 12 months and what you have experienced of its services and facilities, how satisfied are you that your rates provide value for money?

OP1. Everything considered that we’ve gone through; reputation, services and facilities, and value for money, how satisfied are you with the OVERALL performance of the Far North District Council?

AN
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The four elements of image and reputation have similar satisfaction distributions, the highest
satisfaction being for quality of service, particularly by Bay of Islands-Whangaroa residents

Image and reputation

Satisfaction by ward (% 7-10)

B: f .
Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) B Satisfied (7-8) B Very satisfied (9-10) %Satisfied % Dissatisfied Te Hiku Sy Kaikohe -
(7-10) (1-4) Whangaroa Hokianga

Overall: Reputation 11% 20% 37% 33% 30% 30% 31% 41%
N S - I D

Trust | 16% 25% 31% 29% 41% é 25% 34% 24%

Vision and Leadership 12% 22% 40% 25% 34% é 30% 25% 19%

Financial management | 16% 26% 34% 24% 42% 20% 25% 26%

NOTES:

1. Total sample: n=500; Excludes ‘don’t know’

2. REP1. Being committed to creating a great district, how it promotes economic development, being in touch with the community and setting clear direction... overall how would you rate Council for its vision and
leadership?

3. REP2. Next I'd like you to think about how open and transparent Council is, how Council can be relied on to act honestly and fairly, and their ability to work in the best interests of the district? Overall how would
you rate Council in terms of the faith and trust you have in them?

4. REP3. Now thinking about Council’s financial management - how appropriately it invests in the district, how wisely it spends and avoids waste, and its transparency around spending. How would you rate Council
overall for its financial management?

5. REP4. And thinking about all the services, facilities and infrastructure Council provides, how would you rate them for the quality of what they provide the district?

6. REP5. So considering, leadership, trust, financial management and quality of services provided, how would you rate Council for its overall reputation? Page 10
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Roads and footpaths has the lowest level of satisfaction out of all services and facilities, with
three in ten (31%) residents being dissatisfied (% scoring 1 to 4)

Services and facilities

Satisfaction by ward (% 7-10)

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) m Satisfied (7-8) m Very satisfied (9-10) %Satisfied % Dissatisfied Te Hiku I::::: Kaikohe -
(7-10) (1-4) 1 Whan Hokianga
| garoa

Overall: Services and facilities 8% 19% 39% 35% 27% 31% 40% 29%

Refuse and recycling § 9% 15% 45% 25% 70% 15% E 80% 65% 66%

Facilities &  26% 52% 14% 66% 8% . 64%  71%  57%

Parks, reserves and open spaces £11% 32% 42% 12% 54% 13% i 51% 55% 57%

Contact with Council 28% 9% 17% 21% 24% 46% 37% E 40% 45% 59%

Three waters 10% 12% 34% 33% 10% 44% 23% i 40% 41% 54%

Roads and footpaths 11% 20% 36% 26% 3 32% 31% i 28% 38% 27%

NOTES:

1. Total sample: n=500; Excludes ‘don’t know”"

2. RF2. Overall, how satisfied are you with the roads, footpaths and walkways around the district?

3.  TW6. And overall, when you think about the supply of water, the management and disposal of stormwater and disposal of waste water, how would you rate your satisfaction with Council overall for its
management of water in the district?

4. WRS5. How would you rate your satisfaction with the Council overall for its refuse and recycling disposal services?

5. CF4. When you consider all the public facilities that are provided by Council including how well they are maintained, the opening hours and where applicable, the cost to use these, how would you rate your
overall satisfaction with the public facilities that are provided?

6. PR2. And overall, how satisfied are you with Council parks, coastal access and car parks

7. RS4G. How would you rate Council overall for how well they handled your request or complaint?

8 REP4. And thinking about all the services, facilities and infrastructure Council provides, how would you rate them for the quality of what they provide the district? Page 11
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Although overall residents are dissatisfied with rates and value, three quarters are satisfied with

payment arrangements being fair and with invoicing being clear and correct

Value for money

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) M Satisfied (7-8) M Very satisfied (9-10)

Overall: Value for money 20% 22% 27%

% Satisfied
(7-10)

% Dissatisfied

(1-4)

Satisfaction by ward (% 7-10)

Te Hiku

Bay of
Islands -
Whangaroa

34%

Kaikohe -
Hokianga

28%

Payment arrangements are fair &
reasonable

3%
4%

Invoicing is clear & correct 17%

Fees and charges for other council
provided services and facilities being 12% 10%  26% 34% 16%
fair and reasonable

Rates for council provided water supply | 14% 13% 28% 34% 11%

Annual property rates are fair &
reasonable

5%

23% 17% 35% 20%

NOTES:
1. Total sample: n=500; Excludes ‘don’t know"

75%

51%

45%

25%

2. VML. Using a scale of 1-10 where 1 is strongly disagree and 10 is strongly agree, how much do you agree with the following statements?
3. VM2. Thinking about everything Council has done over the last 12 months and what you have experienced of its services and facilities, how satisfied are you that your rates provide value for money?

8%

23%

27%

40%

73%

45%

49%

22%

81%

47%

50%

29%

65%

38%

54%

23%

Page 12



§ ‘ A ‘ b » ]
- J ’ & L w NS - . :
; ) ’ . ; A : ! AN R\ r_ ;
2 ! . I . BN \
e € i LN e = O AISN NS (7
4 - / - S A b4 LY ‘ y TR0 S AU
BV 4 : ; 5 ' A -
¢ . " R v | J 2 b

Drivers of Overall Satisfaction

r@ Far North @

B\ District Council KEYRESEARCH



lr@ Far North Report | June 2018 CCD

District Council KEYRESEARCH

A framework has been used to determine how the various reputation, service and value
elements impact residents overall evaluation of Council

Overview

Top level attribute to measure Rationale

How competent the Council is perceived to be and
the extent that residents have developed an affinity
with Council form the major components of its
reputation

Overall Perceptions are also influenced by how well residents
‘ Overall services and facilities believe its council is delivering core services such as
pEnfnEinEs roads, waste services and other city infrastructure

Residents develop perceptions of value based on
Value for money what they receive by way of services and what they
pay for these via their rates and user based fees

Reputation

Page 14
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Overview of the driver analysis model

Multiple regression

*  Overall satisfaction scores have been analysed using multiple regression analysis. This is a statistical technique used to
analyse the relationship between a single dependent variable, ‘overall satisfaction’ with several independent variables

*  The objective of the analysis is to use the independent variables to predict the overall satisfaction score thereby
understanding the relative influence that each of these independent variables has on explaining satisfaction. Each
independent variable is weighted by the regression analysis with these weights denoting the contribution (or impact) of
each of the independent variables

Impact

*  Factors that have a high impact score and low performance represent the best opportunities to add value since these have a
high influence on the ‘overall satisfaction” measure but as performance is low, it is having the effect of lowering the result

*  Elements with low impact and low performance are areas that need to be monitored but not necessarily addressed since
the lower scores are having only a minor negative impact

*  Elements with low impact and high performance represent opportunities to either promote performance or potentially to
reduce effort since these have little impact on ‘overall satisfaction’

*  Where both performance and impact are high, the strategy needs to be one of maintaining performance

Page 15
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We have used a Customer Value Management (CVM) model to analyse the relationship between
‘overall satisfaction’ and the various services that are expected to influence perceptions

Introduction to the CVM driver model

Overview of our driver model

= Residents are asked to rate
their perceptions of
Council’s performance on
the various elements that
impact overall satisfaction
with public services,
facilities and activities that
Council provides

=  Rather than asking
respondents what is
important, we use statistics
to derive the impact each
element has on the overall
perception of the Council’s
performance

Level of impact H
Measures the impact that each :
driver has on overall satisfaction. 1
The measure is derived through :
statistical modelling based on :—"’
regression (looking at the :
influence one or more 1
independent variables has on a :
dependant variable) 1

Overall performance

Performance

1

1

i

1 1=Dissatisfied/poor

: 10=Satisfied/excellent

: Results are reported as the

: percentage satisfied; % scoring
1 7-10 as satisfied

1

Services and facilities

Roads and footpaths

Three waters

Refuse and recycling

X%

Facilities

X%

X%
Parks, reserves and open spaces
0,
X% Contact with Council

Page 16
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The overall performance evaluation is influenced most heavily by reputation with satisfaction highest
for services and facilities

Overall performance

Impact | Performance
(%7-10)

Roads and footpaths

Level of impact i
Measures the impact that each driver
has on overall satisfaction. The
measure is derived through statistical
modelling based on regression (looking
at the influence one or more
independent variables has on a
dependant variable)

Reputation

Three waters

Refuse and recycling

Services and facilities

Facilities

18%

H Performance

: 1=Dissatisfied/poor 10=Satisfied/excellent
: Results are reported as the percentage very
: satisfied; % scoring 7-10 representing very
L satisfied

Parks, reserves and open spaces

S ——

Value for money

Contact with Council

I
I
I
I
I
I
I
I
I
I
I
I
I
I

—
I
I
I
I
I
I
I
I
I
I
I
I
I
I
1

NOTES:
1. Sample: n=500
Page 17
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NOTES:

AN

Perceptions of reputation has the largest influence on overall perceptions of Council’s

performance, and with performance being low, focus in this area should lift overall satisfaction

Driver analysis: Overall level drivers

Bay of
Te Hiku Islands -
Whangaroa

verall satisfaction with ncil'
Overall satisfaction with Council's - 38% 36% 36% 42%
performance

Reputation 57% - 33% 30% 31% 41%

Service and facilities 23% 35% 31% 40% 29%

Kaikohe -
Hokianga

Impact Performance
(% scoring 7-10)

Value for money 20% 31% 30% 34% 28%

Total sample: n=500; Excludes ‘don’t know’

REP5. So considering, leadership, trust, financial management and quality of services provided, how would you rate Council for its overall reputation?

REP4. And thinking about all the services, facilities and infrastructure Council provides, how would you rate them for the quality of what they provide the district?

VM2. Thinking about everything Council has done over the last 12 months and what you have experienced of its services and facilities, how satisfied are you that your rates provide value for money?
OP1. Everything considered that we’ve gone through; reputation, services and facilities, and value for money, how satisfied are you with the OVERALL performance of the Far North District Council?

Page 18
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The low score for financial management, particularly in Te Hiku Ward, is impacting the
reputation score of the council; focus in this area represents an opportunity for Council

Driver analysis: Reputation

Bay of .
Impact Performance Te Hik Isl yd Kaikohe -
% scoring 7-10) e niu >An%S T Hokianga
(% g Whangaroa

Overall: Reputation 57% 33% 30% 31% 41%
Financial management 35% - 24% 20% 25% 26%
Quality of services 28% 35% 31% 40% 29%
Vision and leadership 25% 25% 30% 25% 19%
Trust 12% 29% 25% 34% 24%

NOTES:
1. Total sample: n=500; Excludes ‘don’t know’

2. REP1. Being committed to creating a great district, how it promotes economic development, being in touch with the community and setting clear direction... overall how would you rate Council for its vision and

leadership?

3. REP2. Next I'd like you to think about how open and transparent Council is, how Council can be relied on to act honestly and fairly, and their ability to work in the best interests of the district? Overall how would

you rate Council in terms of the faith and trust you have in them?

4. REP3. Now thinking about Council’s financial management - how appropriately it invests in the district, how wisely it spends and avoids waste, and its transparency around spending. How would you rate Council

overall for its financial management?

5. REP4. And thinking about all the services, facilities and infrastructure Council provides, how would you rate them for the quality of what they provide the district?

6. REP5. So considering, leadership, trust, financial management and quality of services provided, how would you rate Council for its overall reputation?

Page 19
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Roads and footpaths have a particularly strong impact on overall performance; this area has the
lowest performance and presents an opportunity to raise the overall services and facilities score

Driver analysis: Services and Facilities

Impact Performance
o ; Bay of .
(% scoring 7-10) . Kaikohe -
Te Hiku Islands - Hokianea
Whangaroa &

Overall: Services and facilities 23% _ 35% 31% 40% 29%
Three waters  31% 44% 40% 41% 54%
Contact with Council 23% 46% 40% 45% 59%
Roads and footpaths 20% _ 32% 28% 38% 27%
Parks, reserves and open spaces 18% 54% 51% 55% 57%
Facilities 6% 66% 64% 71% 57%
Refuse and recycling 1% 70% 80% 65% 66%

NOTES:

1. Total sample: n=500; Excludes ‘don’t know”"

2. RF2. Overall, how satisfied are you with the roads, footpaths and walkways around the district?

3.  TW6. And overall, when you think about the supply of water, the management and disposal of stormwater and disposal of waste water, how would you rate your satisfaction with Council overall for its
management of water in the district?

4. WRS5. How would you rate your satisfaction with the Council overall for its refuse and recycling disposal services?

5. CF4. When you consider all the public facilities that are provided by Council including how well they are maintained, the opening hours and where applicable, the cost to use these, how would you rate your
overall satisfaction with the public facilities that are provided?

6. PR2. And overall, how satisfied are you with Council parks, coastal access and car parks

7. RS4G. How would you rate Council overall for how well they handled your request or complaint?

8 REP4. And thinking about all the services, facilities and infrastructure Council provides, how would you rate them for the quality of what they provide the district? Page 20
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Roads and footpaths in general offer an opportunity for improvement, in particular with the
sealed and unsealed roading network where satisfaction is low and impact is high

Driver analysis: Services and Facilities: Road and footpaths

Bay of
Impact Performance Te Hiku Islands - Kaikohe -
(% scoring 7-10) Whangaroa Hokianga
Roads and footpaths 20% - 32% 28% 38% 27%
How well Far North District Council-
27% 43% 40% 45% 43%
owned roads meet your needs ’ - ° ’ ’ 0
The sealed roading network 22% ‘- 33% 31% 36% 31%
How well Far North District Council-
14% 38% 31% 42% 39%
owned footpaths meet your needs ° - ° ° ° 0
How well footpaths are maintained 14% - 36% 27% 41% 38%
The unsealed roading network 14% ‘I 11% 12% 12% 8%
The availability of footpaths 9% - 38% 32% 42% 41%

NOTES:

1. Sample: n=500

2. RF1. Using the 1 to 10 scale, where 1 means ‘very dissatisfied’ and 10 means ‘very satisfied’, how would you rate your level of satisfaction with each of the following...
3. RF2. Overall, how satisfied are you with the roads, footpaths and walkways around the district?

Page 21
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Of the three waters, improvement in stormwater management presents the best opportunity to
increase overall perceptions of Council performance

Driver analysis: Services and Facilities: Three waters

Impact Performance Bay of .
0 ; . Kaikohe -
(% scoring 7-10) Te Hiku Islands - .
Hokianga
Whangaroa
Three waters 31% - 44% 40% 41% 54%
Stormwater 51% 37% 44% 40%
Sewerage 44% 80% 83% 74% 85%
Water 5% 69% 73% 65% 74%

NOTES:
Sample: n=500

nhwhe

management of water in the district

TW2B. Overall, how satisfied or dissatisfied are you with the water you receive from the Far North District Council? This is about the service not the cost.

TW4. On the scale of 1- 10, how satisfied or dissatisfied are you with the Far North District Council sewerage system? Please note, this is about the service not the cost.
TW5. How satisfied are you with the Far North District Council-owned urban (town) stormwater management system?
TW6. And overall, when you think about the supply of water, the management and disposal of stormwater and disposal of waste water, how would you rate your satisfaction with Council overall for its

Page 22
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The taste of water in the district has a high impact on overall water perceptions, and with a low
performance particularly in Bay of Islands — Whangaroa, is identified as an opportunity

Driver analysis: Services and Facilities: Three waters: Water

Bay of
Islands - Kaikohe -
Whangaroa Hokianga

Impact Performance
(% scoring 7-10) Te Hiku

The clarity of the water 38% - 68% 77% 61% 69%

The taste of the water 36% - 51% 61% 44% 53%
Continuity of supply 24% 86% 85% 87% 86%
Water pressure 1% 81% 87% 79% 81%

The odour of the water 0% 65% 66% 62% 70%

NOTES:

1. Sample: n=500

2. TW2. On the scale of 1- 10, how would you rate your satisfaction with...

3. TW2B. Overall, how satisfied or dissatisfied are you with the water you receive from the Far North District Council? This is about the service not the cost.
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Around four in five residents are satisfied with the refuse transfer stations and the community
recycling stations

Driver analysis: Services and Facilities: Refuse and Recycling

Bay of Kaikoh
Impact Performance Te Hiku Islands - al .o .l
o ; Hokianga
(% scoring 7-10) Whangaroa

Overall refuse and.recyclmg disposal 1% 0% 30% 65% 66%
services

Refuse transfer stations 97% 80% 80% 79% 80%

Community recycling stations 3% 85% 100% 79% 92%

NOTES:

1. Sample: n=500
WR2. Still using the 1-10 scale, how satisfied or dissatisfied are you with the rubbish and recycling services at the Council’s refuse transfer stations?

2.
3. WR4. Still using the 1-10 scale, how satisfied or dissatisfied are you with the Council’s community recycling stations?
4, WR5. How would you rate your satisfaction with the Council overall for its refuse and recycling disposal services?

Page 24
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Residents are very satisfied with Council’s performance in delivering public facilities, with the
only area where less than 75% were satisfied, relating to cleanliness of public toilets

Driver analysis: Services and Facilities: Facilities

Impact Performance
(% scoring 7-10) Bay of Kaikohe -
Te Hiku Islands - Hokianea
Whangaroa &

6% GG cc% 64% 71% 57%
Cleanliness of public toilets 51% 71% 66% 44%
Public Library 28% 89% 96% 88% 81%
Cemeteries 21% 86% 84% 92% 79%
Kaikohe Pool 0% 92% 0% 100% 100%
Kawakawa Pool 0% 88% 74% 89% 90%
Kerikeri Pool 0% 88% 0% 93% 73%
Kaitaia Pool 0% 75% 75% 0% 0%

NOTES:
1. Sample: n=500

2. CF2. On the scale of 1- 10, how would you rate your level of satisfaction with...
3. CF4. When you consider all the public facilities that are provided by Council including how well they are maintained, the opening hours and where applicable, the cost to use these, how would you rate your

overall satisfaction with the public facilities that are provided?
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Council provided car park facilities has relatively low performance with just less than half (48%)
of residents satisfied, while having a high impact as a driver of overall performance

Driver analysis: Services and Facilities: Parks, reserves and open spaces

Bay of
Impact Performance Te Hiku Islands - Kaikohe -
0, 1 .
(% scoring 7-10) Whangaroa Hokianga
Overall: Parks, coastal access and car . .
parks 18% 54% 51% 55% 57%
Council-provided car park facilities 42% 48% 43% 48% 55%
Council-provided access to the coast 37% 59% 60% 58% 60%
The range of parks and reserves the 1% 59% 53% 64% 57%

Council provides

NOTES:

1. Sample: n=500

2. PR1. Still using the 1 to 10 scale, where 1 means ‘very dissatisfied’ and 10 means ‘very satisfied’, how would you rate your satisfaction with the following...
3. PR2. And overall, how satisfied are you with Council parks, coastal access and car parks?
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Of the service drivers, contact with the Council has a high impact with having a favourable
outcome to a request or complaint having the most impact on performance in this area

Driver analysis: Services and Facilities: Contact with Council

Impact Performance

Bay of .
9 i - . Kaikohe -
(% scoring 7-10) Te Hiku Islands - .
Hokianga
Whangaroa
Contact with Council 23% - 46% 40% 45% 59%
The resolution or outcome achieved 36% 44% 44% 39% 59%
The service z;ﬂv;gre;?r:\g::fi after-hours 31% 64% 63% 68% —
How long it took to resolve the matter 29% - 39% 30% 39% 53%
The service provided by Council frontline
staff 1% 68% 74% 65% 68%
How easy it was to make your enquiry or
request 0% 79% 77% 80% 77%
The information provided being accurate 0% 56% 49% 60% 56%

NOTES:

1. Sample: n=500

2. RS4. Thinking back to your most recent request or complaint, how would you rate your satisfaction with each of the following?
3. RS4B. How would you rate Council overall for how well they handled your request or complaint?
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Improving perceptions of value for money represents an important opportunity and this is best
achieved by focusing on demonstrating that annual property rates are fair and reasonable

Driver analysis: Rates and value

Bay of
Impact Performance . Islands - Kaikohe -
. Te Hiku .

(% scoring 7-10) Whangaroa Hokianga
Overall: Value for money 20% - 31% 30% 34% 28%
Annual property rates are fair & reasonable 45% - 25% 229% 299% 23Y%

Fees and charges for other council provided 0 0

services and facilities being fair and reasonable 28% 45% 45% 47% 38%
Rates for council provided water supply 22% 51% 49% 50% 54%
Payment arrangements are fair & reasonable 5% 76% 75% 79% 72%
Invoicing is clear & correct 0% 75% 73% 81% 65%

NOTES:
1. Sample: n=500

2. VML. Using a scale of 1-10 where 1 is strongly disagree and 10 is strongly agree, how much do you agree with the following statements?

3. VM2. Thinking about everything Council has done over the last 12 months and what you have experienced of its services and facilities, how satisfied are you that your rates provide value for money?
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Improvement opportunities derived from the driver model analysis are plotted on a priority

matrix

Interpreting the priority matrix

There are opportunities to leverage
these aspects by promoting what
Council is doing well but not being
well recognised or valued, or
potentially performance could be
relaxed without harm

High
A

_

Performance

Low

Opportunities since
performance is high but
the benefit is not widely

appreciated

Low priorities but these
need to be monitored

— Impact

Strategy is to maintain \

the current status

Priority opportunities
since these attributes
strongly influence
perceptions but
performance is low

—— High

These attributes have the most
impact on the overall evaluation
and as performance is already
high the strategy is one of
maintaining performance

Any elements within this area
represent the best
opportunities to improve and
should be considered a priority.
These are improvements that
would be most valued by
residents
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Opportunities for improving perceptions exist around reputation (vision and leadership, quality
of services, and financial management) and demonstrating that rates are fair and reasonable

Overal

Performance (%7-10)

NOTES:

| performance: Improvement priorities

Promote unrecognised opportunities

High . Payment arrangements
Invoicing is are fair & reasonable
clear & correct
Refuse and recycling
Facilities
Parks, reserves and open spaces
. Rates for council provided water supply
Contact wjth Council
Fegs and charg‘(‘es- for ther cF)unC|I provided Three waters
services and facilities being fair and reasonable
Trust
Roads and footpaths Annual property rates
. are fair & reasonable
Low

Low priority - monitor

® Reputation

Services
® value Maintain
Quality of services
Vision and leadership Financial
management

Improvement opportunities

Low Impact

Sample: n=500

High
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Opportunities for improving reputation perceptions in isolation exist around vision and
leadership, and financial management

Reputation only: Improvement priorities
® Reputation

Promote unrecognised opportunities Maintain
High
Quality of services
o
=)
-
N
X
8 Trust
rus
c
© o
£
S
]
o
S
(]
Vision and leadership
Financial
management]
o
Low .. . cre
Low priority - monitor Improvement opportunities
Low Impact High

NOTES:
1. Sample: n=500 Page 31
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Opportunities for improving perceptions of services provided in isolation exist around roads and
footpaths, and three waters

Services only: Improvement priorities

Services
Promote unrecognised opportunities Maintain
High
Refuse and recycling
Facilities
=)
i
~ Parks, reserves and open spaces
&\""_
[}
o
g Contact with Council
£
S
]
T Three waters
[J]
a
Roads and footpaths
Low .. . cre
Low priority - monitor Improvement opportunities
Low Impact High

NOTES:
1. Sample: n=500 Page 32



ﬁ% Far North Report | June 2018 CCD

District Council KEYRESEARCH

Opportunities for improving perceptions of value in isolation exist around demonstrating that
rates, fees and charges are fair and reasonable

Value only: Improvement priorities

Promote unrecognised opportunities ® value Maintain
High . . Payment arrangements
are fair & reasonable
Invoicing is
clear & correct
)
N
N
X
8 . Rates for council provided water supply
c
©
£ o
T Fees and charges for other council provided
g_’ services and facilities being fair and reasonable
Annual property rates
are fair & reasonable
Low .. . .
Low priority - monitor Improvement opportunities
Low Impact High

NOTES:
1. Sample: n=500 Page 33
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Council has a poor reputation overall with residents aged 18 to 39 having a more positive view
of the reputation compared to other age brackets

Reputation benchmarks Key: .
>80 Excellent reputation
60-79 Acceptable reputation
<60 Poor reputation
150 Maximum score

All residents 18-39 40-59 60+ Te Hiku Bay of Kaikohe - | Non-Mm

aori Maori
Islands - Hokianga
n= 500 85 197 218 164 Whanga roa 101 300 200
NOTES: 235

1. Sample n=500
2. REP5. So considering, leadership, trust, financial management and quality of services provided, how would you rate Council for its overall reputation?
3. The benchmark is calculated by re-scaling the overall reputation measure to a new scale between -50 and +150 to improve granularity for the purpose of benchmarking Page 35
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Renters have a more positive view of the reputation of Council compared to ratepayers, and
residents living in urban areas rate reputation higher than those living in rural areas

Reputation benchmarks

Key:

>80 Excellent reputation
60-79 Acceptable reputation
<60 Poor reputation

150 Maximum score

All residents
n= 500

NOTES:
1. Sample n=500

Ratepayer

432

Renter

54

Urban Semi-urban Rural

166 132 202

2. REP5. So considering, leadership, trust, financial management and quality of services provided, how would you rate Council for its overall reputation?
3. The benchmark is calculated by re-scaling the overall reputation measure to a new scale between -50 and +150 to improve granularity for the purpose of benchmarking Page 36
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Far North District Council has a high proportion of ‘Sceptics’, with 63% of residents being less
emotionally connected and believing Council could be doing a better job

Reputation profile

Partiality
(emotional) * View Council as competent
* Have a positive emotional
connection

* Have a positive
emotional connection

* Believe performance
could be better

Admirers Champions
23%

Proficiency
(factual)

SCEptICS Pragmatists * Fact based, not influenced
by emotional considerations
63%

* Evaluate performance
favourably

* Rate trust and leadership
poorly

* Do not value or recognise
performance

¢ Have doubts and mistrust

NOTES:

1. Sample: n=500. Excludes ‘don’t know’ responses to any of the reputation questions

2. Segments have been determined using the results from a set of five overall level questions

3. REP1 leadership, REP2 trust, REP3 financial management, REP4 services quality, REP5 overall reputation Page 37
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There is a higher proportion of ‘Champions’ in the Bay of Islands-Whangaroa ward while those

in the Te Hiku ward are more likely to be ‘Sceptics’

Reputation profile: Wards

Bay of Islands -

Te Hik
& kS Whangaroa

n=126 n =186

b 4 b 4

CLCUTE OO champions Admirers  NGETITNTN

Sceptics Sceptics

69% Pragmatists 62% Pragmatists

NOTES:

1. Sample: n=500. Excludes ‘don’t know’ responses to any of the reputation questions

2. Segments have been determined using the results from a set of five overall level questions

3. REP1 leadership, REP2 trust, REP3 financial management, REP4 services quality, REP5 overall reputation

Kaikohe - Hokianga

Admirers

Champions
4% 20%

Sceptics
59% Pragmatists
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One third (33%) of residents aged between 18 and 39 are ‘Champions’, indicating an emotional
connection and evaluating the performance of Council more favourably than other age groups

Reputation profile: Age

n =160 n=163

b 4 b 4

Admirers Admirers
Champions Champions
1o 9% 24%

8% 8%

Admirers Champions
0% 33%

10%

Sceptics Sceptics Sceptics
57% Pragmatists 72% Pragmatists 59% Pragmatists

NOTES:

1. Sample: n=500. Excludes ‘don’t know’ responses to any of the reputation questions

2. Segments have been determined using the results from a set of five overall level questions

3. REP1 leadership, REP2 trust, REP3 financial management, REP4 services quality, REP5 overall reputation Page 39



Report | June 2018

r@ Far North

N District Council

Q

))

KEYRESEMARCH

Non-Maori residents are more likely to be ‘Pragmatists’ than Maori residents, evaluating
performance favourably, while trust and leadership is rated poorly

Reputation profile: Ethnicity

Non-Maori

n=241

b 4

Admirers Champions
5% 21%

Sceptics
62% Pragmatists

NOTES:

1. Sample: n=500. Excludes ‘don’t know’ responses to any of the reputation questions

2. Segments have been determined using the results from a set of five overall level questions

3. REP1 leadership, REP2 trust, REP3 financial management, REP4 services quality, REP5 overall reputation

n=152

b 4

Admi
rirers Champions
4% 26%

Sceptics
66% Pragmatists

Page 40
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Renters are more likely to be ‘Champions’ compared to ratepayer residents, evaluating
performance favourably, having trust and rating leadership well

Reputation profile: Ratepayer vs Renter

Ratepayer

n=432

b 4

Admirers Champions
5% 20%

Admirers Champions
47%

.
Sceptics Sceptics
66% Pragmatists 46% Pragmatists

NOTES:

1. Sample: n=500. Excludes ‘don’t know’ responses to any of the reputation questions

2. Segments have been determined using the results from a set of five overall level questions

3. REP1 leadership, REP2 trust, REP3 financial management, REP4 services quality, REP5 overall reputation Page 41
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One quarter (26%) of urban residents are ‘Champions’, indicating an emotional connection and
evaluating the performance of Council more favourably than rural residents

Reputation profile: Urban vs Rural

Semi-urban

n =166 n=132 n=202

b 4 b 4 b 4

. . Admirers
Admirers Champions Admirers Champions
24%

26%
(73

Champions
8% 20%

. 11%
Sceptics Sceptics Sceptics
60% Pragmatists 68% Pragmatists 64% Pragmatists

NOTES:

1. Sample: n=500. Excludes ‘don’t know’ responses to any of the reputation questions

2. Segments have been determined using the results from a set of five overall level questions

3. REP1 leadership, REP2 trust, REP3 financial management, REP4 services quality, REP5 overall reputation Page 42
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Residents are least satisfied with Council’s unsealed roading network, especially in the Kaikohe —
Hokianga Ward (8% satisfied)

Services and Facilities: Roads and footpaths

Very dissatisfied (1-2) Dissatisfied (3-4)

Roads and footpaths

How well Far North District Council-
owned roads meet your needs

The availability of footpaths

How well Far North District Council-
owned footpaths meet your needs

How well footpaths are maintained

The sealed roading network

The unsealed roading network

NOTES:
1. Sample: n=500

2. RF1. Using the 1 to 10 scale, where 1 means ‘very dissatisfied’ and 10 means ‘very satisfied’, how would you rate your level of satisfaction with each of the following...

Neutral (5-6)

11%

13%

20%

18%

25% 16%

24%  12%

24% 16%

14%

19%

35%

M Satisfied (7-8)

36%

27%

20%

26%

24%

33%

26%

M Very satisfied (9-10)

26% S
33%  10%
28%  11%
28% 8%
27%
29%

3. RF2. Overall, how satisfied are you with the roads, footpaths and walkways around the district?

% Satisfied
(7-10)

36%

33%

11%

% Dissatisfied
(1-4)

40%

33%

60%

S

Satisfaction by ward (% 7-10)

Te Hiku

Bay of
Islands -
Whangaroa

38%

Kaikohe -
Hokianga

27%

27%

31%

12%

41%

36%

12%

38%

31%

8%
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Residents who make use of Council’s water and sewerage services appear largely satisfied

Services and Facilities: Three waters

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6)

Three waters 10% 12% 34%

M Satisfied (7-8)

M Very satisfied (9-10)

% Satisfied
(7-10)

% Dissatisfied
(1-4)

Satisfaction by ward (% 7-10)

Sewerage & o 10%
Water S8 19%
Stormwater  15% 15%

30%

31%

10%

NOTES:

1. Sample: n=500

2.

3.

4.  TWS5. How satisfied are you with the Far North District Council-owned urban (town) stormwater management system?
5.

management of water in the district

69%

41%

11%

30%

TW2B. Overall, how satisfied or dissatisfied are you with the water you receive from the Far North District Council? This is about the service not the cost.
TW4. On the scale of 1- 10, how satisfied or dissatisfied are you with the Far North District Council sewerage system? Please note, this is about the service not the cost.

Bay of .
Te Hiku IsI:::; - Ka"'(‘.°he :
Whangaroa Holdanga
40% 41% 54%
83% 74% 85%
73% 65% 74%
37% 44% 40%

TW6. And overall, when you think about the supply of water, the management and disposal of stormwater and disposal of waste water, how would you rate your satisfaction with Council overall for its
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Residents who receive their water from Council are mostly satisfied with the continuity of the
supply, but just half are satisfied with the taste

Services and Facilities: Water

Satisfaction by ward (% 7-10)

Bay of
Te Hiku Islands -

1

1

:

1

| Kaikohe -
| Whangaroa
1

1

1

1

1

1

1

1

Hokianga

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) W Satisfied (7-8) W Very satisfied (9-10) % Satisfied % Dissatisfied
(7-10) (1-4)

Water 69% 11% 73% 65% 74%
- — - -~ W
Water pressure 81% 8% 87% 79% 81%
The clarity of the water § 8% 18% 35% 68% 15% ; 77% 61% 69%
The odour of the water & 8% 65% 14% ; 66%  62%  70%
The taste of the water | 14% 15% 19% 51% 30% ; 61% 44% 53%

NOTES:

1. Sample: n=500

2. TW2. On the scale of 1- 10, how would you rate your satisfaction with...

3. TW2B. Overall, how satisfied or dissatisfied are you with the water you receive from the Far North District Council? This is about the service not the cost.
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Seven out of ten residents are satisfied with overall refuse and recycling disposal services

provided by Council with satisfaction levels being highest in the Te Hiku Ward

Services and Facilities: Refuse and Recycling

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) W Satisfied (7-8) W Very satisfied (9-10) % Satisfied % Dissatisfied

(7-10) (1-4)

Overall refuse and recycling disposal

Satisfaction by ward (% 7-10)

Te Hiku

80%

100%

Bay of
Islands -
Whangaroa

65%

79%

Kaikohe -
Hokianga

66%

92%

. 70% 15%

services
Community recycling stations &ﬁll% 85% 4%
Refuse transfer stations S &5 11% 80% 9%

NOTES:

1. Sample: n=500

2. WR2. Still using the 1-10 scale, how satisfied or dissatisfied are you with the rubbish and recycling services at the Council’s refuse transfer stations?
3. WR4. Still using the 1-10 scale, how satisfied or dissatisfied are you with the Council’s community recycling stations?

4, WR5. How would you rate your satisfaction with the Council overall for its refuse and recycling disposal services?

80%

79%

80%
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Two thirds of residents are satisfied with the overall facilities provided by Council

Services and Facilities: Facilities

Satisfaction by ward (% 7-10)

Bay of

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) W Satisfied (7-8) W Very satisfied (9-10) % Satisfied % Dissatisfied i Te Hiku 1slands - Kaikohe -
(7-10) (1-4) 1 Wh Hokianga
| angaroa

Facilities 55 26% 52% 14% 66% 8% L 6% 71%  57%

Kaikohe Pool 535 44% 47% 92% 5% i 0%  100%  100%

Public Library éﬁS% 32% 57% 89% 3% i 96% 88% 81%

Kawakawa Pool  12% 54% 34% 88% 0% i 74%  89%  90%

Kerikeri Pool & 9% 46% 41% 88% 3% 0% 93%  73%

jes B |
Cemeteries S%E 58% e 86% 8% L 8A%  92%  79%
Kaitaia Pool &3 15% 56% 19% 75% 9% : 75% 0% 0%
Cleanliness of public toilets &5 & 21% 40% 23% 63% 16% i 71% 66% 44%

NOTES:

1. Sample: n=500

2. CF2. On the scale of 1- 10, how would you rate your level of satisfaction with...

3. CF4. When you consider all the public facilities that are provided by Council including how well they are maintained, the opening hours and where applicable, the cost to use these, how would you rate your
overall satisfaction with the public facilities that are provided?
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Three in five residents expressed satisfaction with the range of parks and reserves the Council
provides, as well as for Council-provided access to the coast

Services and Facilities: Parks, reserves and open spaces

Satisfaction by ward (% 7-10)

Bay of
Te Hiku Islands -

1

1

:

1

| Kaikohe -
| Whangaroa
1

1

1

1

1

1

1

1

Hokianga

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) W Satisfied (7-8) W Very satisfied (9-10) % Satisfied % Dissatisfied
(7-10) (1-4)

Overall: Parks, coastal access and car

parks J11%  32% 54% 13% 51%  55%  57%

The range of parks and reserves the £11% 289% % 13% 0 o 0
Council provides R11% 6 59% 3% 53%  64%  57%
Council-provided access to the coast & 11%  24% 59% 17% 60% 58% 60%

Council-provided car park facilities 8% 15% 30% 38% 48% 22% i 43%  48%  55%

NOTES:

1. Sample: n=500

2. PR1. Still using the 1 to 10 scale, where 1 means ‘very dissatisfied’ and 10 means ‘very satisfied’, how would you rate your satisfaction with the following...
3. PR2. And overall, how satisfied are you with Council parks, coastal access and car parks?
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More than half of residents (53%) have their own water supply system, with less than half (43%)
having a Far North District Council supply connection

Water supply connection

By ward
Bay of .
Te Hiku Islands - ﬁ:ll((i‘;:ea-
Whangaroa 8

A Far North District Council supply _ 43% 39% 42% 49%
Your own water supply system (e.g. roof or bore) _ 53% 57% 54% 46%

A combination of town and your own supply I 2% 1% 2% 4%

Other / private supplier I 2% 3% 2% 0%

Don'tknow | <1% 0% 0% 1%

NOTES:

1. Sample: n=500
2. TWL1. Which of the following best describes your water supply connection?
Page 51
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More than half of residents (54%) have their own septic tank system for wastewater, with two in

five (41%) being connected to a Far North District Council sewerage system

Wastewater property connected to

Te Hiku

A Far North District Council sewerage system _ 41% 46%

Other / private supplier I 2% 1%

Don’t know I 3% 2%

NOTES:

1. Sample: n=500
2. TW3. Which of the following best describes the wastewater system that your property is connected to?

By ward

Bay of
Islands -
Whangaroa

36%

61%

3%

0%

Kaikohe -
Hokianga

46%

45%

0%

9%
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The refuse transfer stations most used by residents in the past 12 months have been Kaikohe
and Kaitaia

Refuse transfer station used in past 12 months

NOTES:

1. Sample: n=500
2. WR1. Which Far North District Council refuse transfer station have you used in the last 12 months? A refuse transfer station is a place where you can dispose of rubbish, and a wide range of recyclables.

Kaikohe
Kaitaia
Whitehills
Whangae
Taipa
Opononi
Ahipara
Whatuwhiwhi
Awanui
Russell
Houhora
Kohukohu

Te Kao
Herekino
Panguru
None of these

Don’t know

I 17%
I 17%
I 12%
I 7%

I 5%
I 3%
Il 3%
M 2%
M 2%
M 2%
B 1%

B 1%

B 1%

i 1%
0%

. 28%
I 6%

Te Hiku

0%
49%
1%
0%
12%
1%
9%
4%
4%
0%
3%
0%
2%
2%
0%
20%
3%

By ward

Bay of
Islands -
Whangaroa

7%
2%
24%
14%
1%
2%
0%
0%
1%
3%
0%
0%
0%
0%
0%
37%
10%

Kaikohe -
Hokianga

57%
2%
2%
2%
3%

10%
0%
1%
0%
0%
0%
3%
0%
1%
0%

21%
2%
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Four out of five residents (81%) have not used a community recycling station in the past 12

months

Community recycling station used in past 12 months

NOTES:

1. Sample: n=500
2. WR3. Which Far North District Council community recycling stations have you used in the last 12 months? These are places where you can take recyclables, but not dispose of rubbish.

Moerewa
Okaihau
Rawene
Totara North
Whangaroa
Pawarenga
Maromaku
Broadwood
Horeke
Panguru
Peria

None of these

Don’t know

Report | June 2018

[ A

I 2%

I 1%

| 1%

| 1%

| 0%

| 0%

| 0%
0%
0%

0%

R 1%

I 0%

),

KEYRESEMARCH

Te Hiku

1%
1%
1%
2%
1%
1%
0%
0%
0%
0%
0%
91%

6%

By ward

Bay of
Islands -
Whangaroa

9%
2%
0%
1%
1%
0%
0%
0%
0%
0%
0%
73%

13%

Kaikohe -
Hokianga
2%
2%
6%
0%
0%
0%
0%
1%
0%
0%
0%
83%

7%
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Two thirds of residents (66%) have used a public toilet in the past 12 months, and just over half

(56%) have visited a public library

Facilities visited or used in past 12 months

66%

Public toilets

56%

Public Library

32%

Cemeteries

Kawakawa Pool - 8%

7%

Kaitaia Pool . 6%

Kaikohe Pool l 3%

Don’t know or None of these - 11%

Kerikeri Pool

NOTES:
1. Sample: n=500
2. CF1. Which of the following facilities have you visited in the last year?

Te Hiku

69%

57%

35%

2%

0%

19%

1%

13%

By ward

Bay of
Islands -
Whangaroa

67%

57%

29%

11%

11%

0%

1%

9%

Kaikohe -
Hokianga

60%

54%

37%

11%

8%

0%

10%

14%

Page 55



,.,'; ‘6“ v
<V

. . . Mo J e 5
3 - ’ . ; ! % ] ! ' <\ r
i 3 - 1 ¢ \ ~ONG\ " 3P
) /%3 i K ! RC LN AN AN\
Y 4 : \ § f " vr o SRy o 2y
. ¥ y | { . ]

433 3 =

i~
)

Contact with Council

r@ Far North @

B\ District Council KEYRESEARCH



r@ Far North

N District Council

Report | June 2018

),

KEYRESEMARCH

Two in five residents (41%) have contacted Council in the past 12 months, with Bay of Islands-
Whangaroa residents the most likely to have made contact with Council

Contact with Council in the last 12 months

41%

Have contacted
Council in the past
12 months

(n=500)

NOTES:
1. Sample: n=500

Proportion of residents in each group who have contacted Council

Age Group

18-39 40-59

48%
= -
n=85 n=197

Te Hiku

38%

n=164

2. RS1. Have you had to contact Council for a service request or complaint during the past 12 months?

60+

43%

n=218

Area
Bay of

Islands -
Whangaroa

49%

n=235

Ethnicity

Non-Maori Maori

44% 36%

n=300 n=200

Kaikohe -
Hokianga

28%

n=101
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The most common way of contacting Council is via phone, followed by visiting a Council office in
person

Contact with Council in the last 12 months

Method by which last contacted Council

Council office in person _ 25%
email [ 13%

Internet (e.g. Website or
e B

41%

Facebook)
Have contacted .. o
Council in the past In writing . 4%
12 months
(n=500) Other I 2%

NOTES:

1. Sample: n=500

2. RS1. Have you had to contact Council for a service request or complaint during the past 12 months?
3. RS2. How was the contact made?
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Road repairs is the reason that most residents contact Council with a request or complaint

Request or complaint related to...

Road Repairs - Potholes, Edge Breaks, Corrugations | NG 14%
Animal/Monitoring/Licensing [l 8%
Water Supply -Minor break/leak [l 8%
Roads and Stormwater Correspondence [l 7%
Environmental Management Correspondence [l 4%
Building [l 3%
Rates Refunds, Transfers, Penalty Remissions || 3%
Rate Account Query | 2%
Building Act I 1%
Property Information Query | 1%
Booking - Building Inspection | 1%
Planning | 1%
Direct Debits - New/Amend/Cancel | 1%
Property File Request | 1%
Bylaw/Legislation Breaches or Queries | 1%
On Site Disposal (septic tank) Queries | 1%

Change of Address Request | 0%

Other NG 45%

NOTES:
1. Sample: n=500
2. RS3. Thinking about your most recent request or complaint, what did it relate to?
Page 59



lr@ Far North Report | June 2018 CCD

District Council KEYRESEARCH

Ease of making an enquiry or request is rated high by residents (79% satisfied) when contacting
Council, while the amount of time it took to resolve a matter is rated low (39% satisfied)

Services and Facilities: Contact with Council

Satisfaction by ward (% 7-10)

Bay of

Very dissatisfied (1-2) Dissatisfied (3-4) Neutral (5-6) W Satisfied (7-8) W Very satisfied (9-10) % S;JtiSfied % Dissatisfied i Te Hiku islands - Kailléohe -
(7-10) (1-4) : Whangaroa Holdanga
Contact with Council 28% 9% 17% 21% 24% 46% 37% E 40% 45% 59%
How easy it was to make your enquir o <o i
Y o request Y auiry 12 109 42% 37% 79% 11% ; 77%  80%  77%
The service provided by Council o i
frontline staff 10% % 16% 32% 36% 68% 15% | 74%  65%  68%
The service gclnlv;:ﬁfrsg:fi after-hours 9% 11% 15% 6% 39% 64% 20% i 63% 6% 559%
The informati ided bei !
°ITormE OnpLoVIAEE DA 219 8% 15% [EEPERA 27% 56% 29% | 49%  60%  56%
The resolution or outcome achieved 33% 10% 13% [PARE 23% 44% 43% i 44% 39% 59%
How long it took to resolve the matter 37% 10% 14% [Py SEEEVLS 39% 47% 30%  39%  53%

NOTES:

1. Sample: n=500

2. RS4. Thinking back to your most recent request or complaint, how would you rate your satisfaction with each of the following?
3. RS4B. How would you rate Council overall for how well they handled your request or complaint?
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A large number of residents have heard about the community board in their area (85%), with

one in ten residents having detailed knowledge of the work they do

Awareness of the community board that operates in your area

Never heard of it

Heard of it, don't know anything about it

Heard of it, know a bit about what it does
M Have detailed knowledge of the work the community board does that interests or affects me
W Have detailed knowledge of everything the community board does

Heard of it Never heard
of it
Community board awareness = 15% 37% 38% 85% 15%

NOTES:
1. Sample: n=500
2. GC1. Which of the following best describes your awareness of the community board that operates in your area?

Heard of it by ward
Bay of .
Te Hiku Islands - Eal::_Ohe A
Whangaroa oklanga
84% 86% 83%
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Newspapers are most relied on for information about Council, followed by Council’s website and
letters to households

Most relied on for information about Council

Council’s website - 12%
Letters to households - 12%
Facebook - 11%

Council publications . 4%
Radio I 2%

Don’t know I 2%

NOTES:
1. Sample: n=500
2. GC3. Which of the following do you most rely on for information about Council?
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Around one quarter of residents make an effort to stay informed about what Council is doing
with a similar number considering themselves as informed about what Council is doing

Informed about what Council does

Not a lot of effort (1-2) Little effort (3-4) Neutral (5-6) B Some effort (7-8) H A lot of effort (9-10)
Effort made to stay informed about @
21% 19% 37% 19% <

what Council is doing

% Effort
(7-10)

24%

% Little effort
(1-4)

40%

Te Hiku

27%

Effort (%7-10)

Bay of
Islands -
Whangaroa

28%

Kaikohe -
Hokianga

11%

Maori

19%

Very uninformed (1-2) Uninformed (3-4) Neutral (5-6)  H®Informed (7-8) M Very well-informed (9-10)

Inf d about what C il is doi Q

nformed abou w.a ouncil is doing Y 38% 9% %\r
(all residents)

Informed about what Council is doing

(o) (o) 0, ) 0,
(Maori respondents) L AL 07 RO 7

NOTES:
1. Sample: n=500

2. GC2. Using a scale of 1-10, where 1 is not much effort and 10 is a lot of effort, how much effort do you make to stay informed about what Council is doing?
3. GC4. Using a scale of 1-10 where 1 is Very uninformed and 10 is Very well-informed, in general how well-informed do you feel about what Council is doing?

% Informed
(7-10)

26%

24%

% Uninformed
(1-4)

36%

36%

Te Hiku

20%

20%

Informed (%7-10)

Bay of
Islands -
Whangaroa

30%

32%

Kaikohe -
Hokianga

26%

16%
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Just under one quarter (23%) of residents feel informed about Council’s District Plan while three
in ten (29%) are aware of changes to the District Plan and opportunities to participate

Council’s District Plan

Informed by ward (%7-10)

1
1
Very uninformed (1-2) Uninformed (3-4) Neutral (5-6) M Informed (7-8) H Very well-informed (9-10) i
% Informed % Uninformed : Te Hiku I::z:: Kaikohe -
1 - .
(7-10) (1-4) : Whangaroa Hokianga
1
|
1
Informed about Council’s District Plan 24% 21% 32% 23% 45% E 22% 25% 19%
1
1
1
1
1
%7-
Srongly disagree (1-2) Disagree (3-4) Neutral (5-6) M Agree (7-8) M Strongly agree (9-10) Agreement by ward (Aﬂ 10)
% Agree % Disagree Te Hiku I::::sf- Kaikohe -
(7-10) (1-4) Whangaroa Hokianga

| am aware of changes to the District
Plan and opportunities where | can 24% 18% 29% 23% X 29% 42%
participate in these plan changes

31% 33% 16%

NOTES:

1. Sample: n=500

2. [READ OUT]: The District Plan controls land use in the district. The Annual Plan sets out what Council plans to do in the coming year

3. GC5. Using a scale of 1-10 where 1 is Very uninformed and 10 is Very well informed, in general how well informed do you feel about Council’s District Plan (land use)?

4, GC6. Still thinking about the District Plan, on a scale of 1-10 where 1 is Strongly disagree and 10 is Strongly agree, how much do you agree or disagree with the following statement...?
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The majority of residents would like to see Council give high priority to roading over the next 12

months

Priority for next 12 months

Roading

Wastewater, Stormwater

Footpaths

Water Issues

Beautification, Upgrade, Maintenance, Cleaning of Town/Urban Areas
Recycling/Waste Services
Parks/Playgrounds

Recreation/Sport Facilities/Sportsgrounds
Council Expenditure and Rates
Community Consultation

Freedom Camping

Business Support

District Promotion

Other

Don’t Know

NOTES:
1. Sample: n=500

I 65%
I 259
I 22%

B 1%

B 10%

B 0%

B o%

B 3%

B %

B 2%

B 2%

B 2%

I 1%
. £ 7%
B 5%

2. OP2. Which three services or facilities do you think Council should give high priority to over the next 12 months?
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Live in town, on the outskirts or
rural country (weighted)

Semi-urban - 26%

Age (weighted)

18 to 39 years - 27%

40 to 59 years 38%

60 years or over 35%

Unweighted

17%

39%

44%

Household pays rates on a
property in Far North district

Renter . 13%

Both | 1%

Don’t know I 3%

Ethnicity (weighted)

Non-Maori - 60% 60%
Maori - 40% 40%

Unweighted

___________________________________________________________________________________________________________

Ward (weighted) Unweighted
Bay of
Whangaroa
Kaikohe -
0,
Hokianga - 24% 20%
Gender
Gender
Male Female Diverse
Weighted 40% 60% <1%
Unweighted  49% 51% 1%
Weighting

The sample structure target is set broadly in line with known population distributions and is weighted post survey so as to be
exactly representative of the known population distributions according to the 2013 Census. This represents ‘best practice’ in
research and means that inferences made about the population will then be reliable, within the confidence limits.
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District Council

r@ Far North

The sealed roading network

Very dissatisfied (1-3)

24% .

NOTES:
1. Sample: n=488; very dissatisfied (1-3) n=121
2. RF1A. Why weren't you satisfied with <Xxx>?

Report | June 2018

),

KEYRESEMARCH

Poor quality of surface (e.g. potholes,
corrugation, cracked, uneven)

. Need more regular maintenance

Repairs too slow

More required

Too much dust

Other

Reasons for dissatisfaction

B s
| R
L
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The unsealed roading network

Poor quality of surface (e.g. potholes,
corrugation, cracked, uneven)

Very dissatisfied (1-3) L
Need more regular maintenance
Repairs too slow
48% Too much dust
More required
e Other
\\\\\ Don’t know

NOTES:
1. Sample: n=434; very dissatisfied (1-3) n=217
2. RF1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

82%

61%

21%

21%

6%

41%

| 1%
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The availability of footpaths

More required

Very dissatisfied (1-3) Poor quality of surface (e.g. potholes,

7 corrugation, cracked, uneven)

S Need more regular maintenance

L/ Repairs too slow
34%

, Too much dust

~.. Other

~e Don’t know

NOTES:
1. Sample: n=454; very dissatisfied (1-3) n=168
2. RF1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

| B2
B s
B s

| 1%

L
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How well footpaths are maintained

Poor quality of surface (e.g. potholes,
corrugation, cracked, uneven)

Very dissatisfied (1-3) L/
Need more regular maintenance
More required
Repairs too slow

32%

Too much dust
~.. Other
RN Don’t know

NOTES:
1. Sample: n=427; very dissatisfied (1-3) n=149
2. RF1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

59%

46%

27%

21%

| 1%

41%

L
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How well Far North District Council-owned roads meet your needs

Poor quality of surface (e.g. potholes,
corrugation, cracked, uneven)

Very dissatisfied (1-3) L/
Need more regular maintenance
Repairs too slow
More required

o, 7

23% Too much dust
- ~.. Other
RN Don’t know

NOTES:
1. Sample: n=478; very dissatisfied (1-3) n=118
2. RF1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

]
]
B

B

B
]
| BL

74%

48%

42%
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How well Far North District Council-owned footpaths meet your needs

Poor quality of surface (e.g. potholes,
corrugation, cracked, uneven)

Very dissatisfied (1-3) L/
Need more regular maintenance
More required
Repairs too slow

30%

Too much dust
.. Other
RN Don’t know

NOTES:
1. Sample: n=436; very dissatisfied (1-3) n=143
2. RF1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

43%

37%

34%

12%

1%

44%

B
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The Far North District Council sewerage system

Reasons for dissatisfaction

Unpleasant smell _ 44%

Very dissatisfied (1-3) y
Blockages - 17%
Upgrades needed - 11%
Don’t know . 7%
7% ‘
]

NOTES:
1. Sample: n=191; very dissatisfied (1-3) n=16
2. TWA4A. Why weren’t you satisfied with <Xxx>?
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The Far North District Council-owned urban (town) stormwater management system

Very dissatisfied (1-3)

21%

NOTES:

1. Sample: n=396; very dissatisfied (1-3) n=94
2. TWS5A. Why weren’t you satisfied with <Xxx>?

Flooding

Need for more regular maintenance

More drains required

Location of drains not right

Other

Don’t know

Reasons for dissatisfaction

75%

52%

27%

14%

45%

| 2

Page 78



lr@ Far North Report | June 2018 ®D

District Council KEYRESEARCH

Refuse transfer stations

Reasons for dissatisfaction

Very dissatisfied (1-3) L/
Too far away/no local station - 25%
Opening hours do not suit . 6%
Opening hours need to be longer . 6%
Difficult to find/don’t know where they are 0%
5% |
Iy Don’t know 0%

NOTES:
1. Sample: n=325; very dissatisfied (1-3) n=19
2. WR2A. Why weren't you satisfied with <Xxx>?
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Community recycling stations

Reasons for dissatisfaction

Too far away/no local station 0%

Very dissatisfied (1-3) ~* Limited range of recyclables accepted at the 0%
station ?
Opening hours do not suit 0%
Opening hours need to be longer 0%
Difficult to find/don’t know where they are 0%

2% |
— Other 0%

NOTES:
1. Sample: n=45; very dissatisfied (1-3) n=1
2. WR4A. Why weren’t you satisfied with <Xxx>?
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Cemeteries
Maintenance/upgrade
Very dissatisfied (1-3) L/
More frequent cleaning
Better level of cleaning
Opening hours need to be longer
Other
5%
S S Don’t know
NOTES:

1. Sample: n=165; very dissatisfied (1-3) n=9
2. CF2A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

]
.7%
B

0%

0%

65%
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Kaikohe Pool

More frequent cleaning

Very dissatisfied (1-3) L/
Better level of cleaning
Maintenance/upgrade
Opening hours need to be longer
Other
5% ’
_— . Don’t know

NOTES:
1. Sample: n=13; very dissatisfied (1-3) n=1
2. CF2A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

0%
0%
0%
0%
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Kaitaia Pool

More frequent cleaning

Very dissatisfied (1-3) L/
Better level of cleaning
Maintenance/upgrade
Opening hours need to be longer
Other
4%
_— Don’t know

NOTES:
1. Sample: n=31; very dissatisfied (1-3) n=1
2. CF2A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

100%

100%

0%

0%

100%

0%
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Kawakawa Pool

Very dissatisfied (1-3) .

0%

NOTES:
1. Sample: n=31; very dissatisfied (1-3) n=0
2. CF2A. Why weren't you satisfied with <Xxx>?

Report | June 2018
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More frequent cleaning

Better level of cleaning

Maintenance/upgrade

Opening hours need to be longer

Other

Don’t know

Reasons for dissatisfaction

0%

0%

0%

0%

0%

0%
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Very dissatisfied (1-3)

3%

NOTES:
1. Sample: n=32; very dissatisfied (1-3) n=1
2. CF2A. Why weren't you satisfied with <Xxx>?

Report | June 2018
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More frequent cleaning

. Better level of cleaning

Maintenance/upgrade

Opening hours need to be longer

Reasons for dissatisfaction

0%

0%

0%

0%

Don’t know

0%
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Very dissatisfied (1-3)

1%

NOTES:
1. Sample: n=277; very dissatisfied (1-3) n=4
2. CF2A. Why weren't you satisfied with <Xxx>?

Report | June 2018
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Maintenance/upgrade

. More frequent cleaning

Better level of cleaning

Opening hours need to be longer

Other

Don’t know

Reasons for dissatisfaction

0%
0%
0%

70%

0%
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Cleanliness of public toilets

Very dissatisfied (1-3)

10% ‘

NOTES:
1. Sample: n=336; very dissatisfied (1-3) n=31
2. CF2A. Why weren't you satisfied with <Xxx>?

Report | June 2018

),

KEYRESEMARCH

More frequent cleaning

. Better level of cleaning

Maintenance/upgrade

Opening hours need to be longer

Other

Don’t know

Reasons for dissatisfaction

76%

72%

57%

0%

41%

4%
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The range of parks and reserves the Council provides

Reasons for dissatisfaction

Very dissatisfied (1-3) y Better maintenance required (e.g. _ 579
. lawnmowing, rubbish) ?

Need more children’s play areas - 23%

d
Lack of exercise areas for dogs . 8%

, Location inconvenient . 6%

6% . Too expensive I 3%

~< Freedom campers are an issue 0%

Don’tknow 0%

NOTES:
1. Sample: n=456; very dissatisfied (1-3) n=27
2. PR1A. Why weren't you satisfied with <Xxx>?
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Council-provided access to the coast

Not enough options

Very dissatisfied (1-3) . Better maintenance required (e.g.
. lawnmowing, rubbish)

’ Location inconvenient

Pt Need more children’s play areas

‘ Freedom campers are an issue

10% ‘

Lack of exercise areas for dogs

~< Too expensive

N Other

Don’t know

NOTES:
1. Sample: n=428; very dissatisfied (1-3) n=45
2. PR1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

B 5%
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Council-provided car park facilities

Not enough options

Very dissatisfied (1-3) . Better maintenance required (e.g.
. lawnmowing, rubbish)

. Too expensive
e Freedom campers are an issue

‘ Location inconvenient

13%

Need more children’s play areas

~e Lack of exercise areas for dogs

N Other

Don’t know

NOTES:
1. Sample: n=455; very dissatisfied (1-3) n=63
2. PR1A. Why weren't you satisfied with <Xxx>?

Reasons for dissatisfaction

|
B o
| 1%

| 1%

0%

0%

|
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(@) Head Office

Telephone: +64 7 575 6900

Address: Level 1, 247 Cameron Road
PO Box 13297
Tauranga 3141

Website: www.keyresearch.co.nz

@ Key Staff

Project lead:

Anthony Calcutt | Senior Research Executive
Telephone: + 64 7 547 4909

Email: anthony@keyresearch.co.nz

Image credit: Catherine Langford
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